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G5 AEI 2 B Q1A AL, E2] AH| A Fol BRI §2HE AH| AR At AH| A9} thE /o] 9
AH| A F A B A AEIA FH LAY S5-I S TH] AHIA 7] Abo] 71 A 1 Aljhe 5
T} 2|52 Q1 Ao 2H-8-5 Bt o]of] 2 Aol M e - AHIA T AL AH| A STHOA AfE] A FQA AT 117 7ho] A
“J(Relational embeddedness) F-dell thall FotEl F4H A vief/do] FFAF AHIAL] A2 % (Trust)
(Loyalty)°ll P]2A]= FFHAIE A52H 05 FAFSHIT) 7129 A viig g T Aol of F 22 5
e Q ol-S A5ttt s 2] A A H]| A (cabin service) = TFE AR AH| AL T2 7] SHAE A7} W H F-7tof| A AH]
27 REER 0 2 Aol weh A Au]| Ao 4 9] A FEio] ARE AR AL HI W A] 32| ghrkat 7151517 wZolet. o]
2 Ao M= 712 AH|A AT ZH0 T8 RIS(FT U AR 35 T Y] A A1, A= e, TS A
|19l om B3] thE S AR B, 14 21348, A1 =|%, /4 %) A v e/ o] A4 3FE-& Hlw sty Qlsto]
A el Ak Al =]t 2 o] w7l S gke]] thiol €FQl sharat shelet. Afuo] 2hm o] FAREA] A, 21 A A7} HRE AH| A

H|5f| T sfello] REotol ke Etotal AH|IA FHAAE S5 335 2 Bt 117 7ho] AF o282 oAl wA| HifEl
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AH| A T2 AL 7P Fad B2 5 st
o]7] wj-&o]th(Li, Yu, Pei, Zhao, and Tian 2017).
2T A7 FEAlA = A5 422 e AA

€ 13A AssAY AT AdE Sl 7=

= AlEshe 5 oIHE HF2] 7IHAH|IAE A=
st= Wl e FsARs 71224 <1 7IWAf ]
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2016; Solomon, Surprenant, Czepiel, and Gutman
1985). FAT Lvlate] JTarg AN 7}
& TR 7lxe M=ol 53] AH|AE AlF
Sk AdgelA A== Ao A7 BAE
Pt 7 S8 2 40]th(Owens 2015).
whebd] 54 U3 1A 7] LSRG T Lol A
B AT FAL] GHTAL FA LT 7]

3 e
P s g e A7 BE L FHE
344 GG Z Aot

FAUe nA0 Tl GFS WAL Fa
3 2.9l % shfelet. =, wAte] 4 Alzbe] 7}
7 20 9 71 A SRU 57 0] A
2hg-e 1A0] Gt bl glof Fagh 2ol
g % giek. et A4 Au| Ao DAY G
A7t paaso] A SRU0] 1A, P S
o, J94 27, A9 57 2L 5 WS 7
o A7t F5 vhe AY FRAT 57 7ke]
A shAge] Bee AT B2 Agelku

Danaher 1997; Okabe 2017).
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Qo] Aul2 7% H o] Z7tale 2A0l A%

5 2g2 Asstn ot
(Martinez-Tur, Estreder, Moliner, Garcia-Buades,
Ramos, and Ma Peir6 2017). ESH A AA A=
Wl Zglo] Be Ao AulA Aol WAL
Qlth(Bradley, Sparks, Zapf, McColl-Kennedy, and
Jimmieson 2013). Lej4] AEH o g A ul7A g
A= AulA HA Al AHA AlFAHELD L)Y

W5 B9 FQA4S X SHh(Bettencourt
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and Brown, 1997; Malhotra and Ackfeldt 2016).

Aul 0] £gAo) 1 4T A4EH] S0z <
Sff 250l AH|A Fde mh e ol TF AH A
F99°] Y5 957 v o] ch(Bitner, Booms,
and Tetreault, 1990; Bove and Johnson, 2000;
Nguyen, Groth, Walsh, and Hennig-Thurau 2014).

AHl2 ABAHED DT B ATEL £
Qo] 53} iz 5 58] 2 A1 A% L 1A 7|
Fd el T a-3ol dish st

A AFEA PFL A4 EE B0 ojole F
Bl A9 W0 2 AL8] 40 2 Hhg A A
2 ojnlste] el B 24 0) AHA 5
7] g% A%} olwatn B 4 YckBrief and
Motowidlo 1986).

