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PREFACE

Welcome to the second issue of the Human Factors in Aviation and Aerospace journal.

Initiated by the Istanbul University Institute for Aviation Psychology, this journal stands as one of
the scientific milestones on the journey to exploring the critical role of human factors in aviation and
aerospace fields. Published biannually in April and October, this peer-reviewed journal is accessible
online in both English and Turkish, providing open access to its readers.

This journal covers a broad spectrum of topics, ranging from aviation and space psychology to crew
resource management, from the psychological impacts of spaceflight to the cognitive skills required
for aviation tasks. Our goal is to shed light on human factors that enhance safety, improve efficiency,
and optimize performance within these domains. By offering insights and fostering research in these
areas, we aim to contribute valuable scientific data to both the literature and the aviation sector. With
this extensive, interdisciplinary perspective, we strive to build a strong community of practice and
research in aviation and aerospace, deepening our understanding of human factors in these fields.

We owe a deep gratitude to all the authors who made the publication of our second issue possible.
Their original research and meticulous work have strengthened the scientific quality of our journal
and its contributions to our field. These efforts not only build valuable knowledge in human factors
but also serve as an inspiration for our future issues.

Our journal is a call to better understand the impacts of human factors in aviation and aerospace
and to open new scientific horizons in this field. We invite researchers, academics, and industry
professionals to share their studies and contribute to this platform. With the hope that our journal
creates a lasting impact and provides a foundation for a strong scientific community, we welcome you
to join us on this journey of developing a profound understanding of the skies and beyond. Let us
continue to explore the potential of human factors together.
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Human Factors in Aviation and Aerospace dergisinin ikinci sayisina hos geldiniz.

istanbul Universitesi Havacilik Psikolojisi Arastirmalari Enstitiisii tarafindan baslatilan bu dergi,
havacilik ve uzay alanlarinda insan faktorlerinin kritik roliinii kesfetme yolculugunun bilimsel durak-
larindan biridir. Yilda iki kez, Nisan ve Ekim aylarinda, hem ingilizce hem de Tiirkce yayinlanan bu
hakemli dergi, cevrimici ve agik erisim olarak sizlere sunulmaktadir.

Bu dergide, havacilik ve uzay psikolojisinden ekip kaynak yonetimine, uzay ugusunun psikolojik
etkilerinden, havacilik gorevleri icin gereken bilissel becerilere kadar ¢ok ¢esitli konular ele alinmak-
tadir. Amacimiz, bu alanlarda giivenligi artiran, verimliligi yiikselten ve performansi iyilestiren insan
faktorlerine dair i¢ goriler kazandirmak, bu alanda yapilacak arastirmalara isik tutmak ve hem
literatlire hem havacilik sektoriine bilimsel veriler kazandirmaktir. Bu genis yelpazeli ve disiplinler
arasi perspektifle, havacilik ve uzay sektoriinde giiglii bir uygulama ve arastirma toplulugu olusturarak
insan faktorlerine dair bilgimizi genisletmeyi hedefliyoruz.

ikinci sayimizin ortaya cikmasini miimkiin kilan tiim yazarlarimiza derin bir tesekkiir borcluyuz.
Paylastiklari 6zglin arastirmalar ve titiz calismalar, dergimizin bilimsel niteligini ve alanimiza olan
katkisini giiclendirmistir. Bu emekler, insan faktorleri alaninda degerli bir bilgi birikimi olustururken,
gelecek sayilarimiz icin de ilham kaynagi olmustur.

Havacilik ve uzay alaninda insan faktorlerinin etkilerini anlamaya ve bu alanda yeni bilimsel
ufuklar agmaya yonelik bir cagri niteligindeki dergimiz, alandaki bilgi paylasimini gliclendirmeyi ve
bilimsel gelisime katki saglamayi hedeflemektedir. Arastirmacilar, akademisyenler ve sektor profesy-
onellerini calismalarini bizimle paylasmaya ve bu platforma katkida bulunmaya davet ediyoruz.
Dergimizin, alanda kalici bir etki yaratmasi ve gii¢li bir bilimsel toplulugun gelisimine zemin hazir-
lamasi temennisiyle... Gokyiizii ve otesine dair derin bir anlayis gelistirme yolculuguna siz de katilin
- insan faktorlerinin potansiyelini birlikte kesfetmeye devam edelim.
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Hava Trafik Kontrolde is Tatmini ve Alt Boyutlarinin incelenmesi

Arif Tuncal 1 © &

1 International Science and Technology University, Department of Aviation Systems and Technologies, Warsaw, Poland

Abstract Job satisfaction is a crucial factor that directly affects the performance and job commitment of critical human elements
in aviation, such as air traffic controllers. The aim of the study was to examine the job satisfaction levels of controllers
along with their sub-factors according to demographic variables. For this purpose, a descriptive survey method was used,
and data were collected from 205 controllers through an online questionnaire. Minnesota Satisfaction Questionnaire,
based on a 5-point Likert scale, was utilized as the measurement tool. The findings showed that controllers were generally
moderately satisfied with their jobs (M= 3.48). The average score for intrinsic satisfaction (M= 3.89) was higher than the
overall satisfaction, while the average score for extrinsic satisfaction (M= 2.86) was lower. Additionally, it was found that job
satisfaction did not significantly differ by gender, experience, or operational unit, with professional identity emerging as a
more dominant factor in determining job satisfaction. Intrinsic satisfaction was achieved through personal meaning and
satisfaction related to the profession, whereas extrinsic satisfaction reflected dissatisfaction with factors such as salary,
promotion opportunities, and managerial processes. The results highlighted the critical importance of actions aimed at
enhancing extrinsic satisfaction for both flight safety and aviation efficiency. It is recommended that future studies consider
job satisfaction in conjunction with variables related to stress and organizational processes.

