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A Study on Flight Attendants the Labor Emotional
and Well-being Relationship-The Case of EVA AIR

Student:SU,SIANG-LING Advisor: WANG,YUEH-YING

Abstract

Flight attendants face uncertainties during flights, perceiving immense work
stress in their work environment (Chen, 2019), which greatly impacts their physical and
mental health. They are considered high emotional labor workers (Jiang, 2006).
Emotional labor cannot be measured only by positive emotions, but must consider the
characteristics of the work (Lin, 2000). Emotions that conform norms of company are
required to show when interacting with passenger frequently, attention should be paid
to their true inner emotions to avoid emotional labor overload. Therefore, this study
posits that flight attendants' perceptions of emotional labor and its influencing factors,
as well as their perceptions of well-being and its influencing factors, are worth
exploring. The implications of practical management should be investigated based on

emotional labor and well-being.

To encompass perspectives across service years, five female flight attendants
from EVA AIR were selected representing 0-5 years, 6-10 years, 11-15 years, 16-20
years, and over 20 years of experience. Semi-structured interviews were conducted and

transcribed verbatim for analysis.

The six major sources of stress faced by flight attendants' emotional labor include:
in-flight service, flight safety, service quality, duty-free sales, company culture, and
managerial emotional stress. Flight attendants attempt to improve themselves and solve
problems effectively. The company should continue to pay attention and implement

appropriate incentive strategies.



In terms of the perspective of flight attendants' well-being, flight attendants will
make comprehensive preparations before duties. During their duties, they deal with
colleagues and passengers by using positive thinking. In the service process, colleagues
cooperate with each other to avoid passenger complaints. In daily life, they enhance
their professional abilities and engage in leisure and entertainment activities to build up
enough physical strength to increase their emotional well-being. Additionally, flight
attendants feel comfortable when facing the company's training and less nervous when
on duties. Also, they think about happy things and participate in leisure and
entertainment activities in their daily life. Despite of unregular schedules, they learn to
put themselves in others' place in their work, gain a sense of achievement from applying
their life experiences, enjoy good salaries, and make significant progress in English
proficiency, all of which enhance their self-actualization and create a feeling of
superiority among friends, thus improving their psychological well-being. Moreover,
flight attendants' daily interpersonal interactions and positive affirmations from parents,
relatives, and friends, as well as the company's social well-being benefit of free flight

tickets, allowing them to travel abroad frequently, have enhanced their social well-being.

Keywords: Flight Attendants, Labor Emotional, Well-being
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