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ABSTRACT

Airlines, a labor-condensed, provide passengers with transportation service around the
clock operation. It is more complex than the rest of industries in terms of the quality of the
service or the structure of the labor. The current trend for the front-line staff in the airlines is
toward the mutual support between full-time staff and atypical staff. Thus, in the maintenance
of the basic service quality, the service attitude of the front-line servers from the point of the
view of the international long-haul flight passengers is becoming more and more important.
This paper is an exploratory study and intends to analyze the flow experience, viewed as
interrupted variable, weather influences the relationships between the expected service
attitude and organizational commitment and professional commitment of front-line staff,
respectively. The results show that: (1)the traits of front-line staff reveal significant difference
on their cognition for customers’ expected service attitudes, (2)organizational commitment
and professional commitment of first-line staff are significantly positive relationship to
customers’ expected service attitudes, and (3)the flow experience of front-line staff can
influence positively the relationship between professional commitment and customers’

expected service attitudes.

Keywords: Organizational Commitment, Professional Commitment, Flow Experience, Service
Attitude
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