0z is tatmini, hava trafik kontrolorleri gibi havaciligin kritik insan unsurlarinin performansini ve ise bagliliklarini dogrudan
etkileyen onemli bir faktordir. Calismanin amaci, kontrolorlerin is tatmin dlzeylerinin alt faktorleriyle birlikte demografik
degiskenlere gore incelenmesidir. Bu amagla, calismada betimsel tarama yontemi kullanilmis ve ¢evrimici anket yoluyla
205 kontrolérden veri toplanmistir. Olcme araci olarak 5'li Likert derecelendirmesine dayali Minnesota is Tatmini Olcegi
kullanilmistir. Bulgular, kontrolérlerin genel olarak islerinden orta dizeyde tatmin olduklarini (Ort.= 3.48), i¢ tatmin (Ort.=
3.89) ortalamasinin genel tatminden daha yiiksek, dis tatminin (Ort.= 2.86) ise genel tatmin ortalamasindan daha duisiik
oldugunu gostermektedir. Ayrica, is tatmininin cinsiyet, tecriibe ve operasyonel birime gore anlamli bir farklilik gostermedigi,
mesleki kimligin is tatminini belirlemede daha baskin oldugu ortaya cikmistir. ic tatmin, kontrolérlerin meslege dair kisisel
anlam ve tatmin boyutlarinda saglanmakta; dis tatmin ise Ucret, terfi imkanlari ve yonetimsel siirecler gibi faktorlerden
memnuniyetsizligi yansitmaktadir. Sonugclar, dis tatmini artirici eylemlerin hem ugus emniyeti hem de havacilik verimliligi
agisindan kritik oldugunu vurgulamaktadir. Gelecekteki calismalarda is tatmini, stres ve drgutsel siireclere iliskin degisken-
lerin birlikte ele alinmasini onerilmektedir.

Keywords  Air traffic controller - aviation - job satisfaction - flow experience

Anahtar Havacilik - hava trafik kontrolori - is tatmini - akis deneyimi
Kelimeler

Author Note The study was derived from an abstract presentation delivered at the ICAM 2024 Congress.

Yazar Notu  Bu calisma ICAM 2024 kongresinde sunulan ozet bildiriden turetilmistir.

] Citation | Atif: Tuncal, A. (2024). Examining job satisfaction and its sub-dimensions in air traffic control. Human Factors in
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Examining Job Satisfaction and Its Sub-Dimensions in Air Traffic Control

Job satisfaction refers to the feeling of contentment employees have towards their jobs. It can be defined
as the extent to which the expectations of individuals are met by the rewards and opportunities afforded
to them by their roles (Azash & Thirupalu, 2017). Job satisfaction positively impacts employee performance
(Bryson et al., 2017; Latif et al., 2013). Organizational support, a positive organizational culture, and effective
management policies significantly enhance job satisfaction (Akkog et al., 2012). The critical factors deter-
mining job satisfaction include job security (Hur, 2022; Raza et al., 2015), career prospects (Lydon & Chevalier,
2002), and salary (Groot & Brink, 1999). A high level of job satisfaction contributes to greater job commitment
(Swarnalatha & Prasanna, 2012; Vorina et al., 2017; Yalabik et al., 2017), improved performance (Petty et al.,
1984; Wood et al., 2012), and more positive workplace atmosphere (Kasemsap, 2017; Satuf et al., 2018).

Job satisfaction consists of two primary components: intrinsic satisfaction and extrinsic satisfaction.
Intrinsic satisfaction is based on the personal meaning created by the job, reflecting situations where
individuals feel their work is meaningful and valuable. It encompasses satisfaction related to the job content
and personal development. Extrinsic satisfaction, on the other hand, relates to material and social rewards,
such as salary, promotions, and job security (Herzberg et al., 1959).

Air traffic controllers play a pivotal role in the management of airspace, with the responsibility of ensuring
the safe and orderly operation of flights. It is the responsibility of these professionals to ensure the safety
and efficiency of flight operations. The job satisfaction of air traffic controllers is directly correlated with the
safety of flights and the overall efficiency of the aviation industry. Those controllers who are more satisfied
in their roles tend to demonstrate greater focus and performance (Kuang et al., 2019). A number of studies
have demonstrated a correlation between high job satisfaction and reduced stress levels (George et al.,
2018; Rachman, 2021; Shin & Jung, 2014) as well as a reduction in turnover intentions (Vermeir et al., 2017;
Wazir & Jan, 2020). Furthermore, research on air traffic controllers indicated that job satisfaction plays a
mediating role in the relationship between job stress and turnover intention. It was found that higher job
stress levels are associated with lower job satisfaction, which in turn increases the likelihood of turnover
among controllers (Jou et al., 2013).

