
~113JL~cu,Li~tcu,fl1W;n1~iHICWcU;fl{l1~ilcu,~1Icu,L~{lijcu, 

1I~fl1,ucu,1~~i1n~(3J~~cu,) 


The Passenger Service Excellence of Thai Airways 


International's Cabin Crew 


2.1 

Ulb~6ffl ~~~n~ 1 
'lJ q 

Numpet Yoosakul 

n71;1n Jj7?~tJ ~ ~eJv "fI?7dJ dJu~~ff1un711J1n 716jJeJvwunv7u#feJU11J1JU 

~fI~eJviJU1J1~ n71iJulntJ~7n~ (dJYl711U) " flfvii1~wunv7u#feJu11J1Jwfl~eJviJu 
6jJeJv1J1Jjnn71iJulntJ (dJYl711U) ;J7n~ dJu~?eJt17v6jJeJvwunv7u#feJu11J1JU~fI~eJviJu 
6jJeJvfY7tJn 71iJum;fv117~ iJ?{j/ fl1.h:;fYvrf~ rieJ;1n Jj7 nJ1tJ1J ~ ntJ1JfI? 7:J.J H{j/ n<il7v6jJ eJv 

q 

V>]ru~nJj~~ff7vrqP:;YI?/7vn6J~'Wunv7u#feJufu1Ju~fI~eJviJudiJNfln7JJJDJJ~v7U1J1nn 
, i/ I i/ 

~~~ff 1.hunfl7v HfI:;~h 1?:J.Jnv;1nJj7iJ'iJ~tJniJBnITWm1vn7v{j/1vHfI:;n7vefeJ:J.J<1ieJNfI 

n711.l5JJ~v7U6jJeJvwunv7u#(eJu11J1JU~fI~eJviJU6jJeJvn6J':J.J~~~ff 1.l7ung:l7v HfI:;~7 
1un71?~tJflfv&1Junn?~wtffv1.l1:;~nJJ 1~n71?~fl17:;M~ffun7v (Path analysis) 

r77 n71?~fl17:;M~eJ:Jjfldlll'iJ7 n n 711.l1:;~~UNon711.lDJJ~v7U1J1n 716jJeJv'WUnv7U 

#(eJUW1JU~fI~eJviJU6jJeJv1J1irln7wulntJ;J7n~ (:J.JYl711U) 1ulI fI.ff.2008 'iJ7nNonn;1nJj7 

W1J'hiJ'iJ~tJ6jjeJvflru~nJjru:;6jJeJv'Wunv7u#feJU11J1JU~fI~eJviJu 1J~n71iJu1ntJ ;J7n~ 
q 

~ 

(:J.JYl711U) iJfI? 7:J.J H{j/n<il7v nUHfI:;iJNfl nv n7v{j/1vHo:;n 7vefeJ:J.J<1ieJ Non711.lDJJ~v7U 

~~lmtJm~ vJltJ'Yl~mm1Jflflmm 1J~m"jrlm1\rnfl~U
'IJ q" 
1J~md1Jul'YltJ~lnl?1 (.1-JVll'lfU) 891rnl&i~\l~\9I "ile:l.1-J"r'm "il\9l~m n'Yl.1-J 10900 

q 



1JJnnrlJN~(9iBfI?7M{j'l-U~f11un7WJnn(jJ7JJ~7~1JfI?7JJfhiJrul~un' 1JfI~n"1JB,j'WUnJ7U
Q/ q 

I 

nnr17,j7UL{jUnJJJB,j~,jJJ7 fI?7JJiln~"1JB,j'WUn,j7U fI?7JJfLm:;rrf1UfI~n~(jJ'Bnn1JJnn
'lJ 

fI?7JJS7:J-J7wlun7wJvin U~:;fI?7JJ'WfBJJ lunnr17,j7u (jJ7JJ~7~1J nnNnB1JJJJiJBnmv~ 

L~,j~1JU61:;B7 ~,j7U1JJiJN~(jJ'Bnn1i8if~,j7U 

f?7fhiJru.- 1JfI~nnnr17,j7UL{jUnJJ, fI?7JJiln~"1JB,j'WUn,j7U,
Q/ q . 

fI?7JJfLm:;rrf1Ufl~d~~Bn7WJnn, fI?7JJs7JJnnlun7wJvin 
'lJ 

Abstract 

This study ofthe passenger service excellence ofthe cabin crew worAing 

for Thai Airways International was chosen as a sample since THAI is the 

"National Flag Canier. " For this empirical study, path analysis methodology 

was used to study crew pelformance appraisal that included 3 groups ofcabin 

crew, whose pelformance was evaluated as excellent ,average, orpoor. The 

objectives ofthis study were as follows: 1) to comparatively study the factors 

that influenced peiformance among 3 groups ofcabin crew rated as excellent, 

average, or poor2) to study the direct and indirect influence factors that affected, 

more or less, the service performance of these groups ofTHAI crew. The 

finding ofthis study revealed that among 8factors, the factor ofhavinggood 

personality had the highest influence, in both direct and indirect ways, on 

service pelformance. The factor ofteam cooperation had a lesser influence 

than personality, followed by loyalty, knowledge and attitude, management 

ability, and being ready to work. While the factor oftraining had a negative 

influence on crew pelformance, the working yearfactor had no apparent on 

service pelformance. 
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ffla.J1dbl LL~\l~'UI,I,~::;€l~d€l<?ll~ n€l11 ~~Yd1 a.J~l;)n I~ff<?l1<?1 tJL%V'll:::€l ~1\l ri\lV'lUn\ll'U<ileJ'U~uu'U
'!J "tI q 

1,f1~€l\l1J'UdJ'Un~a.JU~~ln~~~11a.J~1;)rul,V'ld1:::<ileJ\l~f1\l~11a.Jlh::;YfuL'<\lLVlbbfl~~umn1d~~€l<?l 
q q <V '!J 

I 

1,61'U'Vl1\ln1dlh", n1dlh:::I,~'Uf1blWl1V'ln1dU1n1d6(J€l\l~1I:Jn1d1J'U~\ldj'Un'<\lndda.J.y]~~11a.J~ldJ'U
q 

~ff1I:Jn1d1Jw~i1\l ~ ~11~n<ileJ\l~d1'<\l~€lU~I,I,~€l~1\l~~lb~a.J€l1<?11:J~€l'<\lln"m11:J~bn1J'U I,~'U 
ffm1J'U~n1 tJLl.'Yldn (Skytrax ) vi1nl'nh::: I,n'U~blWl1V'l bL~:::~<?Ie1'U~u e·mn1TIJ1:::b~'UbmI:JU I,.y]I:JU 

f111a.J dJ'UI,~ f1 ~1'U~blWl1V'l '<\llnn1dU1n1d6(J €l\lV'l un\l1'U<iI€leu~UU'Ub~~€l\lU'Ub~€lLVIn11U1n11 
q 

6(Jf)\lff1I:Jn111J'U~'U~ ~1a.J1db)~11\l~11a.J.w\lV'l eJL'<\l ~\l&l<?lLvrLbri ~~uu~n111~€l ~l\l~m~€l\l 
L'U~h'Un1dbl.~-j~'U~b)11J'Ud:::~U1rln 

~\l~'U~Vlu~n11~1'UVli(1 (front line employee) blJ'Un~a.J'~~Un\l1'U~~f111a.J~liln I
'!J q "tI 

~~€l\l~11\l~d1a.Jlh:::YfuL'<\lLvrbbf10<?1I:J ff11bbrl:::n~Ua.J1Liu~n11~n '<\l1 m,mn1d1J~1Jo/i\l1'U 
6(Jfl\lV'lUn\ll'UbU'Ubbl\l~Ub~~€l'ULvr U1mln111J'U1'VlI:J~ln<?l(a.JVl1~'U) ~-jblJ'Uff1I:Jn11u'UmA\l~1~ 
L~~a.J1~1~1't-ulJ'Un1d~<?Ie)'U~u blJ'U~1I:Jn11U'U~~~11~ blJ'Ub~f1L'Un11u~n11 1<?11:J~b)ltf'U

ctl! 

~~e1'U~U ff1I:Jn11U'U~'UU1 bl.rl:::blJ'U~\l~l ilGJ~'<\l::;'I'11LVfU~~'Yln11U'U1'Yl1:J~ln<?I(a.JVl1~'U) 
'o..nn~n~11a.J1'<\l:::b~'U1~11bb'Ud~ <?Ib~l:JdnU~d1d-,1 blJ'Ub~f1L'Un1W1n1d6(J€l\l'\.AJUn\l1'U ~~11a.Jn11\l6(Jd1\l 
bb~:::f1dmJ~~a.Jn~~l\l ~ ~Gi\lNrl~€ln1d(9)lbu'U\l1'U6(J€l\l€l\l~n11 

lV 

'<\llnn11b1J1I:JU b.y] I:JU ~d1a.JblJ'Uff1I:Jn111J'U;r'U't-b 1<?1 m%V'll:::Jln.rn ~ b€lI.;I:J~d I:Jn'U 
'!J 

b~um I:Jn1d1J'U ~-j~1Jdl.b€l.ftm~ V'lU11~1'Ud'UV'lUn\l1'Unu~1'Ud'Ub~~€l\l1J'U'<\l::;b~'U11ff1I:Jn111J'U 
~\lf111Jlbl.fl.ftmt ~e)~d1Gid'U~1'Ud'U'\.AJUn\l1'U~€l~1'Ud'Ub~~€l-j1J'UU€lI:J~ff<?lbb~1~wd1-jlrle1'U~U~

q 

1 ~\l 2 n bl.~U1~'Vln111J'U1'Vl1:J~ln<?l (a.JVl1~'U) ~~1'U1'U1,~~€l\l1J'ULn~b~ l:J-jnUff1I:Jn111J'U 

~\l~1Jlbl.€l.ftrlU bbrl:::~~l'Ud'UV'lUn\ll'UI,U'U 2 b vil6(J€l\l~1I:Jn1W'U~\l~11Jdbb€l1trlU bbrl:::'<\lln~€la.Jrl 
'!J 

lV , 

n1d~<?Ie1'U~U 6fJ€l\l ffn1tJLb'Vldn (Syntrax) ~\lbl,~n~.f1 2004 ~\lnRf1.2008 blJ'U.y]U1#\lbn~11 

ff1l:JnllU'U1'Yl1:J ldJl,~1:J1~~un11~<?Ie)'U~U~ 1 brll:J ~\l'Yln~1I:Jn1d1J'ULib~~€l\l1J'UN~Gl1<?1I:J 
q 

v lV 

~N~GlL~1:J1n'U~€lU~ 1U1B\l (Boeing) bbrl::;U~ 1.1.€l~1Jff B'U~ff~1 (Air Bus Industry) 
'!J 

~1~1:J~\l~~d1d-Jff'U1'<\l~'<\l:::~m~l11'<\l~1:J~~€l'Vl ~V'lrl Nrl~€l ~11 d-,I bU'UI.~f1~l'U n1dU1n1d~\l dJ'U 
'!J 

bbd\l~U b~~eJ'Uu1~'Vln1d1J'U1'Vl1:J~ln<?l (d-JVl1~'U) LV\t~d-J1Gllj1'U~<?Ie1'U~u bU'UffTl:Jn111J'U 

~~~d1d-JI,U'UI,~f1L'Un11u1n11 

http:lbl,~n~.f1
http:m%V'll:::Jln.rn
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2.1 b~€J~m~nbmtJU b Vi tJU qil11d-J bbGlnGh,:j6fl€J,,:jqilrn~n'rl'ru,:::~fllf1rul~t.rJl,m~uwi(n:nu
q ~ q, , , 

G1€JUWU'Ubqil1€J,,:jij'UVi~[;,mnl'JJJD,:r~~1'Uu~nll ~b~q>f Ul'Unm"lbb61~\9l1 
, , 11 

2.2 b~€J~n'rl'1i1'<\l~tJ'Vi~~'V1TI'Wm'f,:j'V11,,:jW11"lbb61~'Yl1,,:j5€Jd-J Glm,mnllUD,:r&l"ll'Uu~nll 
, I 

~€J"l'Wi(n,:jl'UG1€J'U1UU'Ubqil~€J,,:jij'Un~d-J~b~q>f Ul'Un611,,:j bb61~\9l1 

3.1 n~d-J'Wi(n~lU\9l€J'U1UU'Ubqil~€J,,:jij'U~~ [;-mnll'iJD'J~~l'U~b~q>f'hYll~~ b~q>f 
3. 2 

, 
n~ d-J'Wi(n~l U\9l€lU1UU 'Ubqil~€J,,:jij'U~~ t:-J 61nllUD,:r~,,:jlU~l 'Yilld-J~,,:j~ t:-J61 

nlltJ5u~,,:jl'U\9l1 

3.3 'Yil€l~l~11~~'<\l~'iJ1uUl,,:jn~d-J~~t:-J61nlwn,:r~,,:jluu~nll~11~~~u
q q '::!.J 

.. lor' ~ AQ,II

4. JJ'it L!J'lf\iL~fltFlmFl111a-3n1'i~1f11t1~.!1 
q 

nll~n'rl'll~tJ b~€l,,:j qil11d-J dJ'Ub~q>f1'Unllu~nll6fl€l,,:j'Wi(n,,:jlUG1€l'U1UUUbqil~€l,,:jiju 
U~~'Ylnllij'U1'Yl tJ~ln<?l (d-JVll~U) nlVl'U<?ll~'Wi(n,,:j l'U\9l€l'U1UU'Ubqil~€l,,:jiJ'U5"ln<?l c-ll tJu~nll 

, 11 11 

U'Ubqil~€l~iJ'Uu~nlW'Ul'YltJ~ln<?l (d-JVll~'U) ~1'U1'U 5,860 qil'UbtJ'Un~d-J~1€l~1"l1'Unll~n'rl'lqil1"lit
q 

IV • I£:"': , \'12121 21 , 6j 21 A • I I£:' • I \'I 21 , 

Glld-J1W1f1lJl~G1,,:jqil'V1n6111 b16fll~W1'U '<\l~n€l bVlLn<?llJl~ btJ~'Ulb61~qilrnqillVl611tJlJl~nll b<?lbbn 
q q 

4.1 dju'iJldtJ~uGlmn<?ltJG1111'Unllb~€lnG11 tJnlliJ'U~~qil11d-JbtJ'Ub~q>fl'UqilW11'W bb61~ 
'lJ q 

nlllVfu~nllW11,,:jqil11d-J\9l€l"lnll 
I I 

4.2 btJU'iJldtJ~U~€l~u~llVi bf'i tJ1~€l"l1Unl111"llbt:-Jun61 tJ'Yl'IT bbt:-J'U,,:jU'iJl~d-Jl rnbb61~ 
'lJ q 

bbt:-Juu5,:r~nll(;hunllu~nllb~€ll~11J'~flW11'Wnllu~nll ttllu~nlluw'iJ1"l~~Ul~1'Unll 

I 

~n€lUld-J'Wi(n,:jlU\9l€J'UWUUbqil1€l,:jiJu 

4.3 b~ €l~~U1€l ~ ~nll bb61 ~U 
q 

qil611 n l~ €l,,:j u~~'Vm lliJ U1 'Yl tJ~ln<?l (d-JVll6jjU) 

bb61~€l,,:j~nll'j)ln··mllijul<?l tJ~11uG11 d-Jllfl'l-l.l d-Jl'iJ1U b'iJ~ tJuUItJul tJ bb61~nl::;U1unllJllu
q 

nllU~VlllUqilqil611uJllUqil11d-J~,,:j'W€llOJl~'Wun,,:jlu1~U1nll€l~1,,:j~qilW11'W
q q 
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4.4 biJu1J~~1~'7fU~€l~~€l~U (stake holder) b~€llvtlJl~1J~1lb~u~m~u~~~flU 
~ q v 

lJl~nl~€l~l~f1~f1l 
'l.J q 

bbUdf1~flldlJ1m~biJubbUdf1~~n1l~bb~~1l~1J€lnn~1TInl~~J1J1nl~ bb~~1TInl~lV\1J1nl~ 
lU'Yll~~1\lnwihd,jfl1Jnll€l€lmb1J1Jnll1J1nll ~€l~ll~1J€lnn~nlll~nll~U1J~UU bb~~\li1ru'Vn 

q OJ 

1V\~~ b'<\Jun1J~nfll nb bd~lVl~\l~\I~€l\l~nll€l€ln bb1J1J~mllVlU'" bQ"v'll~n\lfldl~fll ~Vl1\l.sn€l\lflU 
'l.J 

~\lUruVll.sn€l\lb6fJl'<\J~~nmlL.snnl~1JdUnll~m~1J1nllvllnll~\l~€l1J1~bbf1~~1J1J~nllr1'Wm~ll~ 
.., ~ 'l.J ~ 

~1J~€l\llJl bb~ b~€l~~1J1J~nlllJl~1J1J1nllbb~d dl~fldl~1Jl~i11J1'<\J biJui1'<\J~tJffhfltlJ~€l'l.J .., 

flnhfll"v'lnl~1J1nll (service quality) ~ ~'lJ~nT':i~\l~€l1Jfldl~1Jl~i11Jl'<\J.sn€l\lfldl~ biJUb~f1 
q 'l.J 

lUmdlJ1nllb~€l~~1\lfldl~~~~UTI '<\Jlnnll1J1nll ~~lV\bbfl~nflll~Jl~1Jfldl~~\l"v'l€ll'<\J (cus­
, ~ 

~ 

2/ .... .... (( <=I <=10[ 2/, 2/ ..., 

tomer satisfaction) ~ll\lfldl~fj~"v'lU'fi'Yl~ bVlbbfl6jnfll (customer relationship) ld~'Yl\l 