Aulz 23 A0 Fee] 3 AFslA BE
449 9 a7 AT ol ¥ ol
(Bettencourt et al., 1997)° & AJH|A o
Lol gk 127 0] Frto] Fa st Y nAH o]
o z7 W mAse] YA FHAC=
CH(Malhotra et al., 2016).

A AL 71de] 1A BEA
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252

=5 Auls FH A G99 14 AgHLe 1
Arte] 4§ Tl DAY AT G B
Aol sl ABAE Ao RN DAL FH
8] olsfeti wA9l Jljet &S FHAAE

Zolth(o]2 8 2017; Kotler and Gertner 2002;
Nguyen et al., 2014; Saxe and Weitz 1982; Zablah et
al., 2012).

Hennig-Thurau and Thorsten (2004)+= &Y Y]
12 ZJepo] 12 ko] 2 Q) JaFE u]A] 3
72 520 AHAY FFL 0] ATk ke 2
% E491e) 17 AL PRl olel B 71
=

S A= S 2 H(Blocker, Cannon, Panagopoulos,

and Sager 2012; Dunlap, Dotson and Chambers

1988) 2L A} 712 B/AE 5ot T2t o
5h-S- gFrk(Saxe et al., 1982; Zablah et al., 2012).

of & Aol THLY 2 ATo] TA
A v el A (Relational Embeddedness) &3 ]l
Zkal 7Hgstke] DA gHA] -
st= Tgde A ARl s
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ottt A i el 4d(Relational Embeddedness)
S AR HESA B o R It A0 g ASA
HEIE iE o=z A4 o e 43 date] A A
A, ARRlA fo At AEER(HAE, 2R
2011) == 824 Q1 Ak2]4 #A(Shin, You, Hong
and Lee 2015)2 A 2] & 4= It} o] &g /g2 <1t
= A= F2A o= AR W EQ Fof| v e =]
o] Jlom FA|A YAREo] 24, WA A HiE
el ofaf AAE o] b = 2 x| Ao o]
H| 2| ] th(Granovetter 1992; Gulati, 1998; Uzzi
1999). wh2hA| A vl e Ad(Relational Embeddedness)
2 A7t IF 9 oJF=4(dependency), ZA
(connectedness)¥t A% 2-8-(adaptation)s-2] Q<!

= ooz olsd & ot mEbA AH| A F
ul

(Aric Rindfleisch and Moorman 2001) AH|Z}=<|
A 224 W YETe] BT =S 2 ST
Z10|tH(O'Hara, Beehr, and Colarelli 1994). o]of] &
& ATAEE YEST HeEo] B4 AT
FHBANA ot AR e Fxs9e

(Granovetter 1992; Gwinner, Gremler and Bitner
1998; Uzzi 1999; Yoon 2014) F44H wiefAS &5

3 47 He JHES 1 FALE =5
g A2AAQ 9T Ity sAHAE AL, A4
T 2011). o] 7|9 A wiefd ¥ AF+=
Aol AA E= TA = el 2HE wE
I Qi Oy B AFoAE s A7k
HE FHA AlgEE A Ad] oA o] A
Sefo] Awk AH|AQF H|W Al I2] oftkal 7HA
sto] A SR = SR 1A 7He] THA
el P47} o] mE AFE 9 FAHEf o]
= Gl sl A+ skt sk

1L A7y

B Ao BAe AM Aus SR £99
St A4S A vlEyo] gBA FHE
n)A el i) A% BAste] Aus A
Aol YUt AS] 1A el F2A
< shlstm Auls HE A esiopg o
ek LA A2 ATQo] M et mALS &
17} goleh. ole] @A =od olE g uigow
NG ATAAE <aF 153} Zo] AT mgo
2 52 short

<13 1> H72H
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MBI AlZAQ FANL] F AR A B2 AL
Aat 7Rt PAE IS 4 e o]F Fdl
TAL2 ABA 7S dHESH= twxte] 9
= A 2N SHLT 249 ALHQ
LAl Bs] Tasitt wEbA AB[AHA
ool THLo=RE AT AujA g o 9]
ARl AHA 55 AlF Wethd &8s i
TAEAA 4 froizdol Aol & Zoloh. &
F IS FAHT] BA FAol Hol U=
735t 2219 74 sfdel kol o W 17
A ZFAR AMulA FAH His =A<l \F
o= ot T 179 wES FTHITI7I
ol A4 2FA]] Y5 SHA FrTh(Zablah et
al, 2012). wWebd EA9le] 17 AFHL oS