A high level of job satisfaction among air traffic controllers is associated with a reduction in stress
exposure, which in turn supports the retention of experienced personnel and contributes to the safety
of flight operations. Furthermore, it encourages collaborative work among controllers, thereby facilitating
effective workload management (Kuang et al., 2019). A positive correlation has been identified between
job satisfaction and the occurrence of psychiatric symptoms among air traffic controllers (Kavanagh et al.,
1981). Conversely, low job satisfaction has been demonstrated to have a detrimental impact on the perfor-
mance of controllers, leading to diminished motivation, increased stress levels, and heightened turnover
intentions (Kuo et al., 2012). An increase in stress levels has been demonstrated to result in errors in air
traffic control (Feng & Luo, 2013; Zhang et al., 2019). The potential consequences of low job satisfaction for
air traffic controllers include the possibility of incorrect decisions being made in critical situations, which
could ultimately compromise flight safety. It is, therefore, evident that enhancing job satisfaction among
air traffic controllers is of paramount importance for the safety of flights and the overall efficiency of the
aviation industry. In order to enhance job satisfaction, it is critical to optimize working conditions, achieve
a balanced workload, and facilitate enhanced professional development opportunities (Davidescu et al,,
2020). Such improvements can enhance job satisfaction, thereby improving the performance of controllers,
flight safety, and efficiency.

Human Factors in Aviation and Aerospace, 1(2), 99-108 mﬂfﬁ 100
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A review of the literature revealed a limited number of studies that have undertaken a comprehensive
examination of the job satisfaction levels of air traffic controllers. It is notable that there is a significant gap
in the existing literature, particularly with regard to comprehensive analyses of job satisfaction levels. This
gap in the literature highlights the need for a comprehensive investigation into the job satisfaction of air
traffic controllers.

The aim of the study is to examine the job satisfaction levels air traffic controllers in detail, consid-
ering demographic variables. The study focuses on determining the job satisfaction levels of controllers
to contribute to the existing literature and address knowledge gaps in the field. This research aims to
provide valuable insights into understanding job satisfaction levels and expanding the data on this subject.
Furthermore, it offers critical information to understand better the impact of job satisfaction on air traffic
control and the overall workplace atmosphere.

Methodology

This study used a descriptive survey model to assess the job satisfaction levels of air traffic controllers
(ATCs). The descriptive survey model is designed to describe a situation as it exists, either in the past or
present, and includes all processes used to facilitate learning and the development of desired behaviors.
In this model, an examination is conducted on either the entire population or a representative sample to
form a general conclusion about the population (Karasar, 2011).

Objective

The aim of the study was to analyze the job satisfaction levels of air traffic controllers, including their
sub-dimensions, in relation to various demographic variables. Demographic variables such as age, gender,
experience, and operational unit were considered to understand their impact on job satisfaction.

Problem Statement

The problem statement of this study was: “To what extent do job satisfaction levels of air traffic controllers,
including their intrinsic and extrinsic dimensions, occur, and do these levels vary according to demographic
variables?”

Sample

The study population consisted of air traffic controllers working at airports and air traffic control units across
Tiirkiye. An online survey was conducted between the days of 1 - 12 August 2024, in which 1,902 members
of the Tiirkiye Air Traffic Controllers Association (TATCA) were invited to participate. A total of 205 responses
were collected. Data privacy measures were implemented, and responses were anonymized to maintain
confidentiality. The online method was chosen to facilitate rapid data collection from diverse locations and
to enhance participation rates (Teo, 2013). For this known population (n > 1,000), a sample size of (n > 200)
was deemed sufficient, with a 95% confidence level and a #5% margin of error (Krejcie & Morgan, 1970;
Yamane, 1967).

Data Collection Tool

Minnesota Satisfaction Questionnaire (MSQ) was utilized to measure job satisfaction levels among ATCs.
This tool, developed by Weiss et al. (1967) and adapted into Turkish by Baycan (1985), includes 20 items
designed to assess overall job satisfaction. Twelve items measure intrinsic satisfaction, such as achievement,
recognition, the nature of the job, and opportunities for advancement. Eight items measure extrinsic
satisfaction, including organizational policies, supervision, relationships with supervisors, colleagues, and

Human Factors in Aviation and Aerospace, 1(2),99-108 [ AT
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working conditions. The scale utilizes a 5-point Likert format, allowing participants to choose from the
following five options: 1- Completely dissatisfied, 2- Dissatisfied, 3- Neutral, 4- Satisfied, and 5- Completely
satisfied.

Ethical Approval

Ethical approval for the research was obtained (International Science and Technology University, July 30,
2024/202407-02). Participants were informed that their participation was voluntary and that their responses
would remain confidential.