nl~~U1~~nflln~1J~ll~1J~nll€l ~l\l~€l b~€l\l (customer retention) ~\l c..J~1V\~nfll~fldl~ 
q 'l.J '!J 

~~~U£lul~~~md ri€llV\dl~fldl~Jln~lufjl~nlliJu@1~€l~l1J 

Albrecht, (1999) 1~~~1~ln~fldl~.sn€l\lfldl~b1iub~f11unldlJ~nll Vl~l~n\l nldlJ1f111 
I .... 2/ (( ,d 2/ 

~ru.nl"v'l 1~ ~ c..JlUnl~'lJdUnll'<\J~nl1~lUn'f1 ~'Ylfi~~'lJ'lJ bm~flUb"v'l€lfjU€l \l fldl ~@1 €l\lnl1bb~~ 

fldl~fll~Vl1\16fJ€l\l~nflli1'<\J'<\Jtfubb~~~nflllVl~~\l.nl ~1Ubb~~.nl ~U€ln€l\l~nllbb~\lfldl~ biJUb~f1 v q 'l.J 

lUml'lJ~nll~lb1iU~€l\lfjll\l~~l~ bb~~flruf111~d..llnn11f1U~\l fj~l\l~\I bbd~~€l~1U~vll\llUl~dl~ 
q ~ 

c..Jmill1bb~~"v'li(n\llU'YlnflU~fj.sn.nl"v'l~ ~€l\l~1J~~n€l1J .sn€l\lnl~1J~nllb~m,bl1J~fldl~ biJUb~f1 
q q '!J 

1Jl~fl€l1JJld~ 5 1J~~nll ~€l 1) N~~Jlnbo/l'Yll\lnl~.nl"v'l (physical products) Vl~l~n\l 

N~~Jlruo/lVl~€l~Ufll~~1Jl~n€l1Jnl~bfjU€l~Ufl11V\bbri~nf1l nb ~~.snl~ '<\J~~€l\lbiJU~Uf1l~~n~€l\l 
~ '!J q '!J 

~l~n1J~nl~~e:J\lm~ 2) N~~Jlnbo/l1J~nl1 (service product) Vl~l~n\l1Jl~fj'lJnldill.sn€l\lml~~Vll 

U€ln b'Vl'U€l'<\J 1 n N~@1Jlnbo/l'Yll\ln 1~ .nl"v'lld ~n\lnll~ ~wi €l1Jl~fjlU\l1U.sn €l\l "v'l un \I 1 U 1 U 1J1~'Yl 
I I 'I I 


<=I"" I V 2/ 2/ j • "" -'I 2/ A <=1<=1 Iii"" 2/


'Yl~~@1€ln1J~nfll'<\J~~€l\l'7fd~dl\lbbNUnlVlU~nll1Jlnl~b"v'l€lfjll\lfj\l'Yl(,91bbn~nfl1 3) fj\l bn~~€l~ 
v 'l.J 

~hU1J1nll (service environment) ~~'YlTI"v'lmb'f1~fjU€l\l~€l'lJ'<\Jlnfldl~~\l"v'l€ll'<\JVl~€l~U'7f~ 
'<\Jlfl'f1nfll b"v'l~l~~\l N~~€l~dUbbll\l@1'f11 ~Vl~€l fldl~~\l"v'l€l1'<\J.sn€l\l'f1nfll ~€l€l\lfinl~ biu 

'l.J 'l.J 

http:Ubb~~.nl
http:Vl~~\l.nl
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m1@1mb~~~qJfin~rn6fJe::J~'IJ~ 4) nl1bfi't-m1V1'IJ~n11 (service delivery) 'Vl~1~~~~1'U1V1'IJ~n11 

~nfll~1~f)11~11<?lb~1 bb~~ 5) nl1~~bU'U~nfll (customer focus) ~n~HYli~lf1ru1'Unl1fi11~ 
'l.J q 'l.J q OJ 

f)11~~~'We::J1-0.)lVfbbri~nfll b~e::Jfi'Ue::J~f)11~~e::J~nll6fJe::J~~n;1l \91~~'Unl1~e::J'lJe)1'Ul~1V1bbri 
'l.J 'l.J 

'Wun~1'U~1~~1Jnl1~ne::J'lJ1~btJ'Ue::J~1~~'Y111V1b6fJ11~~'Y1~'V'J~ln1 (resources) ~~e::J~~1~ 
'l.J 

~qJ<IJl'l~qJlru (instincts) bb~~ l~llruqJlru (judgment) b~mm~n~n11~6JJe::J,:jf)11~btJ'Ub~ff 
A 

6JJe::J~m1'IJ1n11 

11~~~6fJe::J~'lJf)f)~ln1~Vf'IJ~n11 (personal service) 1'Unl1fi'Ue::J~f)11~btJ'Ub~ff
q 'l.J 

1'Unll'lJ1nl1~U~~~ (Albrecht, 1999) lh~ne::J'IJ~1~ 1)nl1~~~m~1~~fin~~fh'U1Jf)f)~ 
(personal touch) 6fJe::J~ ~1'IJ'IJ~nll11~~,:j~n~~b%'W1~~1'Vl'lli~nfl1 bb~~~f)'U 'Yl11Vlb6fn1~n11 

'l.J 'l.J 'l.J 

b6fJll~~'lJn11bfi'Ue::J~~ bb~::;1~~'lJf)11~fi'Ul~lbtJ'U~ bff~~e::J11 btJ'U~~~lf1ru~ln 11~~~n11~e::J'U~'IJ 
OJ 

~e::J'IJ~~1J1~'IJ€ln~n ~e::J~1Vff)11~~1f1qJ bbrit1nfl1~~l1~~111e::J~ 1 b~'Ub~~1n'IJ1::;'IJ'IJ f)€l~~1 b@1e::J1 

~tr'U~n~e::J~nq;)lbb~~tr@11bf)1~@11'Un11b~~ 1h::;~'Y1ITJl1'V'Jbb~::;f)11~11~b~11'Unl1'IJ1n11bbfi::;
'l.J 

f)11~~~@1'~@11'Unl1'IJ1n11 (courtesy) nl1~e::J'Uwfinfh~1~1'IJ'Vlul~~bblr~bb'<\l~1fi bbfi~vht1 
'l.I 

~fiJll'W~e::J'U1~'U6JJe::J,:j enVl'IJ1n11 n11bbfi<?l,:jf)11~fiJll'V'J~e::Jen~'IJ~nl1 ~Vlmnl1~'IJf)~n~bbfi<?l~~,:j
q 'l.J q 'l.I 'l.J q 

e)iim~~6fJe::J~f)11~btJ'U~@11bbfi::;'lJ11~lnlff6JJe::J,:jnl1'IJ~nlJY\e::J'IJ~'Ubbfi~btJ'Un'Ube::J~~::;~,:jNfi1V1~w 
q 'l.J 

'IJ~nl1bn<?lf)11~1~n~~bb~~lb:::;Yf'IJ1~~e::Jnl1'IJ1n11~1~~'IJ f)rufi~tr~6fJe::J~~Vf'IJ1n11bbfi::;
'l.J q 'l.J 

'Wtl~n11~nll1J~nlJY\~~,:j btJ'U11~~~~~lq;\qJ1'Un111Vl1J1nl1~1 ~~@1~bbri~nq;)l ~~~t1lVl'IJ~n11 
~::;~e::J,:j~'lJf)~n~fi~1,:jl~~;1@1;11 ~~bblr~bb~~161 'W<?l~lfiJll'V'J~e::J'U1~'U ~~nq;)'U'Vllf)11~~e::J,ml1

q 'l.I q 'l.I 

6JJe::J~~~'IJ'lJ1nl1~r1n~~bb~~~@11,=hun6JJe::J,:j0V1'IJ~n11 2)1Jf)f)~~~1q;\qJ (key employee) 

~'V'J'un,:jl'U~e::J~1~n'V'Jun,:jl'Ucile::J,:jl~~'IJ~bbfi~1~Wf)11~'V'J1m,j1'Unl1~1J~e::J1Je)1'Ul~ (empower­
'l.I 'l.J 

ment) 1'Unl11Vf'IJ~nll6JJe::J,:j1J~~'Y1"1b~e::J1Vf~nflln~'IJ~11~1J~nl1~nbb~::;1Je::Jn~m~e::J'U6fJe::J,:jb6fJ1
'l.J 

~l1~1J~nl1~m~e::J,:j f)11~btJ'Ub~ff1'Unl1'IJjn11'U11tJ~f)11~~1 b~~6fJe::J,:je::J,:j~nllb~e::J1Vffil~11bl 
'l.J 

~~m1~1'U'lJjn111'Vl~ 11~e::J~1,:jb'Vl~1::;fi~bb~::;11<?lb~1bn~nl11~bm~'IJ1'Unl1bb~,:j~'U vh~n~l,:j 
I I I 

nllbtJ~ ~'UbbtJfi,:j6fJe::J,:j~,:j bb1<?l~m,J~n11~~n11t1~f)Wll'V'J
q 

I I 

OJ dd .21 !II A OJ 6'dd I _ 


'V'J'Un,:jl'U'Y1d-Jf)11d-J~<?l1'UNfi@1Jlru6f1'Y1~11 (better product knowledge) bb~~nl1fi~ 

~1'U1'Unl1b~1e::J e::Jn6fJe::J,:j'V'JUn~l'U (turn over) 1VfUe::J~~fi~ btJ'Ull~~~~lq;\ru6fJe::J~nll6fJ~l ~ 
q OJ 

n111Vf1JjnlJY\~~Wl1'V'J1<?l~tJn~'V'Jun,:jl'U~'Yll,:j1'Ue::J~n1Je::J,:j~n11'Ul'U 1 ~e::Jd-J~f)11d-J~1'UlqJ 
bbfi~f)11d-J~~e::J~N~@1ifru~bb~::; 'IJ~nlJY\~m~e::J,:jbbfi::;~nl1'V'Jun,:jl'U1'VlciJ 

'l.I 
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nll~f1..:J~ruJll'V'JnlTI.J~nll~f)..:Jr;lJJ:::nf)1J~~l~ru6(Jf)..:J~ruJll'V'Jnll1J~nlTIh:::nf)1J~1~
q OJ q 

1) ~11~~..:J'V'Jf)1~6(Jf)..:J~~1J1J~nll (satisfaction) Vl~l~~..:JnlldJ..:JLuu~n~-lb~ufh~ru ~V1 
'lJ q '!J OJ '!J 

1J~nll~m~uVlUl~~:::<K€l-:l~m~UVlUl~~:::<Kf)..:J'V'J~lm~nl:::r11f)~1..:J1~f)~l..:JVlrt..:J L~€l1V1~~1J 
'lJ 

1J~mlbn~~11~.w..:J'V'Jf)1~fl'..:J;;:l~ b'V'Jll:::mi~J~nll~~~dJ..:JVl~1~6(Jf)..:JnllW1J~nllbb~:::~1~'Vl1..:J1V1~
'!J q '!J q q 

md~f)1Jfl'Uf)..:J~11~<Kf)..:Jnll lh:::nf)1JJ11~ ~11~b~~1~~~:::1V11J~nld ~11~'V'J1f)~bL~:::~.y;fln~1 
~"il:::1V11J~nll nll~~~f)f)~l..:J~miif)..:JLL~:::nTruntf~~f)mi1J~nllb~Uf)~l..:J~ ~..:J~u'Vlln~V1 

~ '!J '!J 
I 


A IV 2.! iI il'v A A t=1 


1Jdnll;;:l1~11fll1J~~11~~f)..:Jnll6(J€l..:J~11J1JlnllLb~:::fl'1~11nbb;;:l~..:J'V'Jr]~n11~'Y1~€l1J;;:lUf)..:Jnl'J 

1J1nld1J1~d..:Jnu ~~1J1J~nld~f)a-lbn~~11~~..:J'V'Jf)1~bb~:::~~11~1~n~~~f)nld1J~nld~..:Jn~11
'!J '!J 

2) ~11~~1~'Vl1..:J6(Jf)..:J~~1J1J~nld (expectation) b~f)~~1J1J~nld~l~~~f)n1Jf)..:J~nl
'!J '!J 

~n~:::~1~'Vl1..:J11~:::1J1~1J1J~nll ~..:J~V11J~nll~lb~U~~:::<Kf)..:J~1J1bb~:::b~~u1b~~.nn1J~11~
'!J '!J 'lJ 

i.' I I 
v~ I) IV iJ'v A t:'i A &:l v 

~1~'Vl1..:J'V'JU~lU bb~:::m11~~11~~1~'Vl1..:Jb~'V'Jl:::6£lf)..:J~11J1Jlnld b'V'Jf)bfl'Uf)1Jdnll'Y1~d..:Jn1J~11~ 
~ '!J 

~1~'Vl1..:J ~..:J~:::r111V1~~1J1J~nldbn~~11~.w..:J'V'Jf)1"il Vllnnld1J~nld~ULnU~11~~1~Vl1-J 
'!J 

~~f)~b~U~~ f) ~W1-1~W1J~nld~n ~:::~l ~'Vl1-Jnld1J~nld~11~b 11r1U 1'<\1 bb~ :::~lh:::~'Y1nJll'V'J 
'!J '!J 

3) ~11~'V'J1f)~1unll1V11J~nll (readiness) lh:::~'Y1nJll'V'J6(J€l-Jnll1J~nll~U€l~n1Jfl11~'V'J1€l~
'!J 

~"il:::1V11J~md1u~-J~~~1J1J~nll<Kf)-JnldJll~1un~lbb~:::~1 ~dJJbb1J1J~ b~u~<Kf)..:Jnld~11~<K€l..:Jmd
'lJ '!J 

6(J f)..:J1J~fl~b~Ub4f)-J~~1J~f)UI.b~:::1dJ;;:l1~ldmllVlu~~1 ~ <Tf11J1 b'V'Jll:::~11~ <Kf)-Jnld6(Jf)-J
q 

iI I I i.I 

bb~~:::1J~~~ bb~n~l..:Jnur1..:JiJ-JUJJlbJJ~ ~lb1J1'Y1n6(Jru:::~1~;;:lnlUnldrn'Vi bn ~~U 'VlU1 ~1J~nll 
q q 

'Vl1f)~ln'<\1<Kf)-J~11~fl'f)1J~bb~1V11J~~lnl11~~..:J~JJnlrnb~4f)-J1i~1-J 1 1V1~~11~'V'J1f)~ 
~~:::1V11J~ld~f)~~1J1J~nll~~f)~nm 4) ~11~~~rnf116(Jf)-JnlTI.J~nld (value) ~ruJll'V'J6(Jf)..:Jnld

'!J q q 

1V11J~nllf)~1-JL~uml~'kJLe:Jl bm~1J~n~lbb;;:l~..:J~..:J~ruf116(Jf)-JnlTI.J~nl~~~f11~1'VlW~W1J~ml
'!J q q '!J 

f)1~'W1V11J~nld~~nlfru:::~1-JnuLb~:::~1finll1J~nll~1dJbVliif)unu ~rnf116(Jf)-Jnld1J~nll
q 

~U€l~n1J~..:J~~W1J~ld1J1wbb~:::bn~~11~~-J'V'Jf)1~ 5) ~11~~U1~~f)nll~1J1J~nld (interest)
'!J '!J 

nld1~~11~fl'UL'<\1~f)~n~1'Y1nd:::~1Jf)~1-J~~1Jdl~'Vl1f)nll1~1J~nld~ b'Yh b'Vi ~~nu dJu'Vl~n
'!J q q 

6(Jf)-Jnl11V11J~nld~~1~ru~~~1dJ11~n~1~:::b~U1~ln~f)-J1J1~1JnllLV11J~nld~~b'Vliif)unu
OJ q '!J 

ertV11J~nld~-J~lb1Ju<Kf)-JLV1~11~fl'UL~~n~l~f)~nfll bfl'~f)Jll~nU nldJJiJtf~~f)~nfll<Kf)-J~Jll'V'J 
rif)U1~Ubb~:::1V1bn~d~~nfll (Parasuraman, 1985)

'!J 
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n'n1t~~nf11:W16fJ8~'lJ'lJ'.jnldV'J~m.Jnt1/VI~1~~U~1dlVl'lJ'.jnld~1:W~1~'lJri8uVI~~lu 
'IJ 

~n~rn~~l~d:Wlri8U'GJ~l~~'lJ'lJ'.jnldri€)u 1~wld:J ~hwif<?l~u~n f1l'<.Jln b.w ~~dtJ1'H:W V1~mil~~ 
'l) <JJ 

;m'¥h~u ~Vl'lJ'.jnld'GJ~<11€)~'Y1dl'lJ b'Y1 ~I'U~nld1Vl'lJ~nld~ bVl3Jl~~3J bb~~b1~U~V'Jf1Glndd3J
'IJ <JJ °1 

6fJ8~~nf111unldlVl~11:W~U1'GJ1~8~1~bVl3Jl~~3J 6) ~11:w~1:w~1~~lunld'lJ'.jrnd (courtesy)
'l) 

nld<118U~'lJ~n f11 ~1 ~l'lJVlih~:w bb~:W bb ~ 3J 1~ bb~~'YhYi~~JllV'J ~8U1~U6fJ 8'1 mVl'lJ'.jnld
'l) q <JJ 

nldbb~<?l'1~11:Wf1JllV'J~8 ~~'lJ'.jnld ~Vl'lJ~nldiJ'lJ~~n ~ bb~<?l'1rl'1e)'fim f1~6fJ8'1~11:W dJuiJ~d 
q 'l) 'IJ q 

bb~~1Jddmnlrf6fJ€)'1 nld1J~nl~8'lJ~Ubb~~dJunub8~'GJ~~'1 V,J~1Vl~~'lJ'lJ'.jnldbn <?l~11:w~~n~~ bb~~ 
q <JJ 'IJ 

tJd~Yf1J1'GJ~€)nld'lJ~nl~l~~'lJ ~rn~:wlfGl6fJ€)'1 ~Vl1J1nldbb~~V'Jf1Glndd:wnld'lJ~nld~~~'1dJu 
q <JJ '1 

t1'GJ~~~~l~rulunldlVl'lJ1nld~1~1:w~1bbri~nf11 ~'1dNlVl'lJ'.jnld'GJ~<il8~iJ'lJ~~n ~~~1~1:wiJm~;11
.... <JJ 'lJ q 

~:w bb~3J bb~3J 1~ V'J<?l'GJ1~Jll V'J ~8U1~u ~~nf1UV11 ~11:W <il8~ nld6fJ 8~ ~~jJ'lJ1nldiJYIn~~ 
'lJ q 'lJ 'lJ 

bb~~~~~l'Un6fJ8'1NlVl'lJ1nld 7) ~11:wiJth~~'YlTIJllV'J6fJ8'1nld~1bUU'11U'lJ1nld (efficiency)
'lJ 

i.I 21 I I 

~11:W~~1 b~'GJ6fJ8'1nld'lJ1nld~U€) ~n'1Jnld'lJ~nld8 ~1'1 dJud~1J1JiJ-1fU~8Uf\~<?l b'GJU bU8'1'GJln 
'lJ 

I I , 

~lU1f'dnldbUU'11Uf\bn~1~8~n1J~U mdnl'VIU<?l "tJ~~rulnld1J1nld" nl~<1JJUln~~'Y1TInld1J1md 
~ q 

b~81Vlnldmnl~~~ru.nlV'J~~~lb~:W8 bb~<?l'11Vlb~Url'1tJd~~'Y1fiJllV'J6fJ8'1nld'lJ~nld ~'1b~:w<ilu'GJln 
q 

nldlb~dl~v11~~~11:w<il8'1nldtJDlfGl~€)'lJ ~U€)'1 bb~~~11:wtJd~Y1'lJ1'GJ6fJ€)'1 ~~'lJ'lJ1nldtb:WlnlV1U<?l 
~ ~ I 

b111 V13Jl ~6fJ 8'1 nl";j~'lJ'lJ~nld d1:WYl'1dtJ bb'lJ'lJ bb~~U'GJ~~.wU~lU6fJ 8~nld'lJ'.jnldYi ~8<?l~~8~NlJ 
'lJ c!Il 

~11:w<il8'1nld6fJ €)~ ~~'lJ'lJ1nld 1<?l ~1Vl~11:W~1 q;lqJn'lJ1J ~~lnd~tJ~lfGl'11U'lJ~nld~n e-Jl ~ 
~'1 ~1J 'Y1'lJ 1'Y1~'lJ tJ <?l~€)'lJ '11U'lJ'.jnld~ ~Ub8'1 rlU<?l bb~ ~iJ ~lU1'GJ1un1 d \91 <?l ~U1'GJtJ~lfGl '11U 

nld~d1'GJ~8'lJ bb~~nldtJwtJd'1nld~lbUU~lU'lJ1nld8 ~1'1~8b~8'1lVlbUUltJ~l:Wmrn5f1bb~~~11:W
q 

~1<?lVll'16fJ8~~~UlJ~nld~~8<?l'GJunld~n8'lJd:W'lJ~~lnd~tJnlfGl'11U'lJ1nldlVl~l3JldrltJ nlfGl~lU
'IJ q 'lJ ~ ~ 

lUVlUl~1~3Jl~d~U~ru.nlV'J~lU'lJ1nld8~1'1~~lb~:W8 'GJln1ddrnndd:W6fJ€)~~ru.nlV'Jnld1J1nld
cell q q 

~U8mb~~ld:Jb.w ~~V'J81unld~~1~nd8'lJ bb U1~11:W~<?l~~ ~'1l~iJ bbu1$1<?l1unld~~1~nd8'lJ 
nld~'GJldrn1~rnJllV'Jnld'lJ'.jnld1<?l ~nld~:w.nl'jjnhb'lJ'lJ ~U'Y1Uln~:w bb~~nld~:WJll'jjcib~~~n 

q q 

n1J ~'lJ1V11dd~~'lJ~~ b~8~<1JJU1\911 bb'lJ 'lJ6fJ€)~ ~rnJllV'Jnld'lJ'.jnld bUUlTInld~l~~<1JJUl 'GJln 



nl".r1~~~ (measurement) ~11a-J!.Dub~q>j1unlw~nll~~r11nl'~1~fll t:J1u!.!.~~fllHU€ln 

€l\l~ml'<\l~~ilJ~~'Ylfifll'V'i~€l~nlwlrulnlllumlnlVl'U~ill~b~W1J€l\lilln'<\l1'Ub~€l\lnll\911d~'Unll 
~ q 

bb~~~1 t:J bVI~eJNl t:J1J~Vlll1unllLil~ t:JUbbil~\ll~1J1J b~ m=fi(1J~'U'U1~~i(n\ll'U~la-Jllm~a-Ja-J~fh
q ~ 

1u~~~f)rno/ibb~~1J~llvJlt:J1J~ll'<\l~o/1€l\lLD'U~~~nllnl~1J1'Unllc;\1'U~00I1~bb~~~(ijJ'Ul~lbb'Un
~ q 

2/ 

~€la-J~1~Vll~11a-J~€l~~~€l\ln1J~11a-Jo/1€l\lnll~€l\l~n~1'<\llni('Uula-JlbLn161Jil~1Jill\l
~ ~ q 

.., If If 6]!l.J,!l.J !l.J 1!l.J ",!l.J 

nl."rY'l(ijJ'UlnmJ'Ylil~€l\l€l\l~nll bVla-J\lbUU~n~l (customer centric) d-J\lb'U'Umlblt:J'Ul 
q q ~ q ~ 

I 

.., .dI!l.J!l.J !l.J "" 

~€l\l~'Un\llU b~€l~ll\1~1'U~11d-Jl (knowledge based) <il~€l~'<\IU~l'Unll1Jlnll~€l\l 
eta '1.1 

2/ 

~~611Vlnlla-JnlliJu (Holloway, 2002) ~\li('UnlltJn€l1Jld-J (training) ~€l 1'~~€l\ln'<\lnlld-J 

~\lb~~t:Ja-Jl€lnl~1'Unll~tJu~ e)'U'<\I~n€l1~bn~l€lnl~1'Unllb~t:JU~bb~~~(ijJU1Yfn1f~b~t:J1n1J\ll'U 
nlltJn€l1Jla-J-;;;}~blnUla-Jl1iL 

~ 

'Unll€l1Jla-Jl~tJ~bbln~ €l\l~ n~l\l b 

~ 

~€l t:Jnl~~1J~11a-J~bL~~Yfn1f~ 
'1.1 ~ ~ 

.., 
~€l\l~Un\ll'U 

1'Unll1~~11a-JVl\l~€l1'<\1~€l\l~n~l1J~~'YlnlliJu1'Yl tJ~1l'<\l~tJ~1i1~bbt:Jn bD'U 3 
~ 

2.! I I I 
I t.I A A I &S ~ I t ~ Q./ d 

n~d-JVI~n~€l 1) nll1Jlnlln€l'U~'Ub~l€l\l 2) l~Vl11\l€l t:J1J'Ui,~l€l\l bi,~~ 3) VI~\I~\I'<\Ilm~l€l\l 
q ~ 

lUc;\1'Unll1J~nlln€lU~Ub~€l\lniJ\lbbt:Jnll'<\l~tJ~€ltJ€l€lnbDu~11a-J~~~1nl'Unllflll€l\l~~\I*mJ<ill 
l~t:J~ll mW~ll~€l\l~Un\ll'Ul,~lUI,~€l~I,Duo/1'U nlllc;\d-Jl~\lll'<\l~t:J~'<\I~1ibDu~'h;1~I,D'U~'U<il€lU 

I 2/ 

tio/1€l\l€ll ~tJ ~11d-J~1a-J!J€ll~~a-J~11a-J b{1U'<\IlnVl~l tJ e.Jl tJ bl,~~~1lr11 nll'Yl ~ 61€l1Ji:l'<\l~m VI ~l'U 

n€lUUla-Jlr11nllill~b~U'<\I~\I b~€l1~bl,'U1'<\1111l'<\l~t:J~nlV1'U~laJ~l~€l'Un'Ul,nulil VI~€l~l~ll'<\l~t:J 
~lf1ru1Jl\l~~hlil l1a-Jn\l~1lr11nllill~~'U~11a-Jfll f1ru~€l\lll'<\l~t:J bb~~~~1 b~€lUl:J.,1l1ibb\l~lV1i(n

~ ~ 

1unll1~~11a-J~\I~€l1'<\Il1a-Jc;\1 t:J b~U 1'Uilln'<\l~l t:JnlliJ'Ull'<\l~tJ c;\1'U~11d-J<ill\l~m1 ~l 
q 

21 I I I 

1-il'<\l~~U1Vli(fl~11d-J~1f1qja-Jlflnl1~ilnlrnd/~€l~11a-JiJ'UbY1\11J'UI,~~€l\liJ'UnllnlV1u~mrno/iti1i 

1unll1~iln~l,b~1bYh~r11nll~n1fl€l~<illd-Jfll€l1J~1J~~'Yl'Yl~~~1tJnlV1'U~1~nl~'Yll1\1nll~~\I 
~ 

'<\I~1iUkert Scale c;\1tJnll1~~~bb'U'U~11a-JVl\l~€l1'<\11'Ui,b~~~1l'<\l~tJ'<\Iln 1 n\l 5 1~t:J 5 

~€l~€l1'<\1d-Jln~~~ 4 ~€l~€l1'<\1:J.,lln 3 ~€l"v'm1'<\1ill'Unm\l 2 ~€l~€l1'<\1U€ltJ I,b~~ 1 ~€l~€l1'<\1U€ltJ~~~
q q 

~~~1Jl\11J~m'<\l1~~n~l1~~~I,I,'U'Ul~tJ1i Scale '<\Iln 1 n\l 3 VI~€l1~f1~bl,u'U'<\Iln 1 n\l10 
~ 

.dI f'1 01 Ifc;;; If d:l 6] c;;; I d:l If I If,::; 
VllmuUbu€llb6ffU<il~11d-J~\I~€l b'<\l'<\lln~~bb'U'UI,<ild-J 100 n~11bl\l€l\l~nllbb~~~€l\l~nlla-J~11d-JI,I,<iln 

<?il\ln'U1'U'Vln c;\lU laJl1'<\l~bD'U€l\l~nllill~n€l1JVI~€l~fll'Y'l bb1 ~~€la-J VI~€l~bllUnllrnllqjVll 
~ I,~~qj €l ~ ~\I~'U nll1J~Vlll€l\l~nll~\lI,DUb~€l\l~ €l\lnllr11 1 ~€l\l~nllbb~~~bb~\I~la-Jllbl 



tl~1J~'1 b~lnU~~U'1~l{en.J1~~dJln~~~l~~nl~tl~1J~tl bbUUnl'~.;r~nl~fl~~nI'UII ~ l'U 
q 	 v 

6JJ fl-l bb~!;1~ u'Vi -l1~bVI dJl ~~dJ~~ 'OJ~';b ~n l~ b~ dJ tl~~~'Yl fillly..j bb!;1 ~tl~~~'Yl fi ~ 6i6JJ fl~ fl~ ~nl~ v 