[
(Kelley, 1992; Terho, Eggert, Haas and Ulaga 2015).
QgelE 2761 AR A7ASe A £
goll oJsfl 454 BAFAEN Aot 714 A
A Lot IO WAl dit TA AHF
2 o-¢ FQa5tctal st th(Dwyer, Schurr and Oh
1987). WHH, Bloemer, Odekerken-Schroder and
Kestens (2003)> 21710] FA AVl A 2%
gt FUU] weo] ) FPPk 5y
o} webd B ARoAE A ST BF
ol whel AN SR 57 7ko] 7 e

o

=
ol F4 @ 5 ek &

g2 % 4% stgom o2 A%
317] 91l ket e e st

7t 1 ZYYel T MY AS0f thet 2H|Xt2| X|
2 8= SYEIe 2 HiEf g0 S
O/ ZAolt.

7td 2. ZYA 1 X|gof oigt AH[Xte] K|
e S 2HA HiEfgof S 0l
£ Aot

2.2 ZHA HHEl S at A=

WA HiEfjAd(Relational Embeddedness)< AH]
2 FPUY 1A T oJEA 0] mE&rE dEA

2 Ago= olojy 4F], A3t HAE FH
% 55 A iZelets §4o] lth(Benedettini
and Neely 2017). TetA] A HiEjAd-2 =2 1L
72} @ ARetof Higt o]siE Eolal A&t o
2141 tf-go] 7FsStth(Bernardes 2010; Gulati
1998; Villena, Revilla and Choi 2011). 2142 T
o RFe ;A L] Aol glow AH|A AlFAtet

O] BAE A&k F=thal sAThHA Y, ©l
A4, 5 1999). TR FAYUT] vefe
PARRY 1AL 7det 845 55 2 5 3
o ols FAWY A=E FAst=d 2EA
¢l geZ opA| 2 Aolty. Tt 142 FH
oiet At FdE did 7199 TdY 29
wAE QIASHE AdFE 7HAAL 7] el 7]
Aol Bt Tl dist A4 Hges
2ol =t FAYel it AZe 71l oigt
A= 2 o] HtHDoney and Cannon 1997). whz}
Al o] & IAE vt 22 7H-& A sl
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ol Bt 25 7FA2 Uoh(Lin, Wang,
Wang and Lu 2014). 1 5 uHA" ol A A==
7|1& o2 APAS5s Fotol AR dARt
AGS St Eexror FRIHN glom
(Berry 1995; Morgan and Hunt 1994; Verma,
Sharma and Sheth 2016) A12] 73 9] tix}d EA
o Q%) YA ustE I3 chket NS
Fo Aghd, o=k, A4, TA4, A, 98
3t plo] &2 SASHATHOAE, B,
%] 2] S 2013; Kang and Hustvedt 2014).

V. Emre Ozdemir and Hewett (2010)+= A1 &]E A
SAre] AT A=A def gt a1 o] Alelo]et
T AL SHH. AR AL 5T 4 gle
AE]2of tieh A Yy ESHAS 017
Al 714e] A=E /o] Bag St &S A
2= A wiEd o] o6d A BIEE

o

A7t FEH| e YT 14 7o) A
S 280 dight o7} YERdTH(Benedettini et
al., 2017). ©2tA A E= njje] Lo oo

F&= vAH, 7140 BAE FAske | F

=l
Q39F IStk (Verma et al., 2016). ©] 72 Al5]
7 712 BAg A% Faskts Ag W
gtk JelnE AERs /g 14 Aole] %
a3t foide FA4s el 4= 24
Q9] = sh}o] 1’/]'(Chen and Quester 2015; Morgan

etal., 1994).