Findings
Demographic Findings

Based on the demographic information presented in Table 1, it was found that the 205 air traffic controllers
who participated in the study consisted of 62.93% males and 37.07% females. The distribution of participants
based on their years of experience was as follows: 20.98% had less than five years of experience, 20.49%
had between six and ten years, another 20.49% had between 11 and 15 years, 18.04% had between 16 and 20
years, and 20.00% had more than 20 years of experience. With regard to operational units, it was established
that 33.17% of the participants were working in the Aerodrome Control Tower (TWR), 25.85% in the Approach
Control Unit (APP), and 40.98% in the Area Control Centre (ACC).

This diverse demographic composition was considered to provide a comprehensive basis for analyzing
how different factors might influence job satisfaction among air traffic controllers. The inclusion of con-
trollers with varying levels of experience and from different operational units was seen as offering valuable
insights into the specific challenges and satisfaction drivers within each group. Consequently, the study was
positioned to identify specific needs and preferences to enhance overall job satisfaction and performance
in the field of air traffic control.

Table 1
Demographic Information
n %
Gender Female 76 37.07
Male 129 62.93
Experience <5years 43 20.98
6-10 years 42 20.49
11-15 years 42 20.49
16-20 years 37 18.04
>20 years 41 20.00
Unit Aerodrome control tower (TWR) 68 3317
Approach control unit (APP) 53 25.85
Area control center (ACC) 84 40.98
Total 205 100.00

Job Satisfaction (JS) Findings

Kaiser-Meyer-Olkin (KMO) value was found to be 0.838, with a p-value for Bartlett's test of sphericity of 0.000
(x? = 1707.510; df = 190; p < 0.001), indicating that the scale items were suitable for factor analysis. The factor
loadings ranged from 0.380 to 0.900, and the Cronbach’s Alpha value was found to be 0.886, indicating an

e
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acceptable level of internal consistency. The normality test confirmed that the assumption of normality was
met, as evidenced by the findings of George and Mallery (2003) and Tabachnick and Fidell (2019).

As shown in Table 2, the overall job satisfaction score for air traffic controllers was 3.4751 (SD = 0.56563).
The mean score for intrinsic factors was 3.8662 (SD = .58449), while the mean score for extrinsic factors was
2.8585 (SD =.65943). These findings indicated that the job satisfaction of controllers was generally moderate,
with intrinsic factors rated higher than extrinsic factors.

Table 2
ATC JS and Sub-factors
Mean Sd.
Job satisfaction 3.4751 .56563
Intrinsic Factors 3.8862 .58449
Extrinsic Factors 2.8585 .65943

As shown in Table 3, the mean job satisfaction score for female controllers was 3.4355, while the mean score
for male controllers was 3.4984. The results of the t-test indicated that there was no statistically significant
difference between the genders (t = -.708, p = .481). With regard to intrinsic factors, the mean score was 3.8092
for females and 3.9315 for males (t = -1.338, p = .184). No significant difference was identified in extrinsic
factors either (t =.260, p = .795). These findings suggest that job satisfaction and its constituent factors are
comparable between genders.

Table 3
ATC JS Findings Based on Gender (t-test)
Gender Mean Sd. t df p
JS Female 3.4355 67862 -.708 121158 481
Male 3.4984 48846
Intrinsic Factors Female 3.8092 .69693 -1.338 121.621 184
Male 3.9315 50426
Extrinsic Factors Female 2.8750 T4442 .260 133.229 .795
Male 2.8488 .60670

As shown in Table 4, the analysis of job satisfaction based on years of experience showed no significant
differences among experience groups (F = 1159, p = .959). Intrinsic satisfaction factors were also not signifi-
cantly affected by the duration of experience (F = .805, p = .523). Similar results were observed for extrinsic
satisfaction factors (F =.701, p =.592). These findings indicated that job satisfaction levels did not vary based
on years of experience.

Table 4
ATC JS Findings Based on Experience (ANOVA)
Mean Sd. F P Dif.
JS <5years 3.4512 .51019 159 959 =
6-10 years 3.4833 .59630
11-15 years 3.4929 .60502
16-20 years 3.5230 .59285
> 20 years 3.4305 .54519
Intrinsic Factors < 5years 3.8740 .54048 .805 .523 -
6-10 years 3.9563 .59219

Human Factors in Aviation and Aerospace, 1(2), 99-108 ER(\T‘D 103



Examining Job Satisfaction and Its Sub-Dimensions in Air Traffic Control ﬁ Tuncal, 2024

Mean Sd. F p Dif.
11-15 years 3.9504 .63199
16-20 years 3.8941 .60847
> 20 years 3.7541 .55307
Extrinsic Factors <5years 2.8169 .55457 .701 .592 -
6-10 years 2.7738 .73056
11-15 years 2.8065 67974
16-20 years 2.9662 66969
> 20 years 2.9451 66324

As shown in Table 5, the analysis revealed no statistically significant differences in job satisfaction scores
between the units where controllers worked (F = .263, p = .769). Similarly, no significant differences were
observed between units for intrinsic satisfaction factors (F = .633, p = .532) and extrinsic satisfaction factors
(F = .244, p = .784). These results indicated that job satisfaction and its sub-factors were not influenced by
the unit of operation.

