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Service Quality of Cabin Attendant :
A Study of the Interaction between CA and
Passenger, Applying Social Psychology

KASHIMURA, Taeko
FURUYA, Hideki

The purpose of this paper is to identify the factors that create positive attitude of
passengers. In the analysis of interaction between CA and passengers, social psychology
is applied to clarify the process of passengers’ satisfaction, comfort and attitude. It is
considered that two-side presentation and reason presentation are important factors to
persuade the passenger and to create positive attitude by case studies. The receiver’s
persuasibility is affected by self-esteem, their sense of control, as well as characteristics of
the sender are all important factors in persuasive communication. It is established that

these skills are in influencing the passenger’s attitude to the quality of service.

Key Words : Cabin Attendant, Social Psychology, Persuasion, Attitude Change

— 120 —