T vl AEA e Hdoste AlE E
AU AE A P g de %
717t Aoz shy &2 3 e HE
sl AeH, FAA i, W polsts
49l WS 2GSkl th(Engel and Roger
1982; Tandon, Malhan and Pachpore 2017). =X

R0 1AL £ AL A0l AEs

I

Aze DAL AT 5 7] R 719 T
A gAR Qold o de st ot

(Ercis, Unal, Candan, and Yildirim 2012; Tandon et
al., 2017). Z, 7]l ti@ 7o) Age 7ol
TarA Fo2H SR T4

ol g Q. o8 2R
S

2.5 | HHERE 3L ME|o] Oj7H Hg

& A% A7F ot AN A AHeH
FE, TALY 1A AFo] TA HiEA &
olet JFe PAHHA L, AT 2011) THEH
o] Z Ate]A P52 AH A FHO| P F0
AR AsEo] Gae nAthe A4S sl
St ch(Malhotra et al., 2016). =3t 4] 714
AT} A EE AT} EGY o] B4
A F4 9 FAE Q6 dde] satt dg=
o= Zlo=®  UERY ©™(Hennig-Thurau and

Thorsten 2004; Saxe and Weitz 1982; Zablah et al.,
2012) WA el ] 2ad oA HiRE A
2] T =(Benedettini et al., 2017) T4L2] AAHQ
I F stiete Ae QIS (Chen et al,

o APl WFS FOA AR 7 HTAE
2 golz BTk ol s Wets] Aty
oFshet. 2, Sawelo] HiAMSIe] G ux
i o] mIele] thil F4Mcle] GaFe Fi
550] /Hssht 247k HelE SYweloR 3
FEQIch, WAL SRNAT F419] o
A3e 4PL Pt wA wAEge Sy
Q9] Aol AA FAo] F4MeIC] Uelo] e
Blelolck. o]o] & A7olAL T Hey 2
3} AR feld] hsl hf ke EAE Sl
st sheick. olE Fal FAA A Al A



Mgl BraAb Mele 9 Mz oke gg | 103

e
o|N
A

By
)

>

jus)

\S)
-

—_
[e)

o

oo
ol

o)
by T

rid
by Ol L
re o
=
=

:

1o u:‘ o %2 oX
rU.'.
olo
o
—z
i1
%

ke

1 rjo

ilo

B

S~
oo ofX
it I"'III
rE X
>

g rlr

=
-

ol

-

N

_

olr

oo e
kl

&

2,

o o

1o

N

—_

2

o,
o

b ot oy
ool -

—

o Sorlo g 3R oy 2
g

[e]
n}
mx
Ao
st

o
ot

-

38

o

and Brown

w
1)
=+
o
=
)
@]

o
il
i
oo
ftlo
N
N

ot
L

Mo Hr X oo o @
-
=
M
o
o
i
>
o,
ol
ol
2
3|
o
ol
ol

1o

T AR A, A e

| & Ate|H BS0| S ALO Tt A

-1 oo

EIEOH I3|7VIE %" 01I UAOTA 2HA| HHEH-S 2

A XG0l gSAF A2 =0 0|
UOIA ZHAHHENE 2 D7) A

7t 7: A HHEHEO| dSA SE=0f OjX= Fet
of AM H2|=E Dj7fets o Ao|Ct

%
ftlo
[/
%
>,
ot
f
>,
i
o
o
%
[ rl.n:

|
u)
oz

olN

S

N

¢ o

1o

e

>

)
2 X

ol

+ w

i)

pac

o,

S

odk

mu
1o

o

I, oo
(o]

2
>

ofN oo
_O|L

e
o e 8

oz 1o I

2
=
2
i
H

od ok
o,

b b I

M
ot
Mo
N
I
T 19
=
T
=
4 = o
>

o,
0
—-

=2 Jo
r ~|
&
Mo

w "
lo Tk
(R
%
_ko_](‘ =
R

%
re ot

-
<

A

A
>

1

~~
N
O
~
~
o

i1
I~
o

jo%_lé
rl
N'O—‘OJL:O
()
1o
2 1o
k1
o{-}il'm
2 H 2

M
ool
filo
ric
o
ol
N

o

Saxe and Weitz (1982)2] A
ol geez T4

A AFoA SAote] S &
ol-get AP ¥t mlell thet 7l 7] x5}k
Ay 7ol o) w2} 5049l B mol-S 913 Guenz
and Pelloni (2004)8] A& 47 FHO =2 %
54 YAER A g FALEE A5G B oL
O] 7td W AT RS AS5H] $l5H SPSS 18.0=
AHgato] QLEATE 54 o

=4 Sg melsly] 9o q
Analysis)& AAISHAH. ©o]% BMZA QlFA
(Exploratory Factor Analysis)< 5ol 54 &
1212 A &, AMOS 22.02 AH-8-5H0] 24l
E4(Confirmatory Factor Analysis)= 5ol
geo] Aol e BAA AEL S 9:12111
ARG, F7NE T JQIIREAE

of FAYAA Y A o}oau}.

