
Antecedents and outcomes of flight attendants' job satisfaction. 

 

Abstract 

This paper develops and tests a comprehensive model for job satisfaction amongst flight 

attendants with antecedents and outcomes that are germane in the context of airlines. The 

antecedents are: jetlag, role overload, emotional exhaustion, personal accomplishment, and 

depersonalization, and the outcomes are; job performance and service recovery performance. 

A framework was tested using structural equation modelling. A survey was conducted of 

flight attendants working in Malaysia found exhaustion and personal accomplishment have a 

direct effect on job satisfaction; emotional exhaustion and personal accomplishment affect 

the level of depersonalization; and role overload has a positive relationship. 

 

Keyword: Air cabin service; Flight attendants' fatigue; Job satisfaction. 

  

 

brought to you by COREView metadata, citation and similar papers at core.ac.uk

provided by Universiti Putra Malaysia Institutional Repository

https://core.ac.uk/display/153806854?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1