'<;.)1 nd"l ~-lI'Unl~~n1j-l~n~I'1dJl bbl{'1~1 ~ cJf'U'OJ~b~'U1~11 fl'11 dJ L1J'Ub~f11'Un I~U1nl~6jJfl~y..jUn~I'U 
dJl'OJlni1'OJ.;r~6jJfl~ flru~n1j-ru~6JJfl-ly..jUn~1'U~~U1nl~1Jlun 

q 	 v 

, , 2; 

.d I Q.I 11 v &:!:l ~ ~v I 


flflnld"<1l~~<1lm'1!;11 (punctuation) 6jJ fl~y..j'Un~ 1'U<1l fl'U~1JU'Ubfl~fl~1JU b~dJ<1l~ bb<1lU~~~1 ~ 

~~tlnfluiJu (briefing) ~tlflfln'OJlnf1'U~!;1m~mb~6i~~tllit (bus leave at line station) 
q 	 v v 

nl~bb~~nl ~~--ll'Ubb!;1~'Ufln bfl~fl--l bbUU fl'1ldJy..j~fldJ bb!;1~fl'1ldJn~~~ fl~fl~'U1'Unl~'YiI~IU 
~'1dJ~~nl~bflll'OJl~~bb!;1~~~~I~ (alertness) fl'1ldJ~ldJl~tllunl~fl'11JfldJfll~dJcl ~VlUI v v 	 q , 
"""'" I 	 -=1-=1 2.0:0. v 
n~m'Yll'Yll~ bb!;1~nl~bb~~~ flfln (emotional stability /facial expression) <1lldJ'Yltl1j-{J'Yl ~'1'OJ ~ 

1~Ulb~'Ufl~fl 'Yltl1j-~<1lldJ~tll'Unl~cl (The Contingency Theory) n~I'1~~fl~~nl~bb~!;1~ 

fl~ ~nl~~fl'1ldJ bb<1ln~l~n'Ul'U'Yl 
q 
nJlI'U1dJ11'''.l~ dJ'Ufl--l ~tl~~nfluVI~fl ~1l1y..j bb'1~~fldJVl1fl 

,2; 	 , 

~tlIUnl~cli1ruVllfib~~rufl~~~u'Unl~U1VI1~fl~~nl~-lbtJ'Ub1m~Jfl~nl~11~fl~~nl~U~!;1~bb'Vi~.... .... v 

~ldJl~tltl~1J~'1b~ln1J~~ bb'1~~fldJ1~JldJln~~~1~~nl~tl~u~tl bb1JUnl~.;r~nl~fl~~nl~lll~1'U 
q v 

6jJfl~ bb~!;1~bb'Vi--ll~bVldJl~~dJ~-l'OJ~UI ~n l~b~dJtl~~~'YlTIllly..j bb!;1~tl~~~'YlTI~!;16jJfl~fl-l~nl~Lb!;1~ 
'Yltl1j-~~fl~i1'OJ.;r~ (Two Factor Theory) btJ'Ufl--l~tl~~nfl1J~Iq;1bY'Yill~y..jun~I'Ubn~fl'1ldJ 

~~y..jfll'OJl'Unl~'YiI~lufl~I~~tl~~~'Ylfillly..jLb!;1~btJUbfl~fl~~fll'Unl~b~1dJ~~I~fl'1ldJ~--ly..jfll~ 
n~~~W.lh~bVI~flfl~~nl~fl~l-lbbYf'OJ1~'Yill~--lIUnld"U1nl~ (Herzberg, 1959) l'Unl~Ulb~Ufle)<1ltl 

lh~l~6jfibVl~fl flrufll~ ~1J1l.nflcJffl~nl~1\9l~~b~U1nl~dJfl1J1~nu~~U1J1nl~m'OJ~nl~1ifltln~cl 
q 'Il 	 'Il V q 

, 2;' 

Vl1mtJunl~n~~'YiIl{'1U 1 n~I'15nu~Vltt~~eml~U1nl~VldJl~~'1dJcif--lbb~nl~n~~'Yilfie)IU'1~ 

tl~~~~ib~LtJu'UldJm~dJl{'1U11~~1dJ~1~~~-l6jJfl~VI~fl~'U~1 btJU~'1'Utl~~nfl1J6jJfl-lnl~n~~'YiI~u1 
"I I 	 I 

'OJ'U~~nld"n~~'YilfiLtJ'U~'1Ub~dJVI~flL~dJb~dJ~~~!;11~~~u~~6jJfl~btJ'U~tl'D~~dJ
v 

'Yltl1j-~bVl~nl~cl~~nY{u (Affective Events Theory) Y{~ull\9l~un~<1l1'Yl~l 
fl-l~m~lfj'1l~ L~dJ 1~ bb!;1~~~b~!;11fl~tll'U~llu (Howard M Weiss & Russell Cropanzano, 

1996) JlUfl~6jJfl~'Yltlt:t~n~I'1~~fl'1ldJi~n6JJfl~flufi~Jlw~!;1'OJln~llly..jbbd\9l~fldJl'Unl~I-lIU (work 
I I 	 ! i.I 

environment) 1JlbLnVl'Ulfinl~~l'U fl'1ldJcJffl~nl~fi'OJ~'Yil~lU ~~~!;1~mVl<1lnl~clrhn~~u
q 

l'Unld"'Yil~lu (work event) 1~bLn fl'1ldJ1U'1lmb!;1~nl~tlwtl1~nl~l~lul~~~'Ulubb~!;1~1U 
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bb~::;iJi1"\1~~"\11nu"vrJltt~~f)\I<if"n.Jflfl~ (personal dispositions) 1~m1~n'Mrn::;'Yh'VI1\lbb~::; 

f)l'J~rurl\l Nfl1Vi'dl~nl'J1~~f)'U'VI1\lf)1'J~ru'VI1\l'U1n 1,1,~::;'VI1\l~'U (emotional reaction) 

iJN~n'J!:;'VI'U~f)fl11~Yl\l'V'le:J1"\11'Unl~l\ll'U Gob satisfaction) I,b~::;N~nlwijif~\llU Gob per-
I I 

formance) 'VIrJ'Miin~11n\l ~n'Mrn::;~e:J\I\ll'UYliJfl11~ dj'Ul,e:J n1l1'V'l (autonomy) YliJ f-.I~n'J::;'VI'U 

~e:Jfl11~1~n (moods) bl,~::;m'J~ru (emotions) 1,~e:J\I"\11nfl11~I,I,~n~l\l1'U'Ufl~n~e:J\lflU n~l 
~ q 

~e:J\lI,I,~~::;#U~lY; fl11~bfl1~(91 n"\1n'J'J~'VI1\l#\lfl~ e:Jlml,~::;bY'lff~\liJf-.I~~e:JUd::;fl'VIfif-.l~~e:J\l\ll'U 
, q 

(Weiss, 1996) e:Jld~rufl11~1~nYlf1e:Jwih\l'J'Ul,bd\l bb~::;~::;Yfe:J'Ue:Je:Jn~l btlU'V'ln~nd'J~n'U fl'U 
~ q °1 

Vl1e:J~\l~e:J\l nl'Jn'J::;'Y11 ~1 ~m'J~ru~11'U'J::;~ ::;~'U~\I~'U 1'U~l'Unl'J'U~nl'JY'li(n\ll'U~~l~l'Jbl
~ 

fl1'JfJ~e:Jld~rn1~~ iJfl11~e:J(91'V1'U"\1::;~1~1'Jrl1Vi''U~nld~nflll~~ e:Jld~ru~\liJrl1'U~lflqJ 
1un'J::;'U1unl'J<if~fl'U1"\11'Ue:J\lf1nl'J e:Jl'J~rufl11~f-.ln'W'U~e:J\llU (emotion commitment) 

'IJ 

iJfl11~ 1,~e:J~ltJ\I~e:J bb'J\l"\1\l1"\1~\1 rl1Ufl11~1~n (moods) brimn~~'Ul,b~1iJ~1-.'ld::;~::;n~1'U1U
'IJ 'IJ 'IJ 

OJ .:! OJ .:! 0 OJ I ( ( 

fl11~lln~~e:J-.'l'V'l'Un-.'l1'U (employee loyalty) ~fl11~~lflqJ~e:Je:J-.'lflnl'J Vllne:J-.'lflnl'J 

:m'Mld::;~'Ufl11~f-.ln~'U~e:J\l'V'li(n-.'l1'U~e:Je:J\lf1nl'J1V1e:J~~'Ud::;~'U~-.'l (91bl,~fl11~btl'Ue:J~~e:J\lY'li(n\ll'U
~ 'IJ ~ 'IJ 'IJ 

~bb~::;~n'Ml fl11 ~e:J ~de:J~~e:J\I e:J\lf1nl'J ~'U~Vll'J<I1e:J\l1VI fl11~~U1"\1 bb~::;1Vi' fl11~~lflru 
~ 'IJ u 

<ile:Jfl11~.nn~bb~::;fl11~f-.ln'W'U~e:J-.'ly.ji(n\ll~lnbtl'UWl,ff'M b~e:J-.'l"\11ny.ji(n-.'l1'U~iJfl11~.nn~u~::;
'IJ 

fl11~Nn'W'U~ e:Je:J-.'lf1nld"\1::;ne:JUd::;1~~u1VIe:J\I ~nld~-.'l ~(91 iJ\llU1~~ ~ln~l ~n~lTJl 
'IJ ~ q 


, I 


(2; .:! OJ OJ .:! OJ .:! OJ 


II e:J\Iflnld"\1::;~e:J\I'V'lm m~'VI"\1::;dn'M1Y'l'Un\ll'U'VIfl11~lln(91 bb~::;fl11~ f-.ln'V'lU~~e:J~b1~1" (Eby, Free­
'IJ 

man Rush & Lance, 1999; Glisson & Durich, 1988) (Mowdayet al., 1979: 224-247) 

fl11~~1 ~l'JrlL'UnldiJrl1'U'~1~1un1'J<if(91fl'U1"\1iJB'VIfiy.j~~ f)d::;~'U~e:J\lfl11:!-J Nn'WU~e:Je:J-.'l~nld 
~ 

fl11~~1~ldbl~e:J\li1"\1b"\1n1Jflfl~ Vl:J.,n~n\lYfff'Ufl~~uit#~bb~::;y.jrJ~n'J'J~YfffU::;~bb~(91\le:Je:Jn~l b~U 
LUb~e:J\lnl'J'U~nldlaJ11"\1::;e:J~~lVl'Ue:J~n'ULfl'J"\1::;bb~(91\1e:Je:Jnn-.'l~~'U~nl'J (service mind) 

'IJ 'IJ 

~n'Ml~mfl~-.'lbb~::;'VI~~fl'U~e:J\l'U~~"1 rl-.'lbm~fi'n~bb~::;~i('U~'U'Un"\1nl'J~e:J\I'U~"1 LUd::;Vl11-.'l
q 

'l.JijiJ~Vlttl~ fl11~iJ~l1"\11unl'J'U~nl'J'lJijif~Vlttl~~1~fl11~~~U~~bb~~1~bb~~-.'ll.b11~ltl\ln\l 
fl11:!-Jy.j1e:J~~"\1::;LVI'U~nl'Je:J~l\l"\1~-.'lL"\1 iJ~11'M~#~'Wwb~~iJfl11~~1~1'JblL'Unl'J~e:J~l'J~(91b"\1'U 

iJfl11~~ ::;1.5 ~~e)e:JunlW'J::;b~Uf-.I~nl'J'l.JijiJ~-.'llU 

flrn~n'Mru::;~e:J-.'lnl~l\ll'UbtlUYl~ (team cooperation): Vl~l ~n-.'ln~~'Ufl fl~Vlm ~fl'U 
q q q , , 

o ~ J v ~ 0 Wi.c::!l I i.I 21 <l.I ~2.I I Q.I 

n'J::;'VI1 n"\1 nd'J~'J1~n'UbY'l e:J'U'J'J~ fl11~~1 b'J"\1 b~ e:J'J1~ n~~ fl'Ub~l (911 ~n'U~~ e:J~n~-.'l'J1~nU 
q q 



Jll~1~niJ~ml~~LJ~nldbbLJ\lf11l~1LJ~~~BLJB~l\lbuuiidd~ n~~f1UbVl~l~~1B~U1LJ~1 
b~BnldbU~~UUU~\l Yi~ (team) Vl~l~~\ln~~f1U~~~lU1UUB~Ud~nBLJ~1~f1U 

q 

~~YfnJj-~bb<?ln<?il\lnU 1 n'OJ~\lnUbb~~nu ~l'Yll\llU~~'OJ~~\lVl~l ~11~ nu ~~ihVl~l ~ 
q q 

nldU5,j~\llu11~nu bb~~~iTInld'Yll\llUW ~~~BLJ11~nU ~l~ldrl<?ld1'OJ~BLJ~\lnUU~~nu1~ 
Yi~~ bb'l1'OJ1~'OJ~~E)\l~\l~U~'OJ~'Yll\llU11~nu1,xUd~~tl ~~~l b1'OJ bb~~LJdd~ ~~nldU~JJ~\llUlU 

d~~'J~\l nld1J1VlldYi~\llU~b1J~lBnl~lVf~~l~n~~1u11~lunld~~~ul'OJbUUbbU1lu~ 
'IJ 

nld1J1Vlldlui1~~JJU ~~l~nJll~luYi~1~1LJnld~nBLJd~Yfn~~lVf~l~ldrlU~JJ~bb"r1U 

nul~Jll~lUVlt.b~~B~ Yi~~lVf~un\llu~~1U11~lunld~~~ul'OJ~1u~lnbuuYi~\llU~lU 
nldv.J~~ ~mm~LJbYi~LJnLJnld1J1VlldlUB~~bb~1 Yi~~1,x~un\ll~~1u11d-'lunld~~~ul'OJ 

'OJ~lvi'v.J~ ~~<?l~lnnll ~~~U"r1Ul~~lnnll ~f1ru..nl~bb~~f11l~u~B~i1~~lnnll <?l~B~'OJU 
q q 

bUU~Yml'OJ~B\l~~l~nluYi~\llu~lnnll 
I I I 

B\l~Ud~nBLJ~B\lnld'Yll\llUbuuYi~Yi~l~qJ€)nUd~nldVlii,\l~B nld~B~ld (communi­

cation) Vl~l~~\l~1l~~l~ldrllunld~B~ldd~Vlll\l~un\llUB~l\l~Ud~~"r1TIJll~ ~nldbb~mu~~u 
I I 

V .c::lv iI I 0 &; v ..=t. 

bb~~mdd1J~ld~Ub"r1f1 (information) "r1~~b'OJU rln<?lB\lb~Um 'OJlnnldfln~l~B\l~rllLJUb~B 
'IJ 

f11l~~l~ldrllunldbb~\l~U~B\lB\l~nldl~Vf~B;)u~LJb~~1nLJf1ru~~JJ~~\l~ ~B ~~~f11l~b~~B 
q 'IJ 

~Ub~~BU~lmrtB\l'OJln~~l~nluYi~\llU~B\l~\l~l~\lnUbb~~nu ~~\llU~B\lf1U~UB~n1J 
'IJ 

~~\ll'U~B\l~~l~n ~~~f11l~nd~~B1B1UlU\llU~B~~1~lVfYi~\llU~l~ldrlc,hvJuBu~ddf1
'IJ q 

1~~1~~ ~f11l~1tl ~ ~~BLJ Vl~l ~~\l ~~~f11l~~\l1'OJ1 Unld'Yll\llUB ~l\l'OJ1\l~\l f11l~~-1 b1'OJ 
'IJ 

iI 

~B\lYi~\llU~UB~nLJ f11 l~1tl ~ ~~BLJ~B\lnd~'Yll~B\l~~l~nnld~~~Ul'OJ bb~~nld~ f11l ~11~~B 
'IJ 

(cooperativeness) Vl~l~~\lf1U~'Yll\llU~1~..Inu~B\llVff11l~11~~Bnu ~f11l~~~1b~~ (initia­

tive) Vl~l~~\lf11l~d~~nlU~\l~~B\lmdnd~'Yll~~-'bUU~B\ldBl,xBBnf1l~\ll,x'Yll ~f11l~B~"r1U 
(patience) iidd~~l ~~B\l~tt~~~B\l b~~qJ 'JiB bbd\ln~~Ubb~~i1qJVll~ ~ln bb~~n~l ~'OJln~f1f1~ 
~lbU'Ui1qJVll~B\lYi~\llU ~~l~n~B\lYi~\llU~B\l~f11l~B~"r1U~\lnUbb~~nu ~f11l~~l~ldrl 
W~Bn1J~rllUmdru1~~ (resourcefulness) Vl~l~~\lf1U~~l~ldrl'Yll\llul~~~1\l1~~~f11l~%~l~ 

q 

~'OJ~1~~mndbb~~f11l~~~~1l\l1,xYi~\ll~Ud~~"r1TIJll~b~~~ln~u ~f11l~<?ld\l<?im1~l (punc­

tuality) Vl ~l ~~\lnld bf1ld~~B\l~~l~n<?iB b 1~l~B\l<?lUbb~~~1U11~\llULJl\lB ~l\ll~~l~ldrl 

'Ylll,x~lb1'OJ~~1\l1~Vlln~l~~f1f1~1~~f1f1~Vl~\l~\l~f11l~~l~qJ<?iBnu ~f11l~~m~{~~ (honesty) 
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'Ylfl\lfl'Ul'UVl;}.J\l1'U"\I~ctlfl\l~~Yd1;}.Jb;'fl~fl (trust) bb61~J~'\.d1\l~;}.J1~ntJb~'Ubbn<K1 (selflessness) 

(Scholtes, 1992) ~;}.J1~nl'UVl;}.J\l1'U~fl\l~'Ul"\1V1a-l\l1'U;}.J1nn';h'il'Ubfl\l~a-l1~n~fl\l~fl11;}.J~\l1"\1 
bnfl\l'OJ1nfl'Ul'UV1;}.J\l1'Ua-l1"\l1n'VI611nVI611~~fl11;}.J bb'iln~l\ll'Ub'V~fI b~m11~ fl1~'U1 1@JJ'UfiJJ;}.J 

ffi1a-lbb'iln~1\lm;}.J1Jrl~.n\lVl;}.J\l1'U1~vnn~;}.J1~nl'UV1a-l\l1~fl11a-lfl~'Yl'U~\ln'Ubb61~n~ffi1a-lfl'ilm'Vl~
q 

(perseverance) 'Vla-l1 ~~\lfl11a-ltAl ~1 ~1 a-l1VI\ll'U~l b1"\1 ~~1\l t-J1cW'U~tl~JJfl~a-l1~n~~fl11;}.J 
fl'il~l'Vl~~flru~ll'UVla-l\ll'U n1TI11\l1'UbU'UVla-l'Vl;h1l ~~\l bU'UenVl~l bb'U~U1tJ~fl\l~lit\l~\l~lbb'VlU\l 

q q 'l.I 

11bU'U~lJ~'VllJ~\l~fl11;hIbb'iln~1\lnlJfl11d-lbU'U~U\l~lJuru~1 (boss) n1JbU'UmVl~lbb'U~Ul 
'l.I v '" 'l.I 

b~fl~il:lJ ~'U'U1VI bn~nlJ~@JJ'Ul f..J61\ll'Ufl ~l\l~ fl b~fl\l"\ll nnlJbb'U~ullVlVla-l\ll'U~nlJfh'Vl'u~ 
q 

n{JbnrnGf1~~b"\l'U n1Jbb'U~UlbU'UnlJ~@JJ'U1Vla-l\ll'Ubb61~~fhnJJ;}.Jl'UnlJ~~l\lVl;}.J\ll'Ub~;}.Jflctl'U 

b~;}.Jfltl611~nlJbb'U~Ul~fl ~mntt1 (mentor) n1Jbb~t-b~il:lJ~'U'Un1JbfllJtAln'UJ~'Vll1\l~;}.Jl~n
q 

bb61~mVi'fll bb'U~Ul bbti~J~'Vll1\l~;}.Jl~n~1 ~n'U~fl11a-lbfllJ~~\ln'Ubb61~n'U (mutual respect) 
'l.I 

Wl\l~'Ufl\l~tlJ~nfllJ'Ylfl\lnlJvil\ll'UbU'UYl;}.JbtJ'Ui1"\1~tl~lflru'Ylfl\lnlJlJ~nlJri\lf..J6l1V1M~tl~lJ'Vl1fl
'" 'l.I 

~:rumnlJ bn~fl11;}.J~\I~fll"\11'U~~~
'l.I , q 

OJ 11.1 11.1 v "'" ~ A 

~ru61nttrn~!fI1'Ufl11;}.J~bb61~'Ylfl'Ufl'il (knowledge & attitude) 'Vl;}.Jl~rl\ltAl~'ilnJJ;}.J 
• I 

Vlbb~61~i1"\1b"\lnlJflfl61ctlfl\lnlJbb~~\lflfln ~1'UnlJbb~~\lJ~~lJ~1~~ 'YJfl\l;}.Jl'ilJ~1'Un1Jtl nU~\ll'U 
qq. ~ 

'Vl;}.Jl tl~\lnlJf{\I bn'il f..J61nlJtl~U~\ll'U~'Ufl ~nlJ\ll'U~'Vi1 1finlJ db~;}.J~'U"\I1n f..J61~tAln'Ylfl\l f..Jti 
nlJ1J~U~\l1'UnlJtlJ~b!J'U~1 ;}.J1Jrl <?J~l tlnl1"\l1 fI f..J61 nlJtl~1J~ \ll'U 1 ~'Vl~nnlJ b~fltl~lJtl1\1 
'Vl1mtl~tl'Ubbtl61\lf..J61nlJ'tl~U~\l1'U'Ylfl\lfl'U fl11a-lJ'mJi~fl\ll'Ul'U'Vlib~ (job knowledge) 

enVllJ~nlJ~1'UnlJ'fJ'U"\I~~fl\l~fl11 ;}.J~~11tl~if;}.J~'UnnlJ\ll'Ufl ~l\l~fl b rtfl\l bb61~Yf'Ub'Vl'iln1J'cl 
'l.I 'l.I q 

bU'Ultl'il1;}.J;}.J1'ilJ'j1'Ul'UnlJtl~1J~\l1'Ubb~61~b~~1fJ'U (route specialties) fl11;}.J~litnl'U~l'U 
fl11;}.Jtl61fl!fl.n~l'UVi'fl\ll~~~lJ'bbti~fitl~1J~nlJ'nJ'ruqma'U (cabin safety & emergency pro­

cedure) ~\lbb~l'UVIfl\llJJ'J'~l tJ~J'tllJ'Ubfl~fl\lfJ'UJ'~'Vll1\lnfl'UU'U J'~'Vll1\lU'U 'Ill ~\l"\lln
q 

.d ""'~XOJ (
bflJ'fl\llJ'Url\ltAl'UJ''Ub1tJ (safety awareness) 

tAlil:n\l1'U~1'U'VlUl~ ~fl11;}.J~~fl;}.Jlun1J'vi1 \11 'U 'Vl;}.Jl tJ~\lfl11 ;}.JtAl~fl;}.J ~1'Un1 W'11tAl 