Table 5
ATC JS Findings Based on Unit (ANOVA)
Mean Sd. F p Dif.
JS Aerodrome control tower (TWR) 3.4485 .54403 263 .769 -
Approach control unit (APP) 3.4547 .53334
Area control center (ACC) 3.5095 .60597
Intrinsic Factors Aerodrome control tower (TWR) 3.8701 .58242 .633 .532 -
Approach control unit (APP) 3.8255 54652
Area control center (ACC) 3.9375 .61112
Extrinsic Factors Aerodrome control tower (TWR) 2.8162 .64083 244 784 -
Approach control unit (APP) 2.8986 .63410
Area control center (ACC) 2.8676 .69485
Discussion

The levels of job satisfaction among air traffic controllers were assessed using the Minnesota Satisfaction
Questionnaire in the study. The findings indicated that the overall level of job satisfaction was moderate.
Notably, intrinsic satisfaction was observed to be higher than extrinsic satisfaction. This finding indicates
that air traffic controllers derived greater satisfaction from intrinsic aspects of their roles, such as personal
fulfillment and motivation related to their tasks. In contrast, their satisfaction with extrinsic factors,
including salary, promotion opportunities, and managerial support, was relatively low.

The high intrinsic satisfaction observed was attributed to factors such as the opportunity forindependent
work, the sense of conscientious responsibility, and opportunities for personal development. However, the
inherent stress associated with the profession was identified as a factor that negatively affected overall
job satisfaction (Borghini et al., 2020; Finkelman & Kirschner, 1980; Shouksmith & Taylor, 1997). A significant
negative correlation is observed between job stress and job satisfaction among controllers (Igbal & Waseem,
2012). The effective management of stress may play a pivotal role in enhancing intrinsic satisfaction. The
capacity of controllers to identify personal meaning in their work and align with individual elements of
their role contributes to this intrinsic satisfaction. Prior studies have indicated that air traffic controllers
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frequently exhibit higher levels of motivation and commitment compared to other professions due to the
demanding nature of their work (Irving et al., 1997).

The concept of flow, as developed by Mihaly Csikszentmihalyi, provides an explanation for the high level
of intrinsic satisfaction experienced by controllers. Flow theory describes the intense focus, sense of control,
and loss of time experienced during activities where skills are matched with challenges (Csikszentmihalyi,
1990). The nature of air traffic control, which requires high responsibility, constant attention, and rapid
decision-making, may facilitate a flow state, which in turn may lead to high job satisfaction. Controllers
engaged in flow experience deep meaning and satisfaction from their work, which can contribute to long-
term professional commitment and intrinsic job satisfaction (Csikszentmihalyi, 1998; Eisenberger et al.,
2005).

The relatively low level of extrinsic satisfaction in comparison to the overall scale average indicates
that the expectations of controllers regarding external job factors were not fully met. This indicates the
necessity for improvements in areas such as salary, promotion opportunities, and managerial support. The
existing literature frequently highlights the impact of salary and promotion opportunities on employee
satisfaction (Pandey & Asthana, 2017). Inadequate salaries or limited promotion opportunities have been
demonstrated to have a negative impact on motivation and overall satisfaction (Butt et al., 2015; Hee et al,,
2018). To enhance job satisfaction among controllers, organizations should prioritize the improvement of
external factors. Updating salary policies, expanding career development opportunities, and establishing
transparent and supportive managerial processes are essential steps in this direction.

The study also revealed no significant differences in job satisfaction based on gender, experience, or
operational unit. This finding aligns with existing literature, which suggests that demographic factors such
as gender, age, and working experience do not have significant effects on job satisfaction (Beyene & Gituma,
2017). This indicates that the professional identity of air traffic controllers is a more dominant factor in
determining job satisfaction, independent of individual demographic or professional characteristics. The
emphasis on professional standards, such as independent work, responsibility, and personal development,
appears to mitigate the impact of external factors like gender or operational unit. These findings highlight
that the high level of professionalism and intrinsic satisfaction among air traffic controllers are key deter-
minants of their job satisfaction.

Conclusion

This study provides valuable insights into job satisfaction among air traffic controllers. It highlights that
while intrinsic satisfaction factors are vital, there is a pressing need to improve extrinsic satisfaction
factors. Work conditions, management policies, career advancement opportunities, job stress, and salary
are fundamental determinants of job satisfaction. Enhancing these factors is crucial for increasing employee
satisfaction and organizational commitment. It is recommended that organizations make salaries compet-
itive, provide clear and fair career development opportunities, improve working conditions, and implement
support programs for stress management. Such improvements are expected to boost overall job satisfaction
among controllers and positively influence their professional performance and organizational commitment.
Furthermore, the impact of job satisfaction on overall performance in the aviation sector should be
acknowledged. Future research should explore job satisfaction in conjunction with stress and organizational
processes, as this is essential for enhancing sector efficiency and ensuring employee satisfaction.