ZH41.7%) X e} gekal,
32.8%, 40tH 20.3% 4=° 2 et} 234 oy
Q] oY Blp= 0~33] 57.8%, 6~103] 17.2%, 4~5
3] 14.6%2 et om F2 2 FFAK78.1%)
£ o]-8ot= AR Uettom ofs)o] YJH= 7
‘ﬂé%%(ss 7%)°]  SATF(17.2%),
(9.4%), E74(8.9%), STA(5.7%), 71EK3.1%) thH]
FrA o= =2 vH&S AA| ST

SOCO(Selling Orientation-Customer Orientation) =]

E Oﬂ-?- M—ﬂoﬂ 1:'1-7{] 67H o]— og /K;q o]—Oq

zﬂs} o, A e A AFeTt 2
AZQOINATE IO R T F5E & Ao ot

g

u
=
B & 24 (Frequency

rhr

E M
—

2.8 3
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Effects of the Formation of Relational Embeddedness Between
Flight Crews and Passengers on Customer Trust and Loyalty

Hee Jung Kwon*, Seung Chang Lee**

Abstract

The air transportation industry is continuously growing and becoming more intense due to global deregulation
and aviation liberalization. The airline industry is making efforts to improve in-flight service of the competitive
routes among airlines to enhance customer satisfaction. The fact that the passengers' perception of the image and
service quality of the airline is formed or increased in interaction with the flight attendant.

Unlike other services, air services are complex services that harmonized with spaces, human services, and
physical services. So there are many factors determine the customer's choice of airline or quality of air service.
Especially, in the air service, cabin service has the longest contact time with the passenger and continuous
interaction is performed in the limited time and spaces. The interactions between cabin attendants and passengers
play an important role in changing the perception of passengers about the image and service quality of the airline
and forming relationship with flight attendance and customers. Therefore, in this study, it is inferred that
relational embeddedness will be formed in the customer network built by customers.

The relational embeddedness between emotional, social cohesion and intimacy with other members formed in
the background of social networks (Kim and Cho 2011) or emotional social relationship (Shin, You, Hong and
Lee, 2015).

Relational embeddedness can be understood based on mutual influences and factors such as dependency,
connectedness and mutual adaptation. The previous literature on involved relational embeddedness emphasized
the economic benefits of a strong bond formed in the network, focusing mainly on the relationship benefits gained
by customers (Granovetter, 1992; Gwinner, Gremler, and Bitner, 1998; Uzzi, 1999; Yoon, 2014). The benefits
obtained through the formation of a positive role play a crucial role in establishing customer loyalty.

However, in this study, we tried to except the relationship benefit factors, which are one of the main factors
related to relational embedded. Therefore, the relational embeddedness between the airline cabin crew and
passengers in the aspect of the cabin service and the effect of loyalty through the trust of the airline service was

examined empirically.

* PhD course, Department of Business Administration, Korea Aerospace University, 1st Author
** Professor, Korea Aerospace University, Corresponding Author
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This is because, unlike other services, it is assumed that the relationship benefits in the cabin service are not
large compared with the general service as the service is repeatedly provided in the limited time and the closed
space. In addition, it is inferred that the relational embeddedness between passengers and cabin crew can be
shaped by continuous interaction.

In addition, it is inferred that the relational embeddedness between passengers and cabin crew can be shaped by
continuous interaction. For this study, we used related major factors (pro-social behavior of employees and
customer orientation, trust, and loyalty of perceived employees), which are mainly dealt with in the existing
service literature. In particular, other variables (pro-social behavior, customer orientation, and loyalty) and the
relative influence of relational embedded involvement. In order to analyze the mediating role of relational
embeddeness involvement itself in addition to the trust, the research model was derived and hypotheses were set

as shown in <Figure 1>
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<Figure 1> The Research Model

H1: The degree of consumer's perception of pro-social behavior of an employee will affect the relational
embeddedness with employees.

H2: The perceived level of customer's perception of customer orientation will affect the relational embeddedness
with employees.

H3: The relational embeddedness between employees and customers will affect customer's trust in airlines.
H4: The trust in airlines will affect customer loyalty.