J'1;}.J~\lYfntt~l'UnlJ''Vil\ll'Ubb61~nlJ'~fl~lJ' nlJ'1~Yfntt~ ~l'UnlJ~fl~lJ' n1J'1~fl11a-l~1;}.J1Jrl 
~1'UYffl'Ufl~1'UnlJ'~~1\lfl11;}.Jf{;}.J~'Un1'UnlJ''Vil\ll'UbtJ'UVl;}.J fl11;}.J;flif'il~ ~i1"\1~tJ"\I\ll"\1.nltJl'U 

'l.I 

mailto:n1Jbb'U~UlbU'UnlJ~@JJ'U1Vla-l\ll'Ubb61~~fhnJJ;}.J
mailto:1@JJ'UfiJJ;}.J


bbG1~~IVJ'i;Wlem1ltJDtf~\l1UbbG1~~11d:J.w\l'VmL'<\lLu,nu~VJG1l.i\l1nn ~El~11d:J~nWU ~ElEl\l~n1l 

6fJEl\lcfn4n:llU6fJl ~ 'CiJ1nnl11~m~\llh~~nM~il:lJ~I1ULulI'<\l~tJ ~11d:J~d:J~Wfi ~11d:J~~Eld:J 
'Y11\l~l\ln1tJbbG1~~G1L'CiJLunllllDtf~\l1HlJUb~4El\l1JU (physical suitability) bb~\ln1tJL'<\l~ 

lI/ 

~~11d:Jnl~QlJnl~b~\I ~lb1\1~~6fJ[l1~~ ~d:Jbblfd:J LL~d:JL~ ~il:n\llU~ElU~lJlJU 
q 

1,~4El\11JU~~~11~~~e)d:JLUnT'rn1\llU ~lU 
r1m.'t~n1l~El~11n11LVllJ1n1l~ltJ[l1~1~\9IbbG1~[l1~ln1WllJm\9ltJ~11~1d:J1lbl~El

~ v 

~11 d:J"v1 d:J 1 tJ~ bl n ~El\l ~~H '<\lU ~ ~El\l bb~ 6h hi. G1~~111~5'Y1 TI Jll~ 13J ~~ El ~1 n \9ILU 
~ 

, 21 
t.I ~. IV 0 .:!:l AA I 

'Y1n~ml~El~11~d:J1 tJ'Yl\l~l~~ll,bG1~ "v11Elnltll'Yl1'Y11\l 

n1llJ~n1l~El~LUnlEllJ b1G11~~1n\9l b6flun1llJ~n1llJUb~4El\l1JU~El\l3J\I bUu~ruJ"n~v q q 

LUn1llJ1nl11\9l~'CiJ~<ifEl\l~~11d:J~1d:J1lblLUn1llJ~"v111 (management ability) "v1d:J1tJ~\I 

~11d:Jmd:J1lbl6fJEl\l bb~G1~1I'<\l'CiJb'CiJn1J~~G1LUb4El\ln1ll1\lbbVJU\l1U (work planning) rllll,l,ffi6fJ1Iq)"v11 

(problem solving) 11d:J~\ln1l~\9l5UL'CiJ (decision) ~11d:J13Jb~d:JEl[ll~Lun11L~~1G1EllJl,b'Y1~VJG1 
nlJ~11d:J VJn~un1JEl\l~n11LU~lUn11G11ElEln"v1~Eln1l~n~1~U LUEl\l~nl11\9ltJ e..J1U~1 bb1l1~lU v 

r1f1U~~ b6flU~11 d:J.w\l~ElL'<\lLU\l1UbbG1~~11 d:J.w\l~ElL'<\lLU~lG1 EllJ bb 'Y1U'Y1tl~~~11d:J~1 \9lWl\1 

~ VJG1\11U1~ tJ ~iLlJ~11UL;El d:J 1tJ\ll~'VI':i1\1 'Yl tl~~ I, 6flU\l1 U1~ tJ6fJ El\l (Mowday, 1979) 

~n~l~d:JllblU~6flEl\l1J~~G1~~~11d:J~d:J~UTI~ El VJG1f1111l~tf~\l1U~lUlJ~n1l (service perfor­

mance) bbG1~~UTI~VJn~U6flEl\l~il:n\llU ~11d:J~1d:J1lbl~1UlJ~~G11<J)mln1l~lJ~ (cognitive)v q ~ 

~11d:J'YfEllJ (affective) 'Y1n~ (skill) ~11d:Jl,tJuS:lG11 (friendly) ~11d:J~1d:J1lblLUn1lbbffi6fli1q)"v11 
lI/ 

(problem solving) 1I'CiJI,'CiJnlJ~~G1~n'<\l~~~l\llU6fJEl\IG1UbbG1~El\l~n1l6flEl\lG1U1JuYlW\ilu~ru~n~~
q ..s q 


, OJ at OJ , (f 


~lUlJ~~G1 ~11d:JJln\9l6flEl\l~Un\llUG1ElEl\l~n11 
q 



6.1 1I1t1flfl1~'Ji)dl~: rfl{}mhV1U~1VI~il:n~nu<Ji'e:luwuULf1~e:l\luui{\ln~vJl ~U~ll 
~il:n:nu<Ji'e:l'U1uUUbf)~e:l\lUU 6JJe:l\lU1~Yl nllU'U1Yl ~ (:hl'V11 6[f'U) ~ln~ ~1'U1'U 5,860 f)U 

djU~1 e:l ~l\l~e:l\l~il:n\ll'U~e:lU1UU'Ubf)~e:l\lU'U6JJe:l\l Sfl ~nllU'UbL~\l6[fl ~ L~ e:l1VIdjU~1 bbYlU 

~LLr1'<iJ1\1~f)dl:hlbtJ'Un~l\ll.hl~'<iJlne:lf)~ b~e:l1~1.h~6[flnl~1e:l ~1\lbb~1 ~1{)~l~Lnu~e:l:hl~ 
'1.1 '1.1 

V,mnlll.h~ L~'U~ il:n\ll'Ut1le:l'U1UU'ULf)~e:l\lUU6JJ e:l\l11 2008 '<iJ 1 n vJl ~U1'V111~il:n\l1 U<Ji'e:l'U1U 
I 

UUbf)~e:l\lU'U bb~~~e:l:hl~Sfil~'<iJlnvJl ~U~llUf)f)~
'1.1 q 

6.2 fll1if;1~3Jltl1~61 nll~n'jj111'<iJ{}~6JJ e:l\l f)rn~m.~Yrn~~il:n\ll 'Ut1le:l'U1UU'Ubf)~e:l\lUU
q 

1~~nl11 Lf)":n~Vi~e:l:hl~b~\ll.h~{}nM 9 11'<iJ{}~ 'YilnllYl~Sfe:lUf)11:hlL*e:l~e:l1~6JJe:l\l:hll~11~
'!J 

l~i:I'OJ{}~~\I~U 9 i:I'<iJ{)~ ~\I~lwrbbSf~\l1n'U~111\l 1 bb~1tb~d-J1~V-J~~e:ld-J~ b~e:l1~1U~e:ld-J~ 
'1.1 '!J, 

'<iJln'V1"b~\ll'U 2 'V1tb~\llU~e:l 1) 'OJlnvJl~U~1~il:n\llu<Ji'e:l'U1UUUbf)~e:l\lU'U (cabin crew 

administration department) btJ'U~e:l~~nllth~b!1'UV-J~nlltJ~iJ~\ll'U6JJe:l\l~il:n\ll'U 

~e:lUTIJ1J'Ubf)~e:l\llJ'U bb~~ 2) '<iJlnvJl~1J~ll1if)f)~ (personal administration department) 

~1~~~l bitunlliJu~ n~e:ld-J~1~ ~1~tJl bLnl d-J f) e:ld-J~1 L~e:l1 b~ e:l'Vil nl11 bf)ll ~Vi~e:ld-J~ 
'!J '!J '!J 

1~~l~tJlbmld-J~lb~'<iJltJ SPss b~e:l1bf)11~Vi~e:ld-J~Sfil~b~\I~11rnl bb~~Yl~Sfe:l1Jf)11d-J#d-J~UTI
'!J '!J 

1~'V111\l~hbbtJl~1d-JSf:hld-J~~1'U~nl'V1U~11' 

6.3 fll1Ln1J!i)3Jil m~~1~Ln1J111J11d-J~e:ld-J~6JJe:l\l~il:n\llUt1le:l'UTIJ1J'Ubf)~e:l\lUU 11 2008 
'1/ '!J '!J , 

'<iJ1n 2 'V1tb~..:l1'U~e:l1) '<iJlnvJl~1J1'V11~il:n\ll'Ut1le:l'U11J1J'Ubme:l\llJU (cabin crew administra­

tion department) dJ'U~e:l~~nlwl~b!1UV-J~nlw~iJ~\llU6JJe:l\l~il:n\llu<Ji'e:lUTIJ1J'Ubf)~e:l\llJU bL~~ 
2) 'OJlnvJl~1J~llUf)f)~ (personal administration department) dJ'U~e:ld-J~~l'Uf)rnSfd-JiJ~6JJ€J\I

q '1.1 q 

~itn\ll'U l~bbri m~'<iJ1\1 m~\ll'U l~~1Jnll~n'jjl SfbllU~nl~Sfd-J1Sf nlltJne:l1Jld-J 11~1~ 
q q 

V-J~mlbn1J111J11d-J~e:ld-J~tJllnldl1~TIJ~e:ld-J~'<iJln~\lSfe:l\l'V1tb~\ll'U~\l'V1d-J~ 5,860 f)'U '<iJln~1'U1U 
'!J ~ '1.1 

I 

'" i.I 0 I Q.I A v ({


5,902 f)U nllm1J6JJe:ld-J~nl~'Y111~11\l1Wr'l 2-18 nd-Jnl~'U1i 2009 
'1.1 q 

6.4 fll1tl1'J~ifi)'JJ~'J13Jtl1~ (Validity) Lbil~~'Jl3Jbii)~i)"~ (Reliability) ~1bLtJ1LL~~ 
d-Jl~ll~1<Jl'<iJlnnll~n'jjlYll\lYlbl'jj~bb~~LtJ'Ud-Jl~11~~~1~1J1nll~il:n\llu<Ji'e:l'U11J1J'Ubf)~€J\lUU 
U1~'Y1 nlllJU1Yl ~ ~ln~ (d-J'V116[fU) 1iLtJu'V1~nLnrn~1unllth~b!1'UV-J~nlltJ~iJ~\ll'U 
6JJfl\l~il:n\llUt1le:lU11J"1 djun~l 50 n 
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~~uVo LlJVoYi~Vo1~1~11nT~1~lwi1wm)Voit~~!jfl11d-Jtln~eJ~\9ld~lh~b~Vo~~ VoeJn~lnu 
'IJ 'IJ 

~1~~~eJ~nld
'IJ 

1~dl~fl11d-J~Vo1~lVob~eJ~nld\9ld1~~eJ'1Jfl11d-J\9ld~ (validity) ~~ltJ~fl11d-J 
q 

\9ld~b:n~bdmln (content validity) l~mh~~fl~bbVoVol~~lnnlwd~L5jVolVon~d-J~b~~ (excellence)
q 

ltJ~l~mltl ~~ n eJ'1Jdd-J bb~~c.J'1Jj~ldb~ eJ~eJ'1J'YllVo1VIbb ul~11 !jfl11d-J~eJ ~ fl~eJ~d~~'h~ 
'IJ 'IJ 

d-Jl\9ld1~bb~~bdm"16fJeJ~~1UtJdbb~1\-bltJ'Y1~~eJ'1J~lfl11d-Jb~eJ~eJl~~eJltJ 

6.5 iil113J~ii)ili)l~'lIi).:ml'a~"i':J~~tJ'a 
1. ~1bbtJd 1I~~nlw~if~,:nVo'1Jjnld (Service Performance)" !jfl11d-J~n~eJ~~~b~Vo 

1~~b~hYi1~d-Jl~lVo1m~1~lild-JtJd~~'Y1Rfl11d-Jb~eJ~eJ1~ (Reliability Coefficient) 1~~l~~\9ld 
'Il 

fleJVoiffl~~~l (Cronbach I s Alpha) ~~nld1bfldl~~tJdln{J11 1~~T~d-JtJd~~'Y1nfl11d-Jb~eJ~eJ1~ 
b'Yhn'1J .829 bb~~~11d-Jl\9ld1~fl11d-Jb~eJ~eJ1~fl11d-JbiJVob~~lVonlMnld lVobnm~~~ 

'IJ 

2. ~1bblb "fl11d-J~1d-JldtllVonld'1J1~ld~lVo'1Jjnld (management· ability)" 

1~fib~~1nVon'1J~1bbtJdfl11d-JbiJVob~~lVonld'1Jjnld tJdln{J11 1~f11ild-JtJd~~'Y1nfl11d-Jb~eJ~eJ1~ 
b'Yhfru .794 bb~~\dld-Jl\9ld1~fl11d-Jb~eJ~eJ1~fl11~biJVob~~lVonlw1nld lVobnru~~~ 

'Il 

3. ~1bbtJd "fl11d-J~~eJd-J1Vonld'Y11~lVo (ready to work)" 1~1fib~~1nVon'1J 
I 


..,. I l!/ l!/ l!/ 


'Y1nm1d-Jl bb~16fJl~\9lVo 

4. ~1bbtJd "fl11d-Ji1n~6fJeJ~~itn~lVo~eJeJ~~nld (loyalty) II biJVo~1 bbtJd~l~~ln 
nlWd~b~Vo~~nlw~if~~lVo6fJeJ~~un~lVo 

5. ~1bbth IInld'Y11~lVobiJVoY1d-J (team cooperation)" b~~1nVon'1J~1bbtJdYin~11d-J~lbb~1 
6. ~1bbtJd "fl11d-Jibb~~Yf~Vofl~lVonl';j''1Jjnld (knowledge & attitude) II 1~1TI 

b~~1nVon'1J~1bbthfl11d-JbiJVob~~lVonldmnld tJ-rln{J11 1~~1~md~~'Y1nfl11d-Jb~eJ~eJ1~ b'Yhn'1J 

.826 bb~~~11d-Jl~d1~fl11d-Jb~eJ~eJ1~ fl11d-J~bb~~Yf~Vofl~lVonlwjnld lVobnm~~~ 
'Il 'Il 

7. ~1bblh "'1Jfl~n6fJeJ~~Un~lVo (personality)" biJVo~1bbtJdYi!jdl~nld~eJ~~~1~dl~nld
q 

m~~~~~1d-Jldm,b~11Vo'Y1ndl~nldd-Jld1d-JnVol~~\9ld~
'Il q 

1.1.~~(6fJ) ~eJd-J~~lm·Jl~'1Jflfl~ 2 ~11;rl.bfl
'Il q 

8. ~1bl.lh IInld~neJ'1Jdd-J (training) II 1~~eJd-J~~ln~lVo1Vod~~~I,1~lnld~neJ'1Jdd-J (train­
'Il 

ing duration) ~eJ~~itn~lVo~~bl.~l~wnlWdd~bl.~~~~~Voil~ll 2008 

9. ~1bblh "m~~lVo 
q 

(working year)" lJl~eJd-J~~ln~lVo1Vod~~~I,1~lnlwnif~~iLl~
'Il 'l<,l 

~~eJm~~lVo (working year) 6fJeJ~~itn~lVo~~I.I.~lJlwnlwdd~bb~~~~~Voil~ll 2008 



• 
6.6 fl11~1'J.ifil'iJfltlU'l1?Ufl;i,.~3jil n11S1.n~d-ll<i111~~lVlTIJn111~!:.Jb~~lh:::~n~::: 

q 

~€l~~lil~~~ 	fl11d-lb~!:.J~<i11~bbf1:::fl11d-lb;B~BlJl6fJ€l~d-ll<i111~b~'U~1V;)ru ~~m~!:.JlJl~lbt:t'Un11~~~

., 'IJ 

6.6.1 A"11J"nliJ~!JiJ~1J1(i1'5r~ Vld-lltJ~~ n111~~~~~B~n111~l~B~l~bln~B~ 
~ 	 'IJ 

bb~'Uih (S1~<i11"1 1Jrn!:.J~<i1~'U{ 2546 :140-1) n111~fl11d-lb~tJ~<il1~~Vl~1!:.J~n'jj'rn::: lJluri 
q q 	

I£I 
!iJ .dI 	 21 21

fl11d-lbln<ilB~<i11d-,lb'UBVll (content validity) fl11d-lrJn<il€l~<illd-l fl1~S11l~ (construct validity)
'IJ 	 'IJ 

£I 	 £I 

bbff~~111'Unld~1'U1'UtbVl'unu'i\l~tJ n11'W'i\l11rnlfl11d-lbln~B~U1J1J1~~'UB~n1Jfl11d-lbVld-ll:::ffd-l 
'IJ 	 'IJ 

6fJ€l~ bb~f1:::d-ll<il11(jJ (Hair I 2006) 

~lVl~1Jn11S1~1~d-ll<il11(jJb~Bnl11~ tJ1'U~€l~~ ~l~tJ b~Bnfl11d-l b~ !:.J~<il1~<illd-l 
'IJ 

b~€lVllb~'Ubnrnon1'Un111~fl11d-lb~tJ~<il1~ b~11:::~~n'jj'rn:::S1B(jJfl~B~n1Jb~B~~~n'jj'1 ~~~ 
I(jJ!:.J'W 'i\l11rn 1 fl11d-l <i11~ lh::: b~'Ubb~::: fl11 d-l fl1B1J fl~ 

q 
d-l6fJB~d-ll<il11(jJ~Bb~B~~~m~n n ~11~B 

~~tJB1~tJnl1"lh:::b!l'Ut-Jf1n11tJ~i1~~1'U6fJB~~i(n~1'U~B'UW1J'Ubfl~B~1J'U (flight appraisal) 

~~1itJ1:::b!l'U~i(n~1'Ud-ll b~'Ub1m'Ul'U~BS1d-lfl11 d-ll btl'Ubb'U1'Yn~1'Unl1nlVl'U~n1B1J bb'U1fl11d-l~(jJ 
b~~'Vlb1'jj'~b~tJ1n1Jn111J~nl1 I(jJtJ~~Vll~~'i\l:::1(jJ~b1~n11d-lnl11Vf1J~n116fJB~~i(n~1'U~€l'U~1J 
1J'Ubfl~B~1J'Ubbfl ~(jJtJff11 bbf1:::b~B1Vfnl11(jJ~fl11d-l b~ tJ~<il1~~.-J1n~S1~ ~1~ tJlJl~l bb'Un 

'IJ 	 q 'IJ 

bnru~n11tJ1::: bs:i'U1VfS1B(jJfl~B~n1J'Vltl'jj'~ bbf1:::111rnn11d-lVi~Jl'Vl1J'Vl1'Ud-ll bb~11Vf<il1~n'U 11d-l~~1Vf 

fl1€l1Jfl~d-l1'Ubb~f1:::!l~ 
6.6.2 fI'J13Jbiil~ill~!Iil"3J1Gl1~fl Vld-lltJ~~ ~11.J~;fl11d-lfl~b~'Ufl~11(consistency) 

6fJB~d-Jl<i111(jJ 'i\l:::~B~tJ1:::nB1JJl1tJflrn~n'jj'ru::: 3 tJ1:::n11~B (1) fl11d-lfl~b~'Ufl~111'Ud-ll<i111(jJ
q 

(2) 	 ~1'i\l~~ (true score) 6fJ€l~~~~1(jJVl~Bfl11d-lbbaJ'U~1 (accuracy) 6fJB~t-Jf1~1~lJl bbf1::: (3) 
, " 

.dI OJ 	 21. OJ dl '" I .dI .dI 

fl11d-Jflm(jJbflB'U6fJB~d-ll<i111(jJ (error of measurement) 'i\l:::<ilB~<ill d-ll<il11(jJ'i\l~'i\l:::d-lfl11d-l'Ulb~€lblB 
"" OJ OJ 6'

S1~ (ff'i\l<il11 1Jrn!:.J1"<il~'Uli, 2546)
'IJ q 	 q 

b~B1Vfb~'UltJ<i11d-lVl~nn11~~n~11 m~tJlJlUl~lfl:::bb'U'U'i\l1~6fJB~nld1h:::b!l'Ut-Jf1 
'IJ 

I 	 I 

nl1"tJDi1~~1'U6fJB~~un~1'U~B'U~1J1J'Ubfl~€l~iJ'U (flight appraisal) 11 2008 f1cW'i\l11rnl 
I 	 I 

fl11d-l b Vi tJ~ <i11" ~'i\ll n fl ru:::n11d-ln 116fJ B~ ~1 tJ 1J~Vll1~Un ~ 1'U~B'U~1J1J'Ubfl1€l~1J'Ubb~1 

ltJ'I'11 n111h:::d-J1f1 t-Jf1 ~1 tJItJ1bbn1d-l flBd-J'W1 b<ilB~ ri B'U~'i\l:::ttl1tJl bfl11:::~ b~ €l'Vl(jJS1B1J 

S1d-ld-l~jl'U~BltJ 



QI 

3J1Gl1'J61 IQltJ i'~1a3J 1:: 11tia. 