The findings of this study are based on the current working conditions and experiences of air traffic
controllers. It should be noted that job satisfaction levels are directly related to factors such as workload,
stress levels, and managerial support. Since the study reflects the professional and working conditions of
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controllers at the time of the research, the results may change over time. In future studies, the consistency
of these findings could be better assessed through long-term research conducted across different time
periods.
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Abstract Safety management systems and safety culture are of paramount importance in identifying and managing threats. Although
some research has been carried out on safety culture among airline and military pilots, far too little attention has been
paid to this issue among ab-initio pilots. With these considerations in mind, the aim of this study was to examine the
perceptions of safety management and safety culture among the ab-initio pilots. Based on the survey data gathered from
the student pilots in Turkey, a one-way ANOVA test was performed. The questionnaire included 26 items that sought
participants’ perceptions of attitudes and beliefs regarding safety management systems and safety culture in their flight
training organisations. Four dimensions were evaluated. Response rate: 47.3% It was found that ab-initio pilots perceive
‘luck and safety’ and ‘organisational dynamics & positive safety practises’ as the most important factors. Results showed
that there was a significant correlation between each dimension and the course related to safety management and the
safety culture of an organisation (e.g, flight school and aviation faculties). The findings of this study may help flight training
organisations to improve the management of the safety climate among student pilots and improve aviation safety overall.

0z Emniyet yonetim sistemi ve emniyet kultlrd, tehditleri tanimlamak ve yonetmek agisindan son derece 6nemlidir. Havayolu
pilotlari ve askeri pilotlar arasinda emniyet kiltiirQi Uzerine bazi arastirmalar yapilmis olmasina ragmen, bu konu 6grenci
pilotlar arasinda ¢ok az dikkat g¢ekmistir. Bu durum goz onlnde bulundurularak, bu calismanin amaci 6grenci pilotlar
arasindaki emniyet yonetimi ve emniyet kiltlrd algilarini incelemektir. Turkiye'deki o6grenci pilotlardan toplanan anket
verilerine dayanarak tek yonli ANOVA testi yapilmistir. Anket, katilimcilarin ugus egitim organizasyonlarindaki emniyet
yonetim sistemi ve emniyet kilturd ile ilgili tutum ve inanglarina iliskin algilarini dlgmeye yonelik 26 madde icermektedir.
Dort boyut degerlendirilmistir. Yanit orani %47,3 olmustur. Ogrenci pilotlarin ‘sans ve emniyet’ ile ‘orgiitsel dinamikler ve
pozitif emniyet uygulamalar’ ni en onemli faktorler olarak algiladiklari bulunmustur. Sonugclar, her bir boyut ile bir organi-
zasyonun (6rnegin ucus okulu ve havacilik fakilteleri) emniyet yénetimi ve emniyet kiltiiriiyle ilgili kurs arasinda anlamli
bir korelasyon oldugunu gostermistir. Bu calismanin bulgulari, ucus egitim organizasyonlarinin 6grenci pilotlar arasindaki
emniyet iklimini yonetmelerini iyilestirmelerine yardimci olabilir ve genel olarak havacilik emniyetini artirabilir.

Keywords  Safety Management System - Safety culture - Organization - Ab-initio pilots - Aviation

Anahtar Emniyet Yonetim Sistemi - Emniyet Kiiltiirii - Organizayon - Ogrenci Pilot - Havacilik
Kelimeler

Citation | Atif: Tung, I. & Kilig, B. (2024). Perception of safety management and safety culture among ab-initio pilots. Human
E}:,:g."@] Factors in Aviation and Aerospace, 1(2), 109-118. https://doi.org/10.26650/hfaa.2024.1541390

h 5

*

: © This work is licensed under Creative Commons Attribution-NonCommercial 4.0 International License. ®®

. o 3 .

b A © 2024 Tung, i. & Kilic, B.
=

Corresponding author | Sorumlu Yazar: Bilal Kilig capt.bilalkilic@gmail.com

Human Factors in Aviation and Aerospace
https://hfaa.istanbul.edu.tr/ 109
e-ISSN: 3023-8439



https://iupress.istanbul.edu.tr/
https://doi.org/10.26650/hfaa.2024.1541390
https://orcid.org/0000-0001-6944-2980
https://orcid.org/0000-0001-6944-2980
https://orcid.org/0000-0002-3773-6682
https://orcid.org/0000-0002-3773-6682
mailto:capt.bilalkilic@gmail.com
mailto:capt.bilalkilic@gmail.com
https://doi.org/10.26650/hfaa.2024.1541390
mailto:capt.bilalkilic@gmail.com
https://hfaa.istanbul.edu.tr/

Perception of Safety Management and Safety Culture Among Ab-Initio Pilots ﬁ Tung & Kilig, 2024

Perception of Safety Management and Safety Culture Among Ab-Initio Pilots

Safety management system (SMS) is an essential component of ensuring safety. It is primarily used for
identifying and managing threats before unwanted situations (e.g., accidents and incidents) occur (ICAO,
2013). It is an organised approach to identifying hazards and threats and managing safety, including the
necessary policies and procedures. An SMS system is a dynamic risk management system applied in a safety
culture system (Stolzer et al., 2008).

