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ABSTRACT

The Moderating Role of Authentic Leadership Between

Customer’ Complaint Behavior and Job Burnout in Flight Attendant

Lee, yusoo
Major in Aviation Service Management
Department of Cultural Industry

Graduate School of Cultural Industry

SungShin Women's University

The purpose of this study is to verify the effects of customer’ complaint
behavior on flight attendant’ job burnout as well as the moderating effects of
authentic leadership in the relationship between customer’ complaint behavior and
flight attendant job burnout. To this end, we conducted a survey of 400 flight
attendants in the airplane industry, and analyzed data collected from 264 flight
attendants, except unreliable responses. As a result of a hierarchical regression
analysis to confirm main effects, it was found that customer’ complaint behavior
had positive effect on flight attendant’ job burnout, also found were the negative
moderating effect of authentic leadership in the relationship between customer’

complaint behavior and flight attendant’ job burnout. Based on the research
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findings, this study discussed its academic significance, practical implications,

limitations and future research tasks.

Key words @ Customer’ Complaint Behavior, Job Burnout, Authentic
Leadership, Flight Attendant, Job Demand-control Model
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