~~md1l~iJ~~luu1nll 0.8220 

fldl3,l"v'l1f)3,llunll'Yil~lU 0.5657 

fldl3,l~l3,lll~l~nllU~ll 0.7325 

fldl3,l1bb~:::Yfflufl~lUnllU1nll 
'lJ 

0.8106 

nll~nf)Ul3,l 0.683 

A V 

Ufl~n6JJf)~"v'lUn\llU
q 

v 
f)l~~lU6JJf)~"v'lUn~lU

q 

0.6229 

0.6236 

.n1'W1'J3J 0.694 

~ln<mll~~ 1 Lb~~~nlll bflll:::~fldl:I-Jb~f)~f)lJl ~f)~~11mlfh~~~:I-J~Ufi6JJf)~3,l1(il11~ 
bb<1i~:::~d 1~~lmh:::3,llruf11fldl:I-Jb~f)~f)lJl Alpha (ill3,lbbUd~~6JJf)~ Cronbach lhln{)f11 Al­

pha lULL<1i~:::3,l1(il11~ (ill:I-J(illll~ 1 ~f)~~llrul~l~:l-Jlh:::~'Ylfifldl3,lL~f)~f)lJlf)~1:::~11~ 0.56­
'lJ 

0.82 ~11J1Jl11 :l-Jl(il11~~til:I-Jll~unl11~~~nll1J~i1~~luU1nll6JJf)\l"v'lii:n~lU~f)U~U 
1J'Ubfl~f).,:IiJU umnlWU1'Yl ~~ln~ (:I-J~l'YiU) ~fldl:I-JtilL~f)~f)1~ 

6.7 i'J~~tJ1bb~::it!J13JtJfi~fifl1' 1unll~m~nl~~fl~\ldrfj~~lJl~n'l.~nl?ld Lb1Jl6JJf)~ 
ii:n1'Yilnll"v'lbl Glnll3,lf)~~nll bL~:::nll~\9JJU1f)~~nlll~~nMl :l-Jln~~~1unl11 bflll:::~~l 
fldl3,lff:I-J~ufiL~\lb'Vl~~~ (causal relation) nUf,J61nld1J~iJ~\l1~U1nld (service performance) 
.=t v v~.,. ::: ltI .d..=t v .1,
3,lfldl3,l~:I-J"v'lUtn'Yi~~l b'Vl~ (causal relationship) 'Yl\l'Yll\l(ild\l bL61:::'Yll\lf)f):I-J'V13,l ~61~~bl'Yl1l(ilf) 

fldl~L~UL~fll~nllU1nll ~~~l~~mj-lfldl3,lff:I-J~ufib~\l~lb~(ill:::~11\l f)\l~nll1Jd:::n f)UU1\l
'lJ q 

JlTU3,ll~f)~ fl~f)\ln1J'Y1blM~'YillVi'~1~~~~~dll.%vn:::<ih 1.1.1h~fll~11~:::!lfldl:I-J~:I-J~ufiL~\l 
~l b'Vl(ilnUfldl:I-Jb~Ub~fllunldU1nllL~f)6ffd ~~\l b~13,ll.b~:::~ii:U~uu1Vi'''v'lii:n\llU~f)U1U1Vi'!l 

q q 

, i/ 


1Jd:::~'YlTI.nl"v'l~lUnldu1nldb~:I-J~U ~lnnll'V1U'YldUdldrundd3,l ~1~~1~~11\lnlf)Ufldl3,l~~
'lJ 

lumd1~~ (Research Conceptual Framework) ~~d1J 1 
'lJ 



... 
1JfI~fl 

\ 

1'Unllrffl~~'d bb1J1J'O.)ln bn illS;;ml1.h::;bijW~·..J~~lWl.l€l~'WUn~l'UGi'€l'UW1J'Ubf)~€l"J1J'U 6lJ€l"J 

'Wun~l'U1J~~nll1J'U1"r1tJ~ln~(a-J~1~'U) ~~f11uma-JtJ5uGinll~~~~ 
i'JLLtJ'Gl13J ~€l t!-Jit fl1,1J~1JGl~11411~fl1'~il~CW\tfl-3114~i)c1.4:ru1l14LfI~il-3ih4 (Services 

Perfonnance) tJl::;n€l1JJ1'dtJlltJnldlh::;~'U~~~€l1tJ~ 
• nllrffl~ f)'dla-JtJl::;Y11J1'0.)1'UnllGi'€l'UW bb~::;e)l~l~~tJmlJ1'dtl~~ttTvh'Vll"J'W1€la-J 

'IJ 

mma-Jllm'Vl~b~a-Jl::;rfa-Jn1J1@,lJ'Ufidla-JU~::;tJl::;b'Wru lVff)'dla-J6ft'dtlb~~€l'W1€la-Je)1'U'dtJf)'dla-Jrf::;~'dn 
I .a'" ,::!!I A 

l::;~'dl~6lJ'Ubb~::;~~'O.)lmf)l€l~1J'U (embark & disembark aircraft) 



fI> fI> fI> ,.. 

t'@~e.,ra~'tJ~~"11.Lt'r-ee.,~tJtL~ral9Wrb~»t~tt1,gl9l1>tLU~~'1Lltl,ru~}tm"LU • 
I 

11.LC'r-e lA.~~"rb~tl1U
I=' ,. 

t'@~~l9@~ra191 tLU~rb11.LC'C'@u;,C'@Um~r-eLe.,~~~'l'lt1,@l1lt1,~ L~e." C'@~'11.t 11.t'1'l'l C'Le.,tLU • 
I '1! I 

(A:'ll1ql3 :'U9Ul9D9U9Ul) .&LUg"HL".&lJt!".&LUHLtULffLJlffLt&l (l 

u.t'~~ tLU~J:gfbr-eLratlL~C'~ :(11.j4,LItl,r-e)l9'yL~ralA,l11.GtLu~rb 
'1! I 

t1,LC'UttMC'@u;,tLU~rbtLU11.~~'11.fJ'lr-eLU.~@~~M.~lA.~~~t'L,Ctl9tra~~~~L~rb@~~e.,tl1l@~' 
I I 

b b fI> Il> 

r-etrb@u~tllj ~~" 11.LC'raL@ }.m~le.,l1> (; ~~~rbraLf.':1UL~~r-e@~~~" tLU~r1tLU11.t~~11.~kt~~'l'lkr-eLU~ 

r-e ~ t1,fJ'11. LC' L~tLU tL U~ C'@ @~t1, Lt' utt MC'@ u;, ~ u,!! r-e Le.,~ t1, LC' L~t LUt1,\ r-e@kMr-e Le., ~ 

tLU~rb11.LC'tL~rbtLU11.\LJtLr-eL~r-eLU~ 11.Lt'UttMC'@u;,u~~h ~''l~l e.,l1> 9 ( resreldde lq5m) 

~11.@,\p11.LC'UttM11.tS'~tfbtLUraLtUL~11.t1,'l'I~~»t1911.Itl,L~ e.,l1> 8 19r-eItl,C'kt =g,l!~gf&"t~ 
'1! 

tLU~rbtLUt'@I7P~~' L~r-eLe.,~ra~~~rbLtlA.@~' 
b fI> fI> 

~m-R;u~u;,~ULJra~l@r-e~'l Lte~t'L!1@l9 L@~~r-eLe.,~L-R;Uk~~''l ra @~rbra~, rbrbra(}'~tt1,fJ'lr-eLU~~''ll9 
I 

r-era~l1l'l9~tLU11.lPt~tLm~ (sseuHueep/eoueleedde-sAene5/SlenolfU1qeO) tLItl,L@r-era~l1l' 
fI> 

19~t'@»~~''l Ltbt'@»t'~r-ee.,t11.Gt'@~~'l11.tfble.,ktme.,'~rbl9L@~~r-eLe.,~L-R;Uk~'l'll9tLU • 
rs t1i I I 

fI> Il> 

-R;~'~11.fJ'tLU~rb»t ~"l9~~'l'l t'@U' @f£lt'L!1 @-R;~'l ~t1,fJ'ltL~ra19WtLU~~~'i 
I 

~'l,~r-eLl1ll9~ (eo1Ales leern JelJe) tLItl,L@tLU~rbtLUC'~ltl,tL~ral9W~ii~tLU • 

(empeoOld e01A1es reern) MLl!~lA.g~tfb~ 
Il> 

C'L~@t1,@l1l11.~r-eLl1ltL~ral9W~i'l@11.~'lL~~''ltLItl,l@tL~rb»t~~'mra~l1l'ltLUt1,ttL~~ • 
'1! 

(empeoOld e01A1es >luPP) M.Ll!~lA.g~tfb~C'L~@ 

t1,@l1lt1,~r-eLl1l r-era~l1litLUt1,t~-R;Ukt~~~'l'l11~t'@~~iC'@~itLU~rb»ttLU11.ttLU~~ • 
t1i I t I 

LsC'L~~t1,LLJ~r-gLl1l11.~t'L,lfU~C'~r-ge.,t @~iU~11.ra~fb'l ~LJ/Itl,~,Ctgfb~l7Pt1,t 
I I I 

Lj4,fu,Ctrb~C',Ct~~~'l'11.Lt'r-ee.,~11.@~'l (sleUUBrn) tL~ra~lCm~~,Ctgfb~lA.LfatLr-eLfa~ • 
I I 

Ue.,~~~r-eLU~ 

ra e.,t1,L~r-g@~M.@~1tl,i ra e.,~r-gLe.,~»t ~Mi~tfb~~'li r-ett!lt1,tM~rb~r-e~~Lr-g1tl,'l ~lA.LratLr-g Lra~~r-e@kM 
I 

Il> 

C'LlA.LfALJ/Itl,~rae.,~tL~I1~WL~L~~~ii rbk11.@,\ptLUt1,t~trbkt~tfbr-gLe.,~t'L~~tLU • 

LO l n\lUOIl.:JLu:gIlG§l:JLUSLUQ~SLU 

I 

mailto:rbk11.@,\ptLUt1,t
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2) f)'J18J'Y/IBaJ tU111,,,f1.31U (ready to work) 

• fl11d-JjAJ1fld-J~-:I'YI1-:l~l-:lnltJLI,~~~~1-<\tlunll1J~iJ~-:llU1JULfl~fl-:l1JU (physical suit­

ability) 

• Yfn'}j-~nll~m~11fl11d-JV\d-JltJ~dWll'}j-ljAJ!fILL~~Jll'}j-lnlWl1J~~tJ~11
'IJ 'IJ 

0/4 0/ I tr 
3) f),;)1aJn116)!lB03'Y/U11031U~BB03f)111' (loyalty) 

I 

• nl11n'}j-l~m~tJ-:I U~~'YI1'W ~~WlJ fl-:lUM"1 ~-:I b~~d-Jiln~ 1,1,~~~il:u~Uun'OJnll6lJfl-:l
q 

1Ji~"1 1ul~V\'il-:l1J~JJ~V\i(l~ 
4) 111't11031u£fJunaJ (team cooperation) 

• fl11d-J~dd-JSjfl1.un~d-Jldd-J~-:lnlWl~~lU-:llUn1JV\"btJ-:llU~I,~tJ1~fl-:l ~-:I'OJ~'Y111,x~~
q 


~ I 


iJu~l€JUlunll1J~iJ~-:llUI,~id-J~11-:l1JlltJlnlffYi~1Unll'Yll-:llU ~~tJ~ll~-:I'WfllOJu~~ 

1~wuinl~~ 
5) f)11aJ;"Ut:Hf'fUf3IitU111W;111' (knowledge & attitude)

tI 

• fldld-Jlfl1J1~fl-:llUluV\i(l~ (job knowledge) fldld-J1~d11J~#d-J~uin1J-:llU 
'IJ 'IJ 

fl~l-:l~m~fl-:l u~~YfuLV\~nllnl biu dll~ll~m~fl fl11d-Jflutlld-J%m-au 
q 'IJ 'IJ q 

• fl11d-J1~1d-Jd-Jl~1~lUlumwniJ~-:llUb6~~~b~tJd1JUflnlJlljAJ6lJfl-:ljAJil:n-:llU1Jinl~~
'IJ odI c:.J q 

'OJ~~fl-:l!jYfffufl~~~~m~1~tJ~11 t~tJ~-n~fldld-J1Jl~YfUl'OJ~-:lLL~b~d-J~U 
'IJ 

• fldld-Jihunlu~mfldld-J1J~fl~iltJlul\fl-:lt~tJmlLb~~lm.J~iJ~nllnllliqm-au (cabin 

safety & emergency procedure) ~~l,b~1u,xfl~UlltlltJ~11J1JUl,fl~fl-:l1JU1~V\'il-:l rlflU1JU 
I ~ 


I "" Q.I I':!l "'" A A Q.I ff 

l~V\dl-:l1JU v\~-:I~lmfllfl-:l1JUf1-:1'V'lUThb1tJ (safety awareness) 

A 0/ •

6) Vf)6111!1B03'Y/U11031U (personalIty), 
• nll~l-:l~m1m(punctuation) (6lJfl~U~~rnflfl~~~"hJb~tJdn1Jn~d-J) 1,~d-J~~bb~1JTItJltJ

q q 

~lJJriflU1JU (briefing) lf1flfln'OJlnffu~~m~mb~~~~f1l'U (bus leave at line station) 
q 'IJ 'IJ 

• 1JflftnJll'W bb~~nllbb~~nltJ~~1.Ubb~~Uflmfl~fl~ bb1JU 11d-J~~n~uYitJ~~1Jl~~~~~~
q 

~ 

flU (personal appearance) 

• fldld-J'W1fld-Jbb~~nl~~fl~fl~lnll'Y11~lU ldd-J~~nllbm1.'OJ1~~bb~~~tJ~ll (alert­
'IJ 'IJ 

ness) 

I . 




nlSDClnlsnlFlSvllfl:nlFl IOnl5U 109.­

• f)'d1d-J1;11d-J1lbllUfl1l~'dlJ~d-Jmld-Jcl ~'VlU1 rnmYh'Y11\lU61::;fl1lbb1;1~\lflflfl (emo­

tional stabilitylfacial expression) 

7) iJ1Y41U (working year) 
t 

!V I !V 

• ~:mJ\l1u~\lbb@ib1d-JlJll'<\lLb@i\l~\I'<\IU~\ltI ~.fI 2008 q q 

8) fJ1'iNfJiJ1J'iaJ (training) 
!V I !V 

• 1::;~::;nmfl1l~fle:JlJld-J~\lbb@ib1d-JlJll'<\lu@i\l~\I'<\IU~\ltI ~.fI 2008 
q 

6.8 n1"i~btl"i1~~b«\4,"1~ {Path Analysis} m~~1b~11::;~~e:Jd-J61Yi~~'<\Ilnn1llh::;b!j'U
'lJ 'IJ 

e.J61n1ltJi1u~\llWlJfl\lVfUfl\llUo/le:J'U'~lJlJUb~~e:J\lUU1uti ~. ~. 2008 b~e:Jftm!l'l btJ1~lJ bYi~lJ 
~'d1d-J bb~m@i1\lflru~m!l'ru::;~~1~ru6lJ e:J\I~Un\llU~flU~lJlJUb~~fl\lUU lJ11ffin1luu1'V1 ~~ln~

q ... 
I I I 

(d-J",l6j'fU) 3 n~d-J~fln~d-J~h~~ tJ1Ufl611\1 bb~::;fl~d-J~l b~flftn1!l'1i1'<\1~~Yi~~YlTI~61~1~ru 
q q q OJ 

!V I 

Y1\1'Vll \I <ill\I bb 61 ::;'Y11 \I e)e:J d-J @i fl e.J 61 fl1ltJ i1 U~ \11 U6lJ e:J \I ~Un\ll Uo/l e:J U~lJ lJ U b ~~e:J \I iJ 'U lJ1~'Y1 

nllUu1'V1~~ln(j) (d-J'Vl1 6j'fU) 3 n~d-J~e:Jfl~d-J~h~fI 'LhUfl611\l bb61::;fl~d-J~l ~1~~l~b'Y1~it~ 
q q q 'lJ 

I 

m11b~11::;~'Y11\lfi~~ ~\lbbtl\lbUU 3 tJl::;nll~fl 

1) ~~~1~'V11fll1'Y1~1;1e:JlJ1;1~~~'dbl.tJl<illd-J e.J61nlltJi1u~\llUlJ1nll (service perfor­

mance) b~ e:J1VI 'VllllJ ~'d 1d-J bb<il n@il\l6lJe:J\ld-Jl <il11~ e.J 61 n lltJ i1u&! \11 U6lJ fl \I ~Ufl\ll U 

cile:JU~lJlJUb~~fl\lUU6lJe:J\ln~d-J~::; bbUU1;1\1 (excellence) ~::; bbU UtJl 'Un611\l (moderate)
q 'lJ 

bb61::;n~d-J~::;bb'UU~l (poor) 1(j)~1~ Quartiles bbtl\l'Vltb~1b~11::;V; (unit of analysis) 

~lU'dU~Un\llU 5,856 ~U lUU 3 n~d-J ~fl1) n~d-J ~::;bl.UUfi\l (excellence) 1fl~61::; 25 ~~lU'dU 
q q 'IJ 

1,452 ~U ~~::;bbUU1'dd-Je.J61nlwi1U&!\llU~\lnl1'Vl~m'vhnlJ 3.9723 ~u1tJ 2) fl~d-J~::;uuutJlunm\l 
(moderate) 1mJ61::: 50 ~lU'dU 2,895 ~U ~~nbU'Ul'dd-Je.J61nlltJi1u~\llUfl~1::;'Vll1\l 3.7767001 

I 
d I 0 iI 0 

bl\l~::;bbU'U 3.97229999 Lb61::; 3) fl~d-J~::;LbUU<ill (poor) le:J~61::; 25 '<\I1U'dU 1 ,454 ~U 
, !V 

~~::; bb U U l'd d-J e-J 6ln lltJi1U~ \llUI:vhnlJ'Vl1e:J ~l fll1 3.770 7 ~\I d-J 1 '<\11 nuU ~1~~ 

1~~\I~'d~1(j)~'dbl)tJllw~J b1~nl1 service level b~e:Jl~'Unll~lU'dru'Y1(j)fie:JlJ ~\ld n~d-J~h~fI 
q 

(excellence) Sj~lbUU 1 6lJfl\l Service Level n~d-JtJ1Un611\l (moderate) ~~lbUU 2 6lJe:J\I Ser­
q 

vice Level n~d-J~l (poor) ~q»-lbUU 3 6lJe:J\I Service Level 
q 



I ~ 

2) b.wf)1Lflll~~fl11d-.JbL~n~h-.:J.szJf)-.:J~'m1Jd~1d-.JYf-.:Jm~,m~d-.J Service Level m~~'Y11nld 
q ~ 

1b~dl~~~1tIWlflitfl UNIANOVA ANALYSIS 1~m1~ SCHEFFE nlVlu~mru6f1~l ALPHA 

= 0.5 bm~lJb.y]~lJfl11d-.Jbb~nq]1-.:J.szJf)-.:J<jf1Lb1Jd~1d-.J~1d-.Jn~d-.J'WlJ11 n~d-.J~b~f1 (excellence) .szJf)-.:J
q q 

Service Level = 1 ~fl11d-.Jbb~n~h-.:JnlJn~d-.J1Jlun~1-.:J (Moderate) .szJf)-.:J Service Level = 2 
q 

I d<v 0 v J 1 1 V 

Bm-.:Jd-.JU~~lfll1J Sig = 0.000 fllfl11d-.JU~n~1-.:J (Mean Different) b'YnmJ .1607433* 
I 


I &:l A &::l I V I 0 


um~n~d-.J~b~f1 (Excellence) .szJf)-.:J Service Level = 1 d-.Jfl11d-.Jbb~n(m-.:JnlJn~d-.J~1 (poor) .szJf)-.:J
q q 

I AV 0 cv ,c:t • I I V

Service Level = 2 f)m-.:Jd-.JU~~lflb1J Sig = 0.000 d-/fllfl11d-/LI,~n~1~ (Mean Different) b'YnnlJ 
I 

.4115605* u~~n~d-/1Jlun~l~ (moderate) .szJf)~ Service Level = 2 ~fl~I,bUUu~nq]l~nlJn~d-/~l
q q 

i ,Q.v 0 v A I I

(poor) .szJf)-.:J Service Level = 3 f)m~d-.JU~mflb1J Sig = 0.00 d-/fllfl11d-/Lb~n~1~ (Mean Differ­

ent) b'YhnlJ .2508172* bl,~~~11 d-/l~d1~~1bb1Jd~1d-/~~nld1J~tr~~lUlJ~nld.szJf)~'Wi(n~lu 

~f)UWlJUbfl4f)-.:JiJu (service performance) .szJB~n~d-/~I.~f1 (excellence) n~d-/1Jlun~l~ (mod­
q q 

erate) bl.~~n~a-J~l (poor) 1~1bfldl~~ nld1I,flll~Vib~u'Yn~1~~~u~Buq]f)11Jd (Hair, 2006) 

3) 1IT1Lfldl~Vi~1~nld1~1JdLmdd-.J AMOS SPSS L~f)l~bl,lJlJ'iill~B-.:J~~ (model fit­
• '" .... ..,(A '" (21

ted) Uld-/lf)'filJl ~fl11d-/~d-.J'WU'fib.szJ-.:J~1 bVl~bb~~t-.J~ .szJf)~nld1Lfldl~Vlb~U'Yll-.:J (path analysis) 
I 
~ A ~ 

I,YlB~f)lJ~d-.Jd-.J~:Slunldf1nrrl 

6.9 fi)A'l4CW1J~1f)f)11Amt1 iiltJatA1L~!lLLatA1L~!I-3L1J'l4 ~maf)~~1'W.kt!f1f)1
q 

i-3~3JLLatLA1'lt!fi~ !lil-3f)~3Jcw1tf)-31'l4~ilNaf)11tJil~il-31'l4 ~LiA tJ1'l4f)a1-3LLat~1 ilfili-3LflGl 
III ..... a 

M'l4 

1. ~lUm~ u~~~1Vi\~U11 n~d-/~I,~f1ri1u1VlnJf)~1un~d-/m~ d-.Jlnn11 41 1J~ul1J 
q q Q.I 'IJ q q 

~~blJuiB~~~ 62.65 l~~iin~d-.J1Jlun~l-.:J dB-.:J~~d-/l~~blJuif)~~~ 32.03 bb~~n~d-.J~l
q q 

I 

~Uf)HVI~~~~blJuif)~~~ 9.15 iifl11d-.JLb~nq]1-.:Jfi'Ud-/lnVld-.Jl~~11d-.J11 Yli(n~lUn~d-/~b~f1
q q 

ri1U1Vlf;y~m ~d-/ln 
2. ~lUL'Wfi bb~~~1Vi'L~u11n~d-/~b~f1LL~~1Jlunm~dJuLYlf1Vlru-.:J1n~L~~~nu~~blJuiB~~~ 

q Q.I 
, I I 

64.1 U~~61.2 ~ld-.J~l~lJ n~d-/~lLlJULYlf1Vl~~~~LlJuif)~~~ 54.7 ~~blJub~f)~1Jn~.szJB~ 

m~nlwu~11tl 
3. ~lUnld~n~lbb~~-.:J1Vi'b~U11 'Wi(n~lUn~d-.J~L~f1i1~iflb~'OJ~ln11 1J~b1Jb1Jl\9l~ 

I I 

fl11d-.JLb~nq]1~'OJlnn~d-.J1Jlunm-.:J LL~~n~d-/~ld-/ln n~11~B~hbQ~~ d~Vl11-.:J~b~f1 n~d-.J1Jlun~l~ 
q q q 

bb~rn~d-.J~l~~blJU 20.2,152.Lm~6.5 \9l1d-.J~1~lJ 1~~bQ'Wl~n~d-.J~lii~if~IL~'OJ~ln111J"''IDJ1~*f)~d-/ln
q q 'IJ Q.I 



nlSDonlsnlFlSQIIEl:nlFlIOnI5U 1 1 1 

4. ~l'U'rm1~W;~~\l11n~~~b~"~dltJ1~~,m11jJl't.mm\l bb~~~l ;},nnl~m~9fn~n~d-l~b~" 
q 'lI q 

~~dl~1~~lnnil 1,500,000.00 1JTY1~'U1jJ ~~dJ'U~em~~ 27.05 n~d-ljJl'Unm\l ~~btJ'U~e)~~~
'lI q 


I I 


9.09 ~1'Un~d-lfll~~btJ'U~e)tJ~~ 2.69 66\1~f)11~bb~n<iil\ln1Jn~d-l~b~"~ln
q q 

5. nl";i~ne)1J1d-lbb~~\ll1 n~~~b~" ~n11tJne)1J1d-l~\I~~btJ'U~e)~~~ 85.4 n~d-ljJl'Un~l\l
q • 'IJ q 

I I 

~~btJ'U~e)~~~ 70.26 bb~~n~d-l~l~\91btJ'U~e)~~~ 54.02 ~ld-l~l~lJ b'iteJ\I~lnV'l'an\ll'Un~~ q q 

~b~f1~1'ULVlt1i51m ~~1bb~~m ~\ll'U~ln nl'lli'UYinb1~1L'Un11e)lJ1~~e)d-ld-lln b,r'Un'U 

6. ~l'Um ~\ll'U bb~~\ll1 n~d-l~ b~ ,,~f)11d-l bb~n~l\lnlJn~d-ljJl'Un~l\l bb~~n~d-l~l d-ll n 
q q q q 

I I 

n~11~e)f11b~~ 1~11\l~I,~" n~d-ljJ1Unm\l bb~::;n~~fll~~btJ'U 18.10,12.45 bm::; 5.30 ~ld-lih~lJ 