Safety culture is a term defined by the International Atomic Energy Agency (IAEA) in 1991. Safety culture
refers to “the assembly of characteristics, attitudes and behaviours in organisations, individuals, and insti-
tutions, which establishes that, as an overriding priority, nuclear plant safety issues receive the attention
warranted by their significance (IAEA, 1999).

It has been practised in critical industries such as aviation, nuclear energy, and health care to prevent
errors and enhance safety (Li & Guldenmund, 2018). The SMS system has also been used in education
institutions to decrease the number of accidents and incidents at schools, colleges, and universities (Hasan
& Younos, 2020).

Safety management systems and safety culture are major areas of interest within the field of aviation and
play an important role in ensuring safety by managing safety risks and assuring the effectiveness of safety
risk controls (Stolzer et al., 2008) (Adjekum & Tous, 2020). Findings from investigations into aircraft accidents
and incidents have led to a renewed interest (e.g., awareness of interaction between human factors and
other aspect of aviation safety, students’ perception of risk factors, and more standardisation of curricula)
in safety management systems and safety culture (Hong et al., 2016). Previous studies have reported that
organisational factors (e.g., lack of training provided by companies and inadequate supervision and proce-
dures) contribute to aviation accidents and incidents (Kilic & Gundogdu, 2020)(Havle & Kilic, 2019).

It is a well-known fact that accidents, incidents, and near-misses can occur due to poor safety culture
and a lack of safety practises (Stolzer et al., 2008). Flight training organisations can systematically manage
risks such as work-related stressors (Kilic & Tabak, 2022a; Kilic & Ucler, 2019), fatigue (Kilic, 2021a), lack of
situational awareness (Kilic, 2019; Kilic & Buyuksoy, 2022), mental health(Kilic, 2022; Kilic & Tabak, 2022b), and
knowledge (Havle & Kilig, 2019; Bilal Kilic, 2021b; Bilal Kilic & Soran, 2020) associated with flight operations
(e.g., training, check, and cross-country flights)(Kilic & Gumus, 2020). Examining ab-initio pilots’ perceptions
of safety culture is essential for understanding how a flight training organisation (FTO) can influence
students’ behaviour during a flight (Adjekum, 2014).

Ab-initio pilots should gain safety culture in the early stages of flight training. FTOs and aviation faculties
can introduce various courses (e.g., aircraft accident investigation, safety management system, crew resource
management, human factors) to increase safety perception among student pilots during the ab-initio pilot
training (Kilic & Soran, 2019)

The research to date has tended to focus on airline pilots’ safety perception rather than ab-initio pilots’
perception (Liao, 2015). To the best of the authors’ knowledge, there has been little discussion about the
perception of safety management and safety culture among ab-initio pilots. With these considerations in
mind, we defined the following research questions;

Q1: Is there any correlation between a safety-related undergraduate course in a collegiate aviation
program and the ab-initio pilots’ safety perception?

. . . __J7 - \71”
Human Factors in Aviation and Aerospace, 1(2), 109-118 m




Perception of Safety Management and Safety Culture Among Ab-Initio Pilots ﬁ Tung & Kilig, 2024

Q2: Does the perception of safety culture and safety management system among ab-initio pilots vary
according to their demographics?

Materials and Methods
Study design

The questionnaire was derived from the previously published article (Gill & Shergill, 2004) and was sent
online to 800 student pilots who were participating in the ab-initio flight training programme around Turkey.
The survey comprised two parts: (i) demographic items and (ii) safety management systems and safety
culture in organisations (26 items). Response rate: 47.3% There were 70 (18.5%) female and 309 (81.5%) male
student pilots. Of the participants, 35.9% (N=136) had student pilot licences (SPL), 311% (N=118) had private
pilot licences (PPL), and 33.0% (N=125) had commercial pilot licences (CPL). One-third of the participants
(33.5%, N=127) were between the ages of 17 and 23. Of the participants, 37.5% (N=142) were older than 31
years. Ethical approval for the study was obtained from the Ozyegin University’s Human Research Ethics
Board (2024/14-BiLAL KILIC).