H5: The relational embeddedness will play a mediating role between the pro-social behavior of employees and
the trust of airlines

H6: The relational embeddedness will play a mediating role in the effect of employee's customer orientation on
airline trust.

H7: The trust will play a mediating role in affecting between the relational embeddedness and airline loyalty.
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For the empirical analysis of this study, we surveyed the consumers who have experienced using airline. A total
of 202 questionnaires were collected from a total of 210 distributions. A total of 192 samples were used for the
final analysis, except 10 samples with missing responses or missing responses from some of the collected
samples

In order to verify the hypotheses and research models of this study, SPSS 18.0 was used to identify the
demographic and airline experience characteristics and then the primary items were refined. AMOS 22.0 was
used for statistical testing , Structural equation modeling, causality relational embeddedness between validity,
reliability, and construction concept.

The results of this study confirmed that the behavior and attitude of the service employees rather than the
relational benefits, which are one of the major factors related to the relational embeddedness of involvement,
influence the formation of relational embeddedness formation through interaction between passengers. On the
other hand, the causal relationship between the relational embeddedness, trust and loyalty factors proven in the

previous study was also proved through the aspect of the cabin service.

<Table 1> Results of Hypotheses Testing

Standardized

Path Relationship Estimate Estimate SE CR P Results
H1. Pro-social behavior — Relational Embeddedness 297 271 137 2.165 *  Accepted
H2. Customer orientation — Relational Embeddedness 515 333 201 2.559 *  Accepted
H3. Relational Embeddedness — Trust 243 322 .063 3.839 **%k  Accepted
H4. Trust — Loyalty .876 798 .096 9.171 **%  Accepted

model fit: x2=52.472, df=36, NFI=.958, CFI=.987, TLI=.980, RMSEA=.047
#p<.05, **+*p<.001.

In addition, we performed a parametric analysis to verify the causal relational embeddedness between the major
variables of this study, particularly the intermediary role of relativity and trust, and confirmed the results as shown
in <Table 2>

This enabled us to identify the impact of relaational embeddedness between employee pro-social behavior and

customer orientation and trust, as well as the impact of reliability between relational embeddedness and loyalty.
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<Table 2> Results of Mediation Effects Analysis

. Total Effect (direct effect, indirect effect)
Variables : ; .
Pro-social Orientation Embeddedness Trust
271%* 333%*
Embeddedness - -
a7 | - 333 | -
120 .648%* 322%
Trust -
032 | 087 5404+ | 0.107* a2 | -
136 566%* 405%* J798%*
Loyalty
R - | seer 148 | 257 798%% -

#p<.05, **p<.01

Hypothesis test results showed that relational embeddedness did not play a mediating role between the
pro-social behavior and trust of perceived employees Hypothesis 5 was rejected. However, Hypothesis 6 was
adopted because it appears to play a mediating role between customer orientation and trust of perceived
employees. In addition, the trust also plays a mediating role between relational embeddedness and loyalty, which

can be seen as a causal relationship between relational embeddedness, trust and loyalty.

<Table 3> Results of Hypotheses Testing

Standardized

Path Relationship Estimate . SE C.R P Results
Estimate
HS5. Pro-social behavior — Relational Embeddedness 072 087 057 1263 ns  Rejected
— Trust
H6. Customer orientation — Relational Embeddedness 125 107 059 2118 *  Accepted
— Trust
H7. Relational Embeddedness— Trust — Loyalty 213 257 .083 2.266 *  Accepted
model fit: x?=52.472, df=36, NFI=.958, CFI=.987, TLI=.980, RMSEA=.047
*p<.05

Hypothesis 7 was also adopted. This suggests that unilateral behavior and attitudes of employees to customers
do not significantly affect trust. The results of this study are as follows. First, the relational embeddedness
between trust of customer and loyalty is negatively correlated with customer loyalty. Therefore, rather than
asking employees for unilateral dedication to customers, companies should demand the formation of relational
embeddedness with customer, improve service contact point and operation process to gain customer's credibility.
This will ultimately have a positive impact on the trust and loyalty of airline services. Finally, relational
embeddedness, or strong bond, reaffirmed the relational embeddedness between service employees and
customers, not only in general services but also in airline cabin service area. This implies that this study can be

applied to various service areas.

Keywords : Cabin Service, Prosocial Behavior, Customer Orientation, Relational Embeddedness, Trust, Loyalty
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