~lnn11~mj-lf11~~~ bl,~::;f11 b~ ~\I b1J'U~1~1jl'U 6fle)\I f)~ bbU'U~.mn11jJ5if~\ll'UlJ~n11 
L'Ubb~~~~lUbb~~11d-l'Y1n~1'U9fj1J11f)~bbU'Ue-.J~n11jJ nif~ ~1'Un~~1d-l11~1'Y1~f1l b~~~~\1~~ 

q ~ 'lI q 

~lUn11L~1J~n11~e)\I~lbb~~lJ~b1ru.yf11jJ~f1~lb~~~1e)\I~\ld-ll ~1~~1~~1'Un11L~lJ~n11 
Vl6\\llJ~m1mVll";i n11L~lJ~m1bf)~e)\I~d-l bb~::;n11L~lJ~n11mVl11~\ll,tJ'U1J~m1Vl6\n~f11b~~~~1~~

q 

n~:l-I~b~" ~f)~bb'UUe-.J~n11jJ5if~\ll'U1J~n11~1'Un~~1d-l11~1'Y1 1,1,~~~1'Un11L~lJ~n11 
1I I' I 

~e)\I~b bb~~lJ~b1ru~11jJ~f11 b~~~f1e)uil\l~\I f11 dj~\I blJ'Ud-Jl~1~1'Ufl\l bb~~\ll1~f)11d-lbb~n~l\l
'IJ ~ 'IJ 

nwnn n11L~1J~n11V16\\llJ~11e)lVl11I,b~~n11L~lJ~n11mVl111e)\I~\ld-ll f11b~~\lLlJ'Ud-Jl~1~lU 
~ 

f1e)Uil\l~l I,b~~\l11~~f)11d-ll,b~n~l\lnub'Yh11 n11 L~1J~n11Lf)~e)\I~d-l~f11~1~~ n~d-ljJl'Un~l\l
q q 

• I 

~f)~bbuue-.J~nl";ijJnif~\ll'UlJ~n11~lun~tJld-l11~1'Y1~\I~~ f11dj~\lb1J'Ud-ll~1~lU<?hbb~~\ll1
~ 'lI q ~ 

~~f)11~bb~n~l\lnU n11L~1J~n11~e)\I~lU~~lJ1b1ru.yf11jJ1e)\I~\ld-ll n11L~lJ~n11V16\\l1J1n11 
mVl11bb~~m1LVf1J1n11bf)~e)\I~:l-I ~f11Ln~L~~\lnu n11L~1J~n11mVl11~f11~1~\9) ~f11b~~\lb1JU 

q 

d-ll~1jlU~\lbbfl<?l\l11~f)11d-ll,b~n~l\lnu:l-lln n~d-l~l iJf)~bl,'U'Ue-.J~n11jJ5if~\ll'U1J1n11~lu 
2.> 

n1m~11~1'Y1~\l61\9)b,rub~~1nUn1Jn~d-l~L~"bb~~n~d-ljJlun~l\l n11L~1J~n11~e)\lUlbb~::;
'lI q q q 

1J~b1ru.yf11jJ 1e)\I~\ld-ll n11L~tf1fn1Vl6\\l1J~11mVl11bb~~n11L~lJ~111,f)~e)\I~:l-I ~f11Ln~L~~\lnu 
n11L~1J1m1mVi11~f11~1~~ ~f111,~~\lb1J'Ud-Jl~1~1'U~\I~lnbb~~\l11iJf)11~bb~n~l\ln~ln

q ~ 'lI 

n~111~~~1jJ9fj1J11~f)~n dj'U~1bbjJ1~iJB'Y1TI9fj~'Y11\l~1\1<ile)n11jJ5if~\ll'U1J~n11 
I I 

lIe)\l9fjUn\llU<1le)'UW1JUbf)~e)\l1JUn~d-l~b~"~lnY\~~ 1e)\I~\ld-ll~e)nldYil\ll'UbtJ'UY\~bb~~f)11~fi'n~ 
2.> 

~l~~l~lJ n11tJne)1J1d-liJB'Y1TI9fj~'Y11\l~1\1bt\l~1J 'UeJn~lnit~\l9fj1J11 eJl~\ll'U btJU~1bbjJ1
q , 

Y\~B'Y1TI9fj~~e)f)11d-lfi'n~~lnn111Jf)~n bb~~9fjlJ11n11tJne)1J1d-l~B'Y1TI9fj~ ~e)f)11d-l~1d-l11b1
q 

http:18.10,12.45
http:1,500,000.00
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-' 

lun1"J~~n1d1U"J~~1Jtll'un(;n~ n1"J~~n1"J~~Y1TIY1 &1 ~flf111d-J~bb61 ~Y1~Uf1~~,Jd-J1n
'!J 'IJ 

I 

~iI v I Q.I .d. AA A I 11 v &:It I 11 0' 


bb&1~:J.J~fl ~~ m<il11 f111:J.J.nn~ :J.JflY1 n'W 61 <il fl f111d-J"J bbrl ~Y1 ~Uf1 <il f1flU~l,J \911 f111 :J.J"Jbbrl~ 
'!J '!J 

Yfq>1Uf1&l~~Y1TI'W&1~flf111d-JY1~fl:J.J1un1"JYi1~lU:J.J1nn;h f111d-J~1 :J.J1"Jb11un1"J~~n1"Jf111:J.J~ bl&1~ 
'!J 

Y1q>1Uf1&l~~Y1TIY1&1~fln1"JYi1,J1udJuYid-Jq;)flWih~~~:J.J1n
'IJ 

I.~e}~'Q.nnwun~lu~1wv1ibl1~ ~ bQY11 ~'Wun~luGi'flU11JUUbf1~fl~U~1JY11J1 Y1~Gi1 f1t1J 

lu~"Jn'C\ln1"JiJu dJU~~Gi'fl~t1~U&l~lUln~:a~bbrl~b~~1ifl~1~~<il"J~n1J~~~~1"J~1~1J~n1"J 
m~n1"JiJ'it:W1n~'1~ n~111~11 n1~~~~~1"J1~1J~n1"J~1~n1"JiJul~m~UY11~lt1iJ~~b11U~<il1,J~ 
:::6j I 1II.::l III v6j6jIll""i§. IV;- ~ 
Y1~ bUlbrl~<il1~t1"J~lY1~ 1Jf)f1rl~~Y11~Y1'C\l~~"J1~f111d-JtI"J~Y11J b'C\l bVlm~~Ubmt-J b~~~l"J f)fl

q q 'IJ 

Y1Un~luGi'm,t11J1JUlf)~fl~UU ~~~Ufl~n1J11~1:J.J1"Jb1lVln1"J1J~n1"J~~f)ru.n1Y11.1.~~\91fl1J~Ufl~
'!J q 

f)11:J.Jo/lfl~n1"J~fl~~[~~m"J1~:J.J1nibfl~l.~ ~~1~lU"J~Vl11~n1"JI.~UY11~ ~~'C\l~~~t-J&1~fln1"Jn~1Jd-J1l~ 
'!J 

1J~n1"J~fl~~1I:Jn1"JiJu~uBn1Uf1~~~ fllt1 n1"Jl.b~~~U"J~vd1~n"Jn'C\ln1"Juu~~~Ufl ~n1Jn1"J~ 
q '!J 

~1~n1"JiJu1~ lVl1J~n1"J~~~rn.n1'W bVlitfln11~1 ~n1"JiJu~u~ ~ bilu~ bl.~~ 1~~ I.Q'W1~ 
Y11,J~lUf1rn.n1Y1n1"J1J~n1"J~fl,JY1Un~lUo/lflU11J1JUI.f1~fl~iJun1"JlVl1J~n1"J~~l.b&1~~f1rn.n1Y1 

q q 

~~f11"J~,J bUU1un"J~1J1Un1"Jb~:J.J~~1~ lUY1Un~lUo/lflU11J1JUbf1~fl~iJu~f111d-J~f111:J.Jbi1l'C\l
q 'IJ 

bb&1~\91"J~VlunLUf1rnq;)1~fl~f111:J.Jl.ilul.~~lun1"J1J~nl"J I.n~~1Y1fi1 ~f111:J.J~U 1'C\llw~11I.fl,J
q 

~~~u1Uq;)lit~:J.J~fl~n1"J1J~nl"J~~~rn.n1Y1 1~ ~ ~~iimJ~u~~ld-Jn{)"J~l.u ~1J:J.Jl\91"JS1U 
nlw~n1"J~fl~1J~nl"JiJu1Y1~ ~ln~ (:J.JVl1~U) n"J~1J1Unl"Jb~d-J~~1,J 1.~:J.JY1U"J~~1JY1q>1Uf1~

'lJ 

nlw~n1"J'C\lUbn~bilu1GJ,jUfi"J"J:J.Jl.btA,J~ru.n1Y1n1"J1J~nl"Jlu~'1~ ~,J'C\l~l.iluY1~,JI.b&1~n&11nGi1f1t1J 
l~1J~nl"JiJu1Y1~~ln~ (:J.JVl1~U) bilu~l ~n1"Juu~utb I.ilu~ ~fl:J.J11J'C\lln~b11UU n1"J~~e)U~1J 
~l ~nl"JiJu~ut.il~e)lU1 ~t1"J~1~~1fiVl1.1. fi~~~~1"J1unl"Jb~UY11,J I.b&1~1~11J f111:J.Jit~:J.J~fl~ 
~~~mlYf11&1n 

http:f111:J.J.nn


7. mihJ'i1!.1Nit 

'Q;nm..J~n11~n~1 ft1aJ11blU1aJ1€).ntJl1t1VJ~b~€)U11tJ~n11<il€)'lJ~lbl1aJn111~tI~~€)\ln11
'lI 

U1bftU€)n11~n~1f1rn6\n~~~ft1f1ru~€)\lYiUn\llU~€)UW'lJUbf1~€)\lUU 'lJ~n1WU1'Y1 ~~ln~q ~ 

I iI 

(aJVl1~) ~tJl:::b~Uft1VlWn11€).ntJl1 tl VJ61Vlft1f1blJ~\lU 
I I 

7.1 -O;l1nVJ61n11~nWlbmtl'lJbVltl'lJ ~rn6\m~I1;1.l.vvVift1f1blJ ~€)\I YiUn\llU~€)UW'JUbffl€)\lUU 
I I 

mtlmWUbb~\l6]fl~ 1:::Wl1\1n~3JVl~VJ61n1wijlf~-:llU'lJ1n11 ~b~~ tJ1Un611\1 bb61:::~l 
I I 

7 .1.1 btJ~tI'lJbVltl'lJ~rn6\n~rn:::Vlft1f1blJ ~€)\lYiUn\llU~€)U1'lJ'lJUbf11€)\lUU 
I I 

ft1t1mWubb'lA\l6]fl~h:::wJ1-:ln~aJVl~VJ61n1wijlf~\l1U'lJ1n11 ~b~~ tJ1Un~1\1 bb61:::~1~lUtJl:::6Jf1nl 

~-:lf1d-J bb61::: b~l~n-o;) 'Q;llnn11~n~lbmtl'lJbVltl'lJi1-O;)~~~lU tJl:::6]f1nl ft\lf1aJ bb61::: b~~n-o;) 

Yi'lJ11n~~~':l€)!:ll\l YiUn\llU~€)U1'lJ'lJUbf14€)-:lUU 'lJ1~'Y1 n11UU1'Y1~ ~ln~ (~Vll6]fU) 
I iI I 

YiUn\llU~€)U~'lJtJUbf11€)\lUU n~~~b~~~1U1Vlq}~m~ 41 iJ~ultJ WUn\llU~€)UW'lJUbffl€)\lUU 
I I I 

nfiaJthufl611-:l £J€)1~ 31-40 iJ YiUn\llU~€)U1'lJ'lJUbf11€)\lUU n~3J~l 21-30 iJ aJ1nVlft~ 
q q q q 

I 

.:!! "" I i.I 
'1i\laJf)113Jbb<iln<il1\1~lU€)1 ~ 

q 

~1U~lUn11~n~1~\lft1aJ n~3JiJ~-O;)'lJl:::~'lJtJ1blJblJ1<il~~~lU1U1n~\~~\lnu 
bb~-O;):::~f111aJbl.<iln~l\1nU~lUl1~1~YiUi1 YiUn\llU~€)U~'lJ'lJUbf1~€)\ll1U n~aJ~b~~~1U1Vlq} 

~~l~rn~~~YlUn\llU~€)UW'lJ~bf1~€)\ll1U n~aJtJ1unm\l~11~1~l:::~'lJtJ1Unm\lbb61:::Yii(n\llU
'lI q 

~€)U~'lJ'lJUbf1~€)\ll1U n~3J~1~d1~1~~€)Wll1\1~1 ~\lm-o;) brt€)\I-O;)lnYiUn\llUn~aJ~l~~m mt€)~
q q q 

i]\l16Jft1aJ11bl ltJtJijlf~Vlu1~1~UVl~l ~ b~U'Y11\1~\ll1 ~l~-O;)ln b~ ~b~~\laJlnVl1€)U€)~ 
-o;):::~n'lJb~U'Y11\11JU '<\l:::b~ul~11i1-O;)~~~lU tJl~lnl ~\lf1aJ bb61::: b~~n-O;)~€)\lYlUn\llU~€)UW'lJU 
bf1~f)-:liJU~\lft1 aJn~aJ~f111 aJbb<iln~l\1nU~€)wih\l-O;):::b~Ul~i~ bb61:::U1-0;)::: biJu~\I-O;)\l1-o;)1 U 

q 'lI 
I I 

nlTIJ5tr~VlU1VltJl:::n11VlU\l 

7.1.2 t:-mn1wijtr~\l1U'lJm11 ~lUVJ61nTnJijlf~\l1U'lJ1n11~€)\lYiUn\llU~€)UW'lJU 

bf1~f)\liJU'lJ1~n11Uu1'Y1 ~~ln~ (aJVll6]fU) ~\I biJU~1 bL'YlWll€)\lYiUn\llU~€)U~'lJ'lJubf14€)\lUU 
ftl ~mliJubb'lA\I'Y51~ 1U1l1Yi11~YI'lJ11~1 b%~ ~bb61:::~l b~ ~\I b'lJU~1<illJ1U~€)\lf1:::bbUUVJ61n11 

tJij'lJ~-:llU'lJ1nl11Ubb~61 :::~lUbb61 :::113J'YJ n~lU Yi'lJ11 f1::: bb UUVJ 61 n11tJijlf~ ~lun1 ~1 

aJ11m'Y1~~1 b%~ ~~\I~~ ~hun111VI'lJ1n11Vl€)\I~l bb~:::'lJ1b1rn~11tJ ~~1 b%~ ~1€)\l61\l3J1 

I 
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Ji'lunlllvl1J~nl'JVl~~1J~nl'JmVll'J nl'Jlri'1J~nl'Jbfl~e)~~;}.Jbb~~ nl'Jlri'1J~nl'JmVll'J~~lL%~~ 
~1~\9l~~ d~h.j,nl'J1J~nl'JVl~n6fJ e)~ ~i(n,nuGle)'U~1J1JUbfl~e)~Du bb~ ~'<\llnnl'J1 bfl'Jl~";

q 

e.mmTIl5tr~~lU1J~m'J WUn~lUGle)U~1J1JUbfl~e)~D'U1J~~n1WU't'Yl~~ln\9l (;}.JVll<lJf'U) lubb~~~ 
~ I 

Ji'lubb~~'J1~'YlnJi'lutl~; n~~~b~~ Ji',un~~l~l'J~l'Yl 11n~~~b~~~~1~~r\~\9l1U 3 n~~ 
q q q 'IJ q q 

bbfl~~Un~l'U~~l\9l'J~lUl'Unl'J1J~n1'Jb~~1n'U Ji'lun1'JlV11J~n''JVle)~~'bb~~1J~b1ru~1'tlJ 

~1'Un1'JlV11J~nldVl~~1J~nl'JmVl1'Jbb~~ nl'JlV11J~n1'Jbfl~e)~~~ ~'~\9l1U 5 ~''U bb~~~lb%~~~~ 
q 'IJ 

n+m~~lJl'Unsn~bb~~n~~~, ~~n1'JlV11J~nl'JVl~~mVl1'J~~1~~n11 2 n~~ ue)n'<\llnd~1J11
q q 'IJ q 

, 1 I I 

~~nl'JlJ f1iJ@l~l'U1J~nl'J~e)~~i(n~1'UGle)'U~1J1J'Ubfl1e)~D'U n ~~~l~ ~'I b%~ U~ln11n~;}.J~ q q 

lJ1un~1~bb~~n~;}.J~b~mb~1 '<\l~b~U11n~~~b~~~~lb%~U Ji'l'Unl'JlV11J~nl'JVl~~e)lVl1'Jq q 

nl'Jlri'1J~n1'Jbfl~e)~~~bb~~n1'JlVf1J~n1'JmVll'Jl'U'J~~1Jln~b~tJ~n'U tl1Vl~1Jn~~lJ1un~1~ 
q 

I I I 

~~'~\9l~~~ln11n~;}.J~b~~ rhUn~~~l ~~1~ln11n~~~b~~bbfl~n~~lJ1'Un~1~;}.J1n
q q q q 

e)~l~'t'Jn~~1~tJ~fl11~b~U11Vl1n'<\l~~~'U1~m.f1flrufl1~n1'J1J~n1'J~e)~YfUn~1'Ul'Ubb~~~
'IJ q 

n~;}.Jfl1'J~-JbU'Un''J1J~nl'J~'Un,'JlVf1J~n1'Je)lVll'Jbb~~n1l·1J~n1'JJi'lun1'JlV11J~n1'JVl~~mVll'J q q 

~~dJ'Un1W~n1dVl~n~e)-J~-Jm;}.Jn~~ti1'<\l~yjllV1bn\9l1h~~'Yl~~~~~~\9l
q 'IJ q 

7 .1.3 ~ru~n'l.fru~~tll~t1JJi'1'Un1'Jyjl~lU '<\lln~~n1'J1~tJ ~6inl'JlJ5iJ~~lU 
1J~nl'J6fJe)~nr\~~b~~B'Yl~fl'Yl1~\9l'J~bb~~'Yll~eJe)~bbtl~btlU 2 Ji'l'Ul1'<\l~tJJi',U mtJ~l'U 1Jfl~n.fn~ 

q q q 

nl'JtJne)1J'J~ fl11~iln~~e)e)~~nl'J bb~~l1'<\l~u~ru~~lJ~nl'Jyjl~l'U 'tJi'm1 fl11~~1;}.J1'JbI 

l'Unl'J~\9lnl'J fl11~1bb6i~Yf~U~fl~ fl11~~1El~lUn,'Jyj,~l'U n''Jyj'~l'Ubtl'Ur\~ '<\llnnl'Jtb 
'IJ 

flru~n'l.f~~e)~~i(n:nu 3 nr\;}.J;}.J1yjlnl'J1bfldl~";bmU1Jbr\tJ1J'J~Vl11~ 3 nr\~ ~1J11 
q q q 

1) m~~lU ~B'Y1~~m~~mJ bb~~~~B'Yl~6i~El~6in1'JlJ5tr~~1'U1J~n1'JJi'1'U 
nl'J1J1n1'J 6fJ e)~~Un~lUGle)'U~1J1J'Ubfl~e)~~~'tdJ~e) \9l fl~e)~ n1J'Yl~'l.f~~n ~1111 "l1'<\l~tJrh'U 
1Jflfl~bil'U~1yjlulu~~~nTI~blhVl~lU 1\9lU'J~1J1111'<\l~U~1'U1Jflfl~lJ'J~ne)1JJi'1tJl1'<\l~U'Yll~;1f11~ 

1\9lU'W'<\lldru111m~~lU til'<\l~dJu~1bblJ~~~fln'J~'Yl1J~Elnl'J1l5iJ@l~lU~e);}.J~fl11;}.Jbb\9ln~1~n'U 
brte)~'<\llm.Jflfl6i~11'<\l~U~1U1Jflflm~1~15:jB'Yl~~6il'Unl'JlJ5tr~~~@ln'J'J~n1'J1J~n1'J" ~~l'U 

I 
~ i.I A a I A iI~ 

~\9lmVln'J'J;}.JnlW'Jn1'J\9l1'UnlWUm'<\l;}.Jfl11~bb\9ln\9l1~'<\lln~\9l~lVln'J'J;}.Jn1'J1J'Jn1'J\9l1UElU~ 

2) flru~n'l.fru~Ji'l'U1Jfl~n ~ld1 nr\;}.J~b~~~~lb%~tJ ~~~\9l nr\;}.J1l1Un6i1~~
q q q 'IJ q q 

I 'I I 

I ~ I 0 &:l I ;::::l 0 A Q..I aA A I 


fl1 b%6i tJ'Je)~6i~;}.J·1 bbfl~n6i;}.J\9l1;}.Jfll b%6i U\9l1~\9l 1Jfl~n~e)~~'Un~l'U~e)'Yl!i~ 6i'Yl1~\9l'J~\9l e)~ 6i 
q q q 

mailto:til'<\l~dJu~1bblJ~~~fln'J~'Yl1J~Elnl'J1l5iJ@l~lU~e);}.J~fl11;}.Jbb\9ln~1~n'U
http:1Jfl~n.fn
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""" 

I 

nld1J~tf~~luu~nldb~~u1n['b~~~q;l1~ln~~\91 m~~1J~~n~~'YIfi~~b~~u1n~€J~11~.nn~~1~ 

~~1J~~n1l1~~f)dJu~m~ru~~1Ud1~6fJ€J~1J~~~['b~~nldbb~~~€J€Jn 6fJ€J~~~~ndd~~~~lvr[,~u 
~11~djutI'<\)[,'<\)nu~~~lunldtJ~u~1~€J~\l[,n~~€J~d1~ii\l~njj-ru~~ff~~~ffnld~~~€J~~.wun

q ~ 

nu~5u 1~m1~11~i~nuu~€J<ilum\l ~11~m~ldtl bbd\l~\ll'<\) tJ~m~llunldbn~md~rnbb~~ 
~n'1f~U~~~~~~~,<\)lntJd~~unldrn;1<il 

3) t1'<\)~~~ru~~tf~~lunldVll\llU ~Ul1 ~lU~11~~1~ldtllunl~~nldn~~~b~ff 
q q 

f t I I I 

~q;llb~~~~\l~\91 n~~tJlun~l\l~fllb"~~ d€J\l~\l~1[,[,~~n~~!iil~q;llb~~~!iil~~~lU~11~1bb~~
~ q q q q 'IJ 

I I ! I 

YfffU~~ ~Ul1 n~~~[,~ff~fllb"~~ ~\!~\91 n~~tJlun~l\l~fllb"~~ d€J\l~\l~l bb~~~~!iil~q;llb"~~
q 'IJ q q q 

~1~\91 ~llUnldyh~ludjuYi~ ~Ul1 n~~~[,~ff~q;ll['"~~~\l~~ n~~tJlun~l\l~q;llL"~~d€J\l
q q 'lJ q q 

~\l~lb[,~~n~~~l~fllb"~~~l~~ ~lu~';n~~1€J~lUnlWl\llU ~Ul1 n~~~b~ff~fll['"~~~\l~~
q q q 'IJ q 

I I I I 

n~~tJlun~l\l~q;llb"~~ d€J\l~\l~l [,[,~~n~~!iil~fll['~~~ !iil~~<ill~~1~U~Ul1 
q q q 

~l'VITI.mld~n€JUd~ ~~'YI~m~\l~U ~€J~~nldtl~U~\llUU~nld [,[,~~ nld~n€JUd~ 

~~'YI~m~\l~U ~€J~lU~11~1['b~~Yfffu~~['['~~~11~~1~ldbllunl~~nld[,6j'funu ff1u~11~.nn~ 
'IJ 

6fJ€J\l~Un\llUn~~~b~ff ~~'YIfi~~'YI1\l<ilJ\l['~\!U1n~€Je-mnldtJ~U~\llUU~nld['['~~~11~.nn~ 

~~'YIm~'YI1\l<ild\l['~\lU1n~€J~11~1['[,~~ffU~~ lU6fJru~~ ~11~~1~ldbllunld~~nld~~'YI~~ 
'lJ 

~€Je-.J~nldtJ~U~\llUU~nld['['~~ ~11~~1~ldbllunld~~nld~~'YIfi~~~€J~11~i[,[,~~Yfffu~~~ 
['['~"W~B'YIfi~~~€J~11~~1€J~lUnld~l\llU €J~l\lldn~ ~11~1[,[,~~Yfffu~~~ l~~~'YI~~~€J 

• 'IJ 

~~nldtJ~U~\llUU~nld['['~~B'YIfi~~~€J~11~~1€J~lUnld~l\llU['b~~~~'YIfi~~~€Jnldvll\llU 
dJU.yj~ff1U~11:J,J~1€J~lUnldVll\llU"W~~'YIm~~€J e-.J~nldtl~U~\llUU~nld[,[,~~nlWl\llu[,1JU.yj:J,J 
~~'YIm~~€J~~nldtJ~U~\!lUU~nld 

7.1.4 t1'<\)-.tr~~~~'YIfi~~ ~€J~~nldtJ~U~\llUU~nld6fJ€J\l~Un\llu~€JU~UUu 
b~~€l\liJUu'11tJff~11~[,1iU['~fflunldumld 6fJ€J\l~Un\llU 3 n~~ l~['brin~:J,J~['~ff tJlun~l\l [,[,~~

'IJ q q 

, ., 
n~~<ill 

q 

'<\)In ~~nld~njj-l~Ul1€Jl ~\llU l~~~'YIfi~~Cil€J ~~nldtJ f1U~\llUU~nld~€J'YInn~~ 
q ~ q q 

€I ~l\l~U~ ~l f)qJ'YI1\l~ii ~ [,[,~ ~~ B'YIfi~m ~\l e-.Jn ~U'YI1 \l <ild\lCil€J ~~nldtJiJu~\llUU~nld6fJ €I\! 

