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Abstract

International airlines industry is now becoming more prosperous, and the
demand of flight attendants is now increasing as Open Sky Policy progressively be
implemented in every country, and Low Cost Carriers are emerging in recent years.
People hold curiosity and suspicion over LCC. The thesis focuses on future trend in
airlines industry and the difference of concept of management, difference of service,
change of emotional labor, and change of systematical control between traditional
airlines and low cost carriers.

The thesis is based on qualitative adopted semi-structured depth interview.
Survey is divided into traditional airlines and low cost carrier with 17 objects of cabin
crew. Attempting understand the differences between flight attendants and their
service on the new style of operation. How does it change from traditional airlines
which is highly represented emotional labor to low cost carriers nowadays, and why?

Analysis showed that service in airlines industry shifted from “service-oriented”
to “sales-oriented.” Meanwhile, emotional labor for flight attendants from before was
stressed strictly on consistency to now be emphasized on acting in personal
characteristics. Furthermore, it is obvious to know that relaxation of emotional labor
has been occurred in low cost carriers. Due to the structural change in international
airlines business, the images of flight attendants have been changed from before
highly national images and dignified images, to now free and easy civil atmosphere in
the new style of management. Finally, the research has extra discovery that
performance of flight attendants will be affected by the systematical labor control.
Low cost carriers diminish labor control make the pressure to the labor be reduced,
and influence their work performance and increase the service sincerity; moreover, it
is also concerned whether the relationship is easy between labors and supervisors will
influence the service performance both in traditional airlines and low cost carriers.

Key Word: Emotional Labor, Low Cost Carriers, Global Market Competition
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