WUn\llU~€Ju~UUU['~~€J\l1JU U~ nlWU1'Y1 ~ ~ln~ (:J,J'VI1~U) ['bCil€Jl ml~~'YI~~'YI1\l<ild\l 
q 

Cil€Jn~~tJlun~l\l~ln~~~6fJ€J\l~\l 3 n~:J,J ~~Yf€JU11 WUn\llU~~m~\llU:J,Jln'VI~mX€J~tJ~~~ 
q q q q 

~€JnldtJ~U~\llUU~nld ~\ll~~€J~~~€J\l <ill~'YI~jj-~~11tl'<\)-.tr~ff1UU~ ~~ b1JU~1vllU1~ 
. q 

http:ill~'YI~jj-~~11tl'<\)-.tr
http:YIfi~~'YI1\l<ilJ\l['~\!U1n~�Je-mnldtJ~U~\llUU~nld['['~~~11~.nn
http:ff1u~11~.nn


~b]~n11aJLi11VlaJ1tJ 1~tJ1~11 tf"il~tJ~dU1JflfI~lh~n€l'lJ~l1tJ tf"il~tJ'Yl1~~dJl1~ lr:wl m~ m~~lU 
l.~fI Lb~~Jl1d~b"il~ru~ufi dju~u ~dU'lJfI~n6fl€l~~i{n~lU!jB'Yln~~'Yl1~~1~ L~~'lJdn<ii€lt-J~ 

~ q q 

nl'llin1J~~lU'lJ~n11 ~~ 3 n~aJ1~m~~1~n~aJ~1!jB'V1~~'Yl1~~1~aJ1n~~~ ~dUn~aJ~b~~ ~ q q q q 

LL~~n~aJlhun~1~!jB'Yln~~'Yl1~~1~I.Yl1nu ~~l.b~~~11nl1~~i{n~TU~€lU~'lJ'lJUl.fI~€l~iht
q 

~€l\l!j~ru~aJ1J~<iil~ ~ mfh6fiu n11~1~<iimd~ll'Unl'rvil\ll'U n11~fldlaJ~~€laJ bb~~bl.~~~€l€ln 
~~fldlaJn1~~€l~€l~'UI.~aJ1"ill~'lJ~n11 !jfldlaJ1d~l.jd<ii€ln11~'U€l~<iim~1~~~11~~€l~I.~tJd1J'U

'l.I 

l'Un11Yi1\l1'U 1daJ~~nl11.€l11"ill~~I.I.~m~~~11 1.1.~~fldlaJ~laJ11t11'Un11fld'lJflaJ€lllaJrn 
'l.I 'l.I q 

;:::I !/.I_ I 

~'Vl'Ulnl8l'Yl1'Y11\lLI.~~n11I.b~~~€l€ln 

~~d nl1~~i{n~1'U~€l'U~'lJ'lJ'Ul.fI~€l\l1J'U~€l~'lJ~M'Ylnll1J'U1'Yl tJ~ln~ !j flru~aJ1J~ 
q 

~\ln~ld m"ildj'Ub~1l~l.nru~n11~'I1b~€ln~i{n~1'U~€l'UW!jfld1aJb1faJ~d'l1 bb~~~1€lnl~~'I1b~€ln 

lr:'lJ fI~ln~!jflruJl1~ "illn~lUd'U~!j tiI.~lWnl1~'11 b~€lnaJln I.b<ii vJ1'Un11~'I1b~€ln~1'Ud'UU€l~ 
q q 'l.I 

I 

bb~~bU'Ub~fI'Vl~~aJ1nn11b~fI~ltJ bU€l~"il1nb~~'Vl~~!jfldlaJ~~YhlU~1'Ufld1aJ~d~~laJ~l.b~ 

11Hl~~'Ub€l~1'lft~~~~dUb~ €l'lJ fI~nJl1~~~ 1daJ~~'lJ~M'Yl!j'U1~'lJ1 tJ n11~n€l'lJ1aJ'Vl ~n~~1 
'IJ q 'l.I 

~Ujij1'U~~aJ1 ~1~1'U~~ VI ~~"illnnl1~n€l'lJ1aJ~i{n~1'U~€l'U~'lJ1~~'lJ ~ll.b'U~tt1b~€l~nl1bbwi~n1 ~ dI odl 'l.I 

rnmaJll8l'Yl "il1m~€l'U~daJ\llU bb~~en~n11~n€l'lJ1aJ I'll~~en~n11~n€l'lJ1aJ bU'U~'Ubl.'lJ'lJ (role
'l.I 'l.I 

I I 
!/.I v (;:::I v ( ;:::I I .:I • 

model) r{€l~fI~€l~n'lJb'VWJn11ru'Yl~n~'U1J (Affective Events Theory) 'Y1n~ldt1~nl1n1~'Y11 

n11'lJ~nl1~i{n~1'U~~laJl1t1f1d'lJ flaJ €l11aJru1~~~ fldl aJ€l'l1'Yl'U1'Un111~'lJ~nl1~n 1l11~~ 
q 'l.I 

I.b~~"il1nn11~n~16fl€l~ bb'lJ~ & 'W~ bl.~~I.~'U & fll.tJ€l~ ~11m1aJrn!j~du~1fi'rul'Uh1~'lJd'U 
'l.I ~ 

n11~'I1~'U1"il1'Un11'lJ~nl1bl.~~€lll;}.,lrn~fld1aJt-Jn~w~i€l~1'U (emotion commitment)
'l.I 

,i:jfldlaJl.~€laJ1~~wimI.1\l"il\l1"il~~ l'U~d'Ufld1aJ~~n (moods) b~mn'l1~'ULb~d!j6fid~1~~~1.d~1'U1'U
'IJ 'l.I 'l.I 

~~m"iln~ld1~111JfI~n6fl€l~~i{n~1'U~€l'U~'lJ'lJ'Ul.fI~€l~1J'U bU'Ul1d1"il~1~qJ6fI€l\ln11l~'lJ~nl1 
6fI €l~r{l tJnll1J'U ~i{n~l'U~€leu~'lJ'lJ'Ul.fI~€l~1J'Ubr{~€l'Unl1I.U'UWId 1.1.'Yl'U6fI€l\l'lJ~M'Yl"1 n 11!jf)dlaJ 

Jln~bU'U~b]~n11aJ~~€l\lbb~~~€l€lnl'Ufld1;}.,l~n~'UhJll1t1'U1~~wi€l€l~~m1 tJni1€l~-m~l~€lb~~\l 
6fI€l~~i{n~1'Ubb<ii~~fI'U ij"il~~~d~~~flaJ ~€l~~i(n~l'U~€l'U~'lJ'lJ'Ubfl~€l~1J'U !jt-J~wi€l fld1aJJln~ 
U€l ~n11'lJ 

q 
fI~n n~ld~em1~~i(n\l1'U~€l'UW'lJ'Ubfl~€l~1J'U !jll~1~~~mcW ~~ !jtJ1~~'lJn11rn 

1'UmlYil~1'U nl1~mtJ~1'U 1daJ~~1~~'lJnl1~n~1~ln~l.~tJ~n'U fld1aJJln~<ii€l€l~~n11~~'W!j
q 

fldlaJbb~nwi1~n'UaJln I.U'U1tJ~laJ~aJ;}.,I~~1'U~m~tJ1~~~11' 
odl 'l.I 



21 

'odlnnl'~~m~1'V'nrJ1 n1~~nB1J~:hl 5:jB'Yl~~ ~m,mn1WDU~.J1'U1J~nl1'Vf.J 3 n~:hl 

t~ Un~:hl ~ b~fl5:jB'YlTI'V'l~ b~.J ~1J j;h'Un ~ :hl~l5:jB 'YlTI'V'l ~ I, ~.J1J1n:hl1 nnl1n~:hlth'Un ~1.J
q q q 

bb(;i~.J1~b~'Ul1nl~tlnB1J~:hl (training) 6ijB.J'V'lUn.Jl'U~B'U:ru1J'Ubf)~B.Jii'U1Ji~nl'nJ'UL'Yl u-O;;ln~ 
(:hlVn6Jl'U) I,tJ'U~"~1I,tJ'U~'YJnf)W~~cJfB.Jl,i1:runl~~nB1J~:hl~1'U~'U3l'Unlw~nl~'UVlVl~~:runl~ 
1J~~~ bb~.J~.J1'U:hll <?l~31'Ub~~nn'U bb~:::'i\I~cJfB.J I, ~l~1Jnl~tlnB1J~:hl~l'U1J~n l~b~:hl b~:hl<?l~B~ 
~~u~b1m~1~1J~n1~ef[~U(;il~<?l1:hlVl~n(;i<?l~~ri1'VI'U~ 'i\llnnl~~m~lf)~.Jd 'W1Jl1 ~~U~b1~l 

'lJ 'lJ 

l'UmdB1J~:hl iJ~5:jf)11a-1 bb<?ln~l.Jn'U:hlln ~.J~'UI,~B1~~~nl~UDu~.Jl'U1J~nl~~:hlln ~.J~'U 
'UBn'i\llnnl~tlneJ'lJd:hl~1'Uf)11:hlU~B~ii'UI,b~1 f)1~b~:hlnl~tlnB1J~:hll~f)~B'lJf)~:hll'U'Yln~~:hlln

q q 

~.J~'ij f)1~5:jnl"jft.J bm:hlnl~~n~l~5:jf)ruJll'V'l vill~'V'lUn.Jl'U5:jf)11:hl~f)11:hlbill'i\11'U.Jl'U'lJ~nl~ 
q 'lJ 

l'U'Yln~l'U b'V'l~l~~:::~1Jnl~~n~l5:j~~~Bnl~~1J~nl~~<NJ'Ul~U~<?l'UbB.J ~1uvill~:hlu~~5:j
q 'lJ 'lJ r<f 

f)11:J.J.JBn~1:hl'Yll.J(;i~DqJqJl bb~~~~5:j~~~'lJnl~~n~l~.J(;il :hll~t1 bb!;11.J 'VI 1f)11:hli i m~~~11(;il~ 
bbVl~.J1h~tU6JlUt~:hllnnl1 ~~5:j~~~'lJnl~~n~1~lnl1 !;1B~f)~B.Jn1J bb'U1~~6ijB.J bb~:hlWB~ ~11 

'lJ 

II nld~nB1J~:hl~ ~ ~1J~Vll~f)1~(;i~1.J1J~~Ulnlfll~'V'lun.Jl'Ub n ~f)11:hl cJfB.Jn1~~'i\I~ b~U'U~bl,~:::
'lJ 'lJ 

!;1U'lJ!;1'ij'U
q 
1~bnrlnl~L~U'U1B ~1.J b~:hlril~.J 'Yl~'V'l Ulnd:hl'U~~

q"1d
btJ'UD'i\I%U~l~n 11,1,'V1.Jf)ruJll'W6ijB.J

'lJ q 

m~m~l'U~~U~~1111'i\l~vi1l~B.J;;nlW~~!;1'lJf)11:hl~1 b1'i\1Vl~B~:hlb'VI~11,~U.J1~ 5:j1J~ ~1'U1'U:hlln 
'V'lmm:hl~'i\I~!;1~1.Jn~~1J1'Unldl~dj'UB~;;nl~~~~1Jb'Ylf)1'U1~~ (state of the art) 'i\I~b1J'U 
U~~1u6Jl~I,I,~~r"fnurn'V'l bbfiB.J;;nl~ ~f)mndVi~~:runl~~~b~Bmb~~tlnB'lJ~:hlB ~1.J~ .. 

~.J~'Unl~tlnB'lJ~:hl 5:j~~~Bnl~UDu~~l'U1J~nl~ B~l'U~:::~1J~.J~.J!;1B~f)~B.Jn1J 
• 21 

m~~n~l6ijm 'V'l€J!;1 Vln~11~.Jm~~1:hlf)11:hlm:hll~ (combinative capability) 6ijB.J!;11UmW'UU'U 

!;11:hl1~ bU~U'U@l~l~nl~iJ'UL~B~1.J~1~b 11 t~U 1 i r"fn Unl'V'l'i\ll nnl~!;111.J!;1~~~'i\lln!;1~DqJqJl 
f)11:J.J I,Q~U1Q~1~~5:j f)ruJll'W 'i\llnf)11:hl'V'l1B:hl6ijB.J'V'lUn.Jl 'U1'Unl~~1f)11 :hl~'i\llnnl~tJnB1J~:hl 

q 'lJ 

vill~'V'lun~1~q>j11:hl:rutJ~6JlB1Jbb~~UDU~.Jl'U 

'i\lln~~nl~1%U'V'l'lJl1 ~l'Um~l.Jl'U lh~nB'lJ~1U 5 ~1'U 
21 

1) f)11:hl!;11:hll~b11'Unl~%~nl~5:jB'Yl~~~B~~nlWDU~.Jl'U1J~nl~b'VI~B'Un'Uv1.J 3 n~:hl 

t~UbQ'V'll~n~:hl~b~fI 5:jB'Ylfi'V'l~'V11.J<?l~.J!;1~(;i~ ft1'Un~:hl~15:jB'Yl~~~1(;i~ t~un~:hl~lBu1'U~~~'lJ 
q 'lJq q q q 'I! 

f1B'U~1.J~lU~:::5:jf)11:hlbb<?ln~1~'i\llnn~:hl~I,~fI:hlln I,b(;i~.Jl1f)11:hlm:hll~b11'Unl~%~n1~.Jl'U'lJ~nl~ 
6ijB~'V'lun.Jl'U~B'U~'lJ1J'U I, f)~B.JiJ'U~B\l!;11:hll ~b1 <?l B1J!;1'UB\l~n fll L~B~1.Jv1'Url1\lVl bL~~(;i1 :hll~b1 

http:i\llnnl~~m~lf)~.Jd
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bUlbl1ru~ll'U~lu1Jimdbuub~f)~~~f)~~~~UlCiJf)~1~b~~~1U nld~f)1J~U€l~ ~d1~b~1bb~::;~€l~md
QI 

l~W~l~€lUi.nn~un~lU ~l~~ €lm~d~ lvfYf~U::;1l ~ln~un~1~~1l~~1~ldm~tJ~~€llu 
mdGl~~UlCiJ~€l~U€lnndf)1J~mJ~~1J~l~ldtl'C\)::;btJ~tJU~n~TCiJlnVi~~€lliJl~n~1Jn~ltJ~~ldJu 

~ ~ 

~n~l~~~~€ll'C\)lJr b~dl::;nldlV11Jinld~~~Un~lU~1d~'C\)::;~~~Ul'C\)bb~::;bbfll~l1ru~llV1n1J
~ QI 

~~tJ~ld'Vlnl.~tJ1UUlJr€l~l~s:ltJd::;~'Vlfi[n~~~R~ l:IJ~€l~d€ll~~1JiVlldbiJu~~~~ul'C\)b~dl::;
~ q ~ q ~ 'l! 

nld1Jinld~~~U€l~n1Je-mnldtJ~iJ~~lWllf)~~Un~lU bb~::;~itl~Vl~n~~l~qJVlrt~~€l~~Un~lU 
~e),UW1JUb~~€l~UU~€l mdlV1~1l~~1tJbVl~€lGl~~U1'C\)bb~::;bb1111qJVll<?il~~ l~bbrl~~tJRld ml1b~ 
md~lil~€l~b~tJ1UU nl~~1~b~tJ1UU nldb~1JlhtJ1~tJ1:l'C\)'C\)iJuYfu~1u biJU~U l~tJ'Wun~lu~€l~ 

q 

s:l~11~d€l1J.n'U,'VlnJllu ~~l,b<?inll1J~~~m1Jl~ ~1l~~b~tJ1n1J~tllU~yJ€l~b~tJ1 ~~tJ1IQJJUiidd~
'l! q ...s ~ 

~mbb<?i~::;tJd::;b'Vl~ bVl<?Jnldrul1'C\)~iJu ~~€l~'C\)Ul~d~nld<?il~~ ~€l~1J~ bb~::;~~l~qJ~Un~lU 
~BUW1JUb~~€l~UU~€l~vilVlitl~tJd::;'?il~~~UTI lV1ml1Jiiffil,b~::;lh::;I,'Vl~l'VltJ lunldbbR~~lV1'?i11 

<?il~'?il~~11~nb~u~~~ru~1~€l~~d~nl'VltJ ~~€l~'C\)u.nl~~'C\)U~~~B~~Ul'VltJ ~~~ bbU1~~
q 

~~un~lU~€lU~1J1JUb~~€l~UU 'Vln f)U~€l~s:lVl itl~tJ niJ~~lU ~ f) e.J1~ tJRld 1,1lu1J f) f)~
q 'lNJ ~ q 

th~qJVl~lm~~Vl~~ 'C\)::;~€l~tJ~iJ~-J1U1VI~1~ tJRld'W f)1'C\)~~~ bb~::;bn~f)11~tJd::;Yf1J1'C\) b~€ln~1J~l 
li1Jinld~€l\l1Ji~'Vl~5n €l~l\lldn~ d::;~1J~1l~Rl~ldtllunld1JiVlld~€l~lud::;~1J~1

'l! 

m'C\)bllub~dl::;1l ~l~nld~n€l1Jd~bm::;Yfm.f::;J\lunlwiVlld bb~::;s:lvhVlitl\llUtJd::;~lb~ tJ1UU 

(purser) ~lu::;vbVlitl\llUf)€l tJ ~ bb~ ~11~ b~ tJ1J~€l tJ b~ tJ1n1J nld1Jinld cn~ tJRld bb~::;...s 'l! ~ 

~~~mdtJd::;~~lb~tJ1UU (in flight manager) Vli€l (IM) ~lu::;~~~nldf)€ltJ~bb~~1l~b1tJ1J~€ltJ
'l! ...s 'l! 'l! 

b~tJ1n1Jnld1Jinld tJd::;~lYlm~tJ1UU€l~bb~1 
q 'II 

2) 'C\)lne.J~nldl~tJ~1J1l f)1l~fln~~€l~~Un~lU ~€l\ln~~~b~~ tJ1Un~1\l bb~::;n~~~l
q q 

bb61::;s:l~'Vl fi~~'Vll\l ~d\l b~\l1J1 n <?i€l e.J~n1 dtJ ~iJ~~lu1Jinld 1~ tJn~~tJlun ~l~s:l ~'Vl fi~ ~ 

'Vll~~d~~ln~R~ l~tJ~-J 3 n~~€ltJ1ud::;~1J~€lU~1\l~1 R::;Yf€lU~~~~~~ltJ1JiVlld~€l\l1Jiiffi~
q q 'II 

~B~d::;~~d::;1\1 bllU€l ~l-J~ln 1~ tJ~€l\l:W\I bitunld~mj-l~€lb~tJ~ bb~ ::;'Vl1'W ~~U~€l\l1Jiiffi '1 bb~::;
q 

nld~U1JR~un'C\)nld~€l~1Jiiffi~ lUd::;Vl11~1.l~iJ~Vlitl~ f)11~fln~~€l~~Un~lU~€l~~Un~lU 
bllU~\lU\l;~~ f)1l ~~l~qJ bb~::;~b]~ndd~~€l~~un-J1U1Ub~€l\l~ru[ll'W~€l\l\llU 1UnldG1~l\l 
U1~nTI~lVl:W ~ ~s:l~'Vl~~<?i€lmd1Jinld f)1l~fln~bb~::;~1l~~n~U~€l\l~Un~lu<?i€l€l\lflnld 

, ~ 

G1B ~f) ~€l\ln1Jnld~m~l~€l~ b'?iU Vi1l f)11~fIn~ bllue.J~~€l\l~1l~~~~'U,TI1JU~US1U 



I 

.szJel~Vl~l~el~~1J':}:::nel'lJb~ufhit~~ (values) f'I';n~l1dl~L'OJ (trust) f'ldl~~~]dd~ (fairness)
q 

f , 

"" OJ ff f "" OJ ;:1;:1 V ;:I OJ I ({

bb{;1~fldl~6j1el~~ f:J (in tegri ty) n{;11df'lel'Y'lUn~lU'YI ~f'ldl~.nn~ bb{;1~f'ldl:J,J e.J n'Y'lU~ elel~ f'lnld'OJ:::nel 
'IJ 

1Jd~l~~u~~~~lVfel~~nld f'llli~~U~csnel~'Y'li(n~lU~~e.J{;1<Q]ele.J{;1nld1Jf1U~~lU'lJ1nld~~'OJ~nel
'IJ q q ~ 

1Jdd~~tflVfel~~nld~~~~~~btJul1J~l:J,J~l:J,J4rm~Uelcsnel~ b~md~ (Ferenc, 2006) bb{;1~
'IJ q 

~l:J,JLbUd~~csnel~ L'OJUlfn~ilu 1Jd~]lU~l~nlduun~:J,J Scandinavian Airlines System (SAS) 

~ilVfb~U11 f'ldl:J,Jiln~ (loyalty) csnel~'Y'li(n~lUbtJUdlnjlwnel~nl~<UJUlel~~nld~f'ldl:J,JltJUb~f1 
lunl-n.nnld 

3) 'OJlne.J~nld1~~'Y'l'lJ11 f'ldl:J,Jibb{;1~Yff1U~f'I~ 1~~8'Y1~'Y'l{;1<Q]el e.J{;1nld1JDu~~lU 
'lJ1nl)"<Q] eln~:J,J~h~f1 1J1Un{;11~ bb{;1~~l 1~ ~Jn~:J,J~1~8'Y1R'Y'l {;1 'V11~~d~:J,Jln~~~ ~~YfelU~~ 

q q q 

f'ldld-Ji~ld-Jd-Jl~dl"lULunld1JDuqj~luu'iim~b~~dUU (route specialties) .szJel~'Y'li(n~lu 
o 

cilelU~UlJUbf'l~eNUU 'OJlnnld~n'rnbtJunld~U~U11'Y'li(n~IUcilelu~LJ~f'ldl:J,Jdel'lJ'~'iiel~lU
'IJ 

lUVlUl~bb{;1~~~dl:J,J1~dl1J~~:J,J~ufin'lJ~lUel~il~'iielbrtel~bb{;1~YfubVl~nldm dd:J,J~~f'ldl:J,J1
'IJ q 'IJ 

LU~l:J,JqnbaUbb{;1~f'ldl~i~l:J,J~l~djlulunlwDuqj~lULb'ii{;1~b~~dUU ~el~f'I~el~n'lJnld~n'jj-lcsnel~ 
1'lJ m1~ b~~UL1JeldnLL{;1~le1{;1~LnU ~n~lT~l" f'lru.nl'Y'l61J€l~Yii(n~lU'lJ~nld~~'OJ~~el~~'f1f1Uf'lqj

q 

~~'iiel~~~~ld 'OJ~ciIel~~11~f'ldl:J,J1Jd~'f1'lJL'OJ~~LL'iiL~:J,J~U f'ldl~~lUnLU~lUf'ldl:J,J1J{;1el~il~ 
LuVfeJ~l~~mdLb{;1tJIDJf)uqjnldndm%mau ~~LL~1uVfel~'lJddm~~W'JULf'I~el~UUd~11~ nelUUU ~ q q 

o s­
o A OJ "" A ~ "" V ({ !l.t OJ " A ff 

d~Vldl~lJU Vl{;1~'OJlnbf'ldel~'lJUbl~'Y'lUdUbd~" Lb~~~el~f'I{;1eJ~n'lJf'ldl:J,JLVlUcsnel~ dUb~eldb~~ bL{;1::: 
I , 

LL:J,JllLbU'Y'l Yl11 nld~<UJUlnld'lJ~nld€l~~lVlndd:J,JnldUULtJund~'lJdUnldYi~f'ldl~~'lJ~elU
q 

nldmnldmVl11lJULf'I~el~UUbL{;1~nldLVf'lJ1nld~~~~ld'lJUbf'l~el~UU~~~el~l~'V1~YimndLL{;1~
'IJ 

f'ldld-J.n~~L%'Y'll:::~:J,Jl~nLUYl:J,J~lUcilel~~~~ddblU~~1:J,Jldbl~11~f'ldl~1~L1J~~lJnldLL~~~U
'IJ 

csnel~nd~'lJdUnldmnld~~f'ldl:J,J~'lJ~elUl~el ~l~~1Jd~~'YI~e.J{;1 
4) 'OJlne.J{;1nlTI~~'Y'l'lJ11 nlTI11~lULtJuYi:J,J ~8'Y1~{;1<Q]m..mnlWDU~~lU'lJ~nldn~:J,J 

~L~f1LL{;1~1J1Un{;11~Lb{;1~n~:J,J~1 LUd~cii''lJ'')elU'~h~~~ LL{;1~~~ 3 n~:J,J~8'V1~'Y'l{;1'Y11~~d~b'Vhnu
q 'IJ q 

'Y'l'lJ11'Y'li(n~lUcileluW'lJULf'I~el~U~f'ldl~~d:J,J5:jelLUnlTI11~lU ~el~f'I~el~n'lJf'ldl~~~L~U"nel~ ~~ 
~~-lLUUf'ldl:J,J~l b~'OJ61Jel~~lU~Un'lJnlTI11~lUbtJuYi~ f'ldl:J,J~d:J,J5:jellun~:J,J'n~~~nlWd~~lU~lU

q q 

n'lJVltid~~lU~L~~d4r€l~~~'OJ~lLVf{;1~~U~elULUnlWDuqj~lUbrn:J,J~ll~'lJddmnlf1~~uniTI11~lu 
~ll~f'ldl:J,J.w~'Y'lelL'OJm~~md LL{;1~1~w'lJ1nl~~ nlTI11~lULtJuYi~r111Vfdl~f'ldl:J,Jnd~~el~elTIt

'IJ 



lunll~~~f)~d~b"v1~f)l~oVrJl~b~m,t~i(n~l'U b~f)lVfbcU'U~l'uu\tbYi~bb~~.nl~~m~rn~f)-:]f)~vf1nll 
ld~~~~~l~~dl~bb<iln~l~~f)-:]n~~l'Uf)~vf1nlllVfbn~~dl~bb<iln~l~'Y1l1Vfdl~~dl~l~bu~~1Jlu

q 

nllbb~~~'U b~ll~nllbb~~~'Ul~"v11l~TIlnQJnlliJ'U~Uf) ~n1Jnll~~l ~nlliJ'U1~1Vf1J~nll 
q ~ 

~~~m.nl~b'VIUf)n1l~l~nlliJ'U~u~ ~dJ'U~bb~~ t~~b~~l~Y1l~~l'U~ru.nl~nll1J~nll~f)~ 
~i(n~l'UGlf)'U11J1J'Ub~4f)~iJu nlllVf1J~nll~~bb~~~~m.nl~lubb~~~b~ ~diJ'U~'U~'Uf)~n1J

q ~ 

nlTI1l~l'Ub1j'UYi~ 'O,)~b~'U1~1l nll'Y1l~l'Ub1j'UYi~~f)~~i(n~l'U~f)'U-TIJ1J'Ub~4f)~iJ'U~S1 e.J~~f)nll 
unU~~l'U1J~nll f)~~'Ul~~1J~-:]~f)~~~f)~n1Jbb'Ud~~~f)~ tm~u ~~lVfb~u1lYi~~l'U'Y1l1Vf~dl~'!oJ ~ ~ 

" ,
.,!iv(~ , iI <!Iv v ~ A <!I A ~~ 

~f)~<il~ ~nllrn~Y1f)~~f)~~~~n'Ubb~~nu ~nllf)TI1Jl~n~n'O,)nll~~f)~1J~~~ "v1~nb~~~ 
~ q 

nld1'O,)lm"v1~e:lnllb~f)nu5u~ S1nlllVfll~1~bb~~nll~f)~-TIJ~d~~dl~'O,)~~1'0,) bb~~S1'O,)llm1Jllru 

luml'Yll~l'U b1jUGlU 

5) 'OJlne.J~nl11~~~1J1l ~dl~~~f)~l'UnldVil~lu "GJS1BY1ITw~~f) e.J~nlw5JJ~-:]lU 

1J1nll~l"v111Jn~~ ~ b~flbb~~Ul'Un~l~ bb~S1BY1IT~~~f)n~~~-1 bb~~~BY1IT~~Y1l~<ill~~ln~~~ 
q q q 

'O,)~b~'Ul~1l ~i(n-:]lUGlf)U-TIJ1JUb~4f)~1J'Un~~~lGlf)~~~dl~~~f)~~lunl~.nl~ (physical fit­

ness) ld~~~Vfnw.:; (skill) l'Unll'Yll~l'Ubb~~nll~f)~ll (communication) *~~f)~~~f)~n1JbB1J~ 
(Eby, 1999) ~lVfVfflu~1l~dl~~~f)~l'UnlwDJJ~-:]lubb~~~dl~~~~f)1'0,)lu~luS1e.J~b~~1Jdn~f) 
~dl~e.Jn~'U~e:)f)-:]vf1nld~f)~~i(n~l'U 'O,)lnnl11~m~~ul~~mffii(1J~'U'Ul'Ui:l'O,)~~ ~dl~~~~UIT 

~ q 

~-:]n~ld t~d bb~~~ru~ ~1J1l~dl~~~f)~l'Unll'Yll-:]lubb~~~dl~~~~f)1'0,)lu~lu~f)~~i(n-:]lu~l~ 

f)JlUl~~1J~~6i~e.J~lVf~dl~e.Jn~'U~f)f)~vf1nllf)~~'Ul~~1J~-:]b~'Unu
~ ~ ~ ~ ~ 

f)~vf11h~nf)1J~l~rut-blu~~dl~b1j'Ub~fllunll1J~nllS1 2 ~l'U ~l'Ubbln~f)n~~Y1IT
'" ~ q 

~-:]b~~~dJ~ bcU'U~n~l ~lU~~f)-:]~f)~dl~~~f)~lunll'Yll~l'UlunlllVf1J~nll 'O,)~~l~ru~~f)~'Y1l
q qJ q QI 

lVfb~ub1j'UWTIll~~f)'Y1lf)~l-:]111Vf~n~ln~1J~ll~1J~nll~ln~'U *~"v1~n~dl~'O,)~-:]~'Uf)~n1Je.J~
~ ~ ~ 

nmrnl~l'Ub~~ml~bb~bbTn~rn~bwme.Jn~~~~dl~~f)1'0,)lVf~n~ln~1J~liBrrn-€ln'!oJ~ ~ ~ 

~-:]~l~ru~f)Glf)-:]lVf~dl~~l~ru~l'Unll1J~nllJll ~1ubbfl~i(n~l'U~f)~1J~nf)'U~'O,)~ul~~1J~dl~
QI '" 

~l b;'O,)~f)-:]~n~lJll ~'Uf)n~d ~i1'O,)~~'O,)~1'0,) bb~~1ITnll~Ub~ f)1Vf~~dl~~l~ru b"v1Uf)~dl~Glf)~nld
~ ~ QI 

~f)-:]~n~l ~ln~u ~d ~nlllVfnllNnf)1Jl~1Vfbbfl~i(n-:]l'U~lUb'Vl~it~ b~f)'Y1l~l'U~f)~<ilU *-:] 
~ 

bmb"v1~l~UGlf)~b~ll'O,)f)~l-:]~n*-:]~f)-:]1~'UTIll~~lU~n~l bb~~Glf)~~nll~~~f)f)~l~~f)brtf)-:]
~ 

nll~l~1J~ll*-:]Glf)~~d~b"v1~f)~i(1J~uu'O,)~l'O,)bb~~S1G4du~d~lunll~~~u1'0,) mYib~u nlllVfll~1~ 
q ~ 

http:i(n-:]lUGlf)U-TIJ1JUb~4f)~1J'Un~~~lGlf)~~~dl~~~f)~~lunl~.nl
http:nlllVf1J~nll~~bb~~~~m.nl
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I 1I IV I 

I,l,ri~iiv.J~nldtl5tf~~lU.yj~ t1~" n11~f)m1flltJ1Uf)~~n11 (Internal Mass Communication) 

dJ'U1ID11~'<\J~1,~1t1~~1'U1'U<V\fUn~1'Ucl1ulVl~1'U1,~f)~~mJ~~11~111,1,~~\'D'Un11~i(iJ~'t'Unlw~n11 
1,1.~~I.D'U'Yn~lVl:J.J1un11~.n~fl11~.w~Y4f)1'<\J1~\,l,ri~nfh 

~ 

~~~~ fl11 ~Y41f)~1'UnlTYh~l'U~~ I,D'UVl ~nn11~~n11~i1tJ1VldJ~UtJ~tb~ll~niJ 
il1n'<\JiJ~n111,~el1~Y4i(n~1'U cl1'UVlib~1~11t:1~'<\J~~~~u1'<\Jbbni..sni1f1IVlllVfnjJ~n~11~'Ut1'U.yjq .~ ~ 

iifl11~Y41f)~1~n111~iJ~n11btJun~1n~cl~l,m~u~~~i(iJ~u'U1'Un11~~~'U1'<\J1Vfdl~1.h~ltJ~u
q 

~~~~\,I,ri~n~l bl,~~f)~~n11 .n111,(il~tJ~fl11~Y41f)~rif)'UtJ ntf~nl':ru'U ~f)lfl11f1'U~tJ ntf~n11 
'IJ q 'IJ 'l.c.J 'IJ 'l.c.J 

'Yhmnlflt.Jl'U1;1111ruJ1~ I,~U1~~~I,'<\Jwhvn~iJi·~'Yl n11ii'U1'YltJ'1 b'UU\'~f)~fl11~tJ~f)~ii'tJ
q 'lJ 

f)th~~~fJ~ bbf1~iin111,(il~tJ~fl11~Y41f)~.snf)~'V'li(n~1'Urif)'UtJ5JJ~n11ii'UI,~f)nl11~jJ~nl1 
f)th~iitJ1~~'Ylfi.nl'V'l1~tJ'V'li(n~1'U~f)'UWjJ'U\'fI~f)~ii'U'QJ~Wlf)~~1t1~~fI'U~~m1f) (Crew Center)

~ 'lJ 

f)th~Uf)tJ 2 ~1"G.J~ rif)Un~l Departure Time .snf)~\,~tJ1ii'U\'~f)~T~~nl1~dtl~f)~~ (briefing)
q 'IJ 


I l.- l.­

dl~.nnjJtJDtf~nl1n1ruqm.au (emergency) ~'U(ilf)'Unl1jJ~nl1 11~'r1\l11tJ~~\,~tJ~!ih~~ 
I t 2.1 J 

.yj\'ntl1~f)~ 11:J.JY1\liinl1nlVl'U~VlUl.yjnldtlDtf~~1'Uf)~1~~~\''<\J'U 

l'Ucl1u~ m~tJutl\lnl1\'~um\'~f)f)mDU 2 cl1'U 1~uri ~m~'Umb~~1'Uv.J~n111~tJ 
'IJ 


111 111 ""'IJ 


b\'~~.snf) \'~Uf)\'b~~1'Unl11'<\JtJ 

II II ... <&1 

8.111ilLi\l,ilLLU=~1\1,Nitfl1"'JQlJ 

iJ'-llirlmw'U1'YltJ~ln~ (~Vll~) Wlf)\ld~~~'UlflMl'V'lbb~~1~~'Ylfifll'V'lfl1iJfin'U1tJ 
q 'lJ 

\'~f)1~~1~11m\'~~~Ubb~~~1~11t:1f)~1f)~1~ 1~tJb%Y41~f)~1~ri~tJ1~\'~'U~\l~f)1tJ~ 1) ~ltm11 
'lJ 

tJ5tf~~lU nld"1~iJ~nl1f)IVll1.snf)\l'V'li(n~lUWlf)U~iJjJ'U\'fI~f)\lii'U n~~~1~\lbD'Unl1jJ~nl1 
iI I I 

Vl~n(il~f)~b~U'Yl1~ii'U~~I.b~b~~f)f)nb~'U'Yll~'<\JUt1~tJ~ltJ'Yll\l iifil\,%~tJ.snf)~fI~b\'UUv-J~nldtll~~u 

~ld.nn 2) ~1'U\'~1~n'<\J.snf)~n~~'V'li(n~1'UWlf)'U~iJjJ'Ubfl~f)\liiul~m%'V'l1~11tJ1~.snf)~'V'li(n~1'U 
n~~~b~flniJn~~~liifl11~U(iln~1~ntlJ.Jln 3) ~lUn11~nf)iJ1~'V'lu;h1aJii~'Ylfi'w~'Yll~(il1\l~f)

q q 

'V'li(n\llUn~~~ b~~ f)1'<\Jb~f)~'<\Jlnn111~fl1~~nf)iJ1~iif)111~Uf)tJ ~~~1~tJ'<\J~.snm~um\'u~ 
q '!J 'lJ q 'lJ 

l~t1l.b1j~btJu 3 d"~tJ~ ~~~f)1tJd 

http:dl~.nnjJtJDtf~nl1n1ruqm.au
http:I,l,ri~iiv.J~nldtl5tf~~lU.yj


III .... 
8.1.1 3J1f1-a"1-a-aZ!lzit'U, 

1) L~&J&Jl<i1'mT~n111VliJ1nllmVlI'~mrl~\91~~11~Yd'ill~U~f)~1\l'i\l1\1'~\lluYJn 
bG1U'Yll\lbb~::;1 U'YlniUiJ1nll (class of service) 1Vl~nll~\91-$f&J&JU11::;\91&J"11&J~\91b~U'i\lln'YlnVlu"m 

~ ~ 

\llU~b~~1~f).-J I,b~::;li~f)dJ~'Yll\l~n~v,mnll~111'i\l'i\llnVIU1mlWll~Uf)m~ IATA Gap, Skytrax 
v 

bb~::;'i\llnm~nl'ruu~u.~\l &JlnlVlU\91bbU1'Yll\l1.J~U~ (quick win) ~~f)&JYI\l~mlnlVlU\91 nlf)iJnm 

bb~::;nl'illl::;b5JUt-J~ 1Vlb~U'illTIll&Jl\91m~1 ~\ldb~f)~nl::;~iJnlW1nlllSfJf)\lWUn\llUn~&J~11Vl~\l 
~ q ~ 

v 

~Ubb~::;ir\l"\l~m~1&Jl<i11~lUISfJf)\ln~&J~\l1Vi'bb~\lbm1\ln:h b~&J 
~ q ~ 

2) b~&J&Jl<i11nlllunlll.h::;~u~i(n\lluGi'f)U~iJiJUb~f)\l1JU 'i\lln~i(n\llU 
iJ1Wv1nlllJU 1 'Yl ~'Yln"u~b~Wr11\l bb~::;1iiJ1nll b~m.tl'i\l\91~f)U&Jl1.Jwl.h\lmlllSfJ 

q q q 

3) b~&JnlltJnf)'Ul&J~lunlliJn,llnll<if\91~Ul'i\lbb~::;nll&Jf)iJiilUl'i\l (em­

powerment) b~f)b~&J"11&J~1&JllbllunlliJ1VllllSfJf)\l~i(n\llUo/lf)U~iJiJUb,,4f)\l1Jun~&J~1 
6] ile:I v 0. 6] iI !i 

~ 

bVld:-l'Yln1!l'::;nlliJdVlll b'VI&JlnISfJU 

4) ~lunlltJnf)iJl&J e-Jl~tJnf)iJl&J~i(n\lluGi'f)UWiJUI.,,4f)\l1Ju "111i,,~tJn 
~ml1~ (senior) bl.~::;b~U~~f)&J~iJlU~lUnlliJ1nllb~u~tJnf)iJl&JI.~f)lVldju<if11.l.iJiJ (model) 

8.1.2 3J1f1-an1-a-aZ!lZnit1{j 

1) ~\911Vl~nlWllm~~~I.UU~lUnlW1nllm'VI11 (briefing before flight) 
, 

nf)u1.J~u~nlllJUYJnbYi~11JU 1.1,~::;~f)iJm&J"11&J~\91b~U'i\lln~i(n\llUo/lf)UW'VI~\l'i\lln1.J~u~mllJu 

(comment after flight) 1~~lVl~i(n\llU'VJn"U~~1u11&Jt.i.lb~Uf)~lUnllnl'VIU~ul~iJl~ 

lVld:-lln~~~ Lb~::;~f)~m~uml.U::;1~ l~~nllt.i.ll1.J1.J~U~'i\l::;o/lf)\llVlYilnlltJl::;"lfl-$f&J~unln~lu 

f)\l~nlln\ln'OJnll&J ~\1n~11 LI.~::;YilnllUU'Yin1nUtJl::;1~1SfJf)\l~i(n\llUL~f)t.i.lltJl~u 
nll'W'C\l11rul,,11 &J~"11&J"lff)iJ1.Jl::;~ltl I.b~::;b~unll~~l\l bb1'l'i\l\l1'OJ1Vi'I,bn~i(n'llUo/lf)U~iJiJU 

'!J 

2) Yilnllll~iJ1l1\l'VI~n~<i11nlltJnf)iJl&J~Y1U~~~ 1.1.~::;iJll'i\l'VI~n~<ill
q '!J q '!J 

nll~nf)iJl&J~lunlliJ1'V111~~nlli.~ll1.JlUl.bt-Junll~n f)iJl&J bl.~::;f) ~1U<illll'l1.1611 nllYil\llU 
'IJ 

lVlf11f)iJ"~&JluYJn5J~ 'YliJ'Yl1U'VI~n~<i111VlI.~ui1'i\l~UU lVl~"11&Ji'<ill&J&Jl<illllUlum'ill~u~\llU 
I.~Unll~uiru11"11&Jlf)iJ~~f)\llU1U'VIUl~ "11&J~~111.J~-$f&J~ufiniJ'llUf) ~l\l~m~f)'l

'!J '!J 



b 

'I1[JI:'G~~''I1I1I1~'I1G~'I1Ll:'u:ttM.ral@l 'I1~UlA'I1LI:'U:ttM.I:'GR;,lALl1lAl1'11cpG~~~m 1LU~I:'GI:'GR;,l'!-~11'11~ 
I 

'I11J'1LU~111LU'I1~~''11IJ'riLt,~L,t,l'!-~'11!!~~G~'I:'Gumft>~~"ri~~Lrib1'I:'L!lG ~ I:'Lft>1LU1~Lri 
I I 1 

~ b 

rat,l@~1:'1'11j11LU'I1' raLl1m'l1'11rrmlj~~:m l'!-' LR;,'riLt,~1riLt,~ri1~'I:'!j'l1l.€>~1UGM.'1LU1111LU'I1Ll@
1'6.9 19.1, I; 1;::0' 191'6 1'6 -:r r- 1'6 1;::0' '" 1'6 

I 

L'I1~~LU'I1~1l@~riLt,~'I1ra ~j1'U~l1ri11Ul'!-\Jl@~1LUra t,~'11~ I:'JJ I:'L~Gt,W~ra~1'11~'I11j uiAralAl'l1[J1LU 
I I 

lA£1~I1'11LI:'U:ttM. I:'GR;,Ut:Lt2l.€>~'I1/J'~~I:'L~~'I1GI:'G~~i'l1I1I1~'I1G~'I1LI:'U:ttM.N~R;,1LU~111LU'I1~~' 
1 

'I1/Ji riLt,~l@~riLt,~t,'I1i' I:'~ U~111LU'I1~fu~Lt2riLt,~~~I:'G~~l'!-1Lb1~I1~ (t 

e.LB:B:g,g,LUg,16LIt £"t'S 

rat,l@ 
1'6 

'I1Ll:'ra t,1'bb1UG'I1ra LLf~~"'I1~ra LLf~ ~,teL~f'fLt,~f'fG~1Ltvi~ri11Ul'!-\J~ ~" L'I1rif'f~l@~1LU ra t,~ 'I1~ULri~~ 
~ b 

f'f!&'I1/J''I1LI:'L~LU'I1~ru~Lt2f'fLlli~~'11::ira LI1~'I1l@'I1b1L ~LU'I1~rit,~'I1t,~~~UlAl1k'l1GJ!l'l1LI:'U:ttM»~ral@l 
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