Table 1
Results of the Reliability and Validity Tests

Variables Dimensions

D1 D2 D3 D4

vl  There is an open communication between management and student pilots about 0,781
safety issues.

v2  Management usually informs student pilots of incidents and their outcomes. 0,795

v3  Safety information is brought to student pilots’ attention by their managers/super- 0,818

visors.
v4  Management takes a personal interest in safety compliance. 0,757
v5  Even due to financial pressures, safety takes priority. 0,747
v6 If student pilots safety is at risk, managers halt operations. 0,770
v7  Even if it means lost revenue, the management does not expect student pilots to 0,712

ignore safety.

v8 Management encourages fearless reporting of incidents, errors, and safety concerns. 0,841
v9  Managers have open discussion with student pilots about safety issues. 0,825
v10 Student pilots don't risk their jobs/trainings when they report safety concerns to 0,831
management.
vi1 The knowledge gained from incident reviews is usually put into practice. 0,734
v12 Management allocates resources to meet safety needs. 0,761
vi3  Management knows what goes on in operations. 0,690
v14 Management does something about hazards before accidents can occur. 0,786
v15 Most student receive adequate initial training to confidently do the job. 0,761

v16  Student pilots don't face reprisal for raising safety issues.

v17  The regulator’s (DGCA) rules and policies are clear and simple to follow 0,756

v18 DGCA’s audits are useful in ensuring safety. 0,746

v19  You are clear about the difference in DGCA's safety and enforcement roles. 0,813
v20 You believe accidents will happen no matter what anyone does. 0,580

v21 Student pilots believe that luck plays a major role in aviation safety. 0,656

v22 You believe everyone is likely to have an accident sooner or later 0,618
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Variables Dimensions
D1 D2 D3 D4
v23  Management takes disciplinary action against student pilots for regulatory noncom- 0,656
pliance.
v24  You have up-to-date software/technology to manage safety systems. 0,675
v25 Student pilots receive recurrent training 0,694
v26 Judgement of ‘safety at a reasonable cost’ does not put people at risk. 0,654
Variation explained % 40,12 15,70 8,16 4,47
Total variation explained % 68,44
Co. Alpha 0,94
KMO 0,92
Barlet,'s 6321,28 p=0,01

D 1: Organizational Dynamics and positive safety practices
D 2: Regulators’ role

D 3: Luck and safety

D 4: Safety management, training, and decision making

Statistical analysis

Data for this study were collected using an online survey. In order to test the reliability of the 26 expressions
in this study, Cronbach’s alpha analysis was carried out (Darren George & Paul Mallery, 2019). The analysis was
performed using the SPSS 25.0 package. The descriptive statistics are presented as frequency, percentage,
mean, and standard deviation. Statistical significance was analysed using t-tests and analysis of variance
(ANOVA) test as appropriate. The Sidak test was used for paired comparisons (post. Hoc.). Repeated variance
analysis was used to examine differences within subdimensions. P values less than 0.05 were considered
statistically significant in the study (a = 0.05) (Darren George & Paul Mallery, 2019).

Results and Discussion

It was determined that 81.5% of the participants are men and 18.5% are women. It was observed that 33.5% of
the participants were 17-23 years old, 29% were 24-30 years old, and 37.5% were 31. Among the participants,
31.1% had PPL licences, 33% had CPL licences, and 35.9% had SPL licences. 96.6% of the participants stated
that their companies have a culture of flight safety.

Table 1 illustrates that there are four dimensions; 1) Organizational dynamics and positive safety prac-
tises, 2) regulators’ roles, 3) Luck and safety, and &) Safety management training and decision making. The
Cronbach’s Alpha was 0.94. The Kaiser-Meyer-Olkin measure of sampling adequacy was 0.92 (Darren George
& Paul Mallery, 2019). These coefficients demonstrate that the scale is reliable and that there is no need
to remove any expressions from the survey. Based on the results obtained from Bartlett’s test (x2=6321,28,
p=0,01, p0,< 05), the dimensions were structurally significant.

The findings of this study revealed that most of the ab-initio pilots (N=366, %96.6) had a safety-related
course during flight training. This part of the findings sought to deal with the first research question “Is there
any correlation between a safety-related undergraduate course in a collegiate aviation programme and
the ab-initio pilots’ safety perception?” Table 2 presents the results obtained from the statistical analyses.
From the data in Table 2, it is apparent that there was a significant correlation between each dimension
(OD-PSP, RR, LS, and SMS-DM) and the course related to safety management and the safety culture of an
organisation (e.g., flight school and aviation faculties) (p=0,01, p < 0,05). From these data, we can see that a
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positive correlation was found between the type of pilot licence and each dimension. This result is in good
agreement with previous findings (Adjekum, 2014).

Table 2
Effect of a course related to safety management system and safety culture on the perceptions of ab-initio pilots

Does the curriculum of your organiza-
Factors tion include a course related to safety n Mean Std. Deviation p
management and safety culture?

Organizational dynamics & Yes 366 44 0,75 0,01*
positive safety practices 9
(OD-PSP) 13 3,09 0,69

Yes 366 335 0,61 0,01
Regulator’s role (RR)

No 13 2,74 0,64

Yes 366 418 0,81 0,01
Luck and safety (LS)

No 13 2,79 0,98
Safety management, train- Yes 366 3,68 0,73 0,01+
ing and decision-making -
(SMS-DM) 13 3,15 0,63

*significant on the level of 0,05

This section of the findings focuses on the second research question: “Does the perception of safety
culture and safety management system among ab-initio pilots vary with demographics?” Consistent with the
previous findings, Table 3 illustrates that there was a significant correlation between each dimension and
the type of pilot licence (e.g., PPL, and CPL) (p=0,01, p < 0,05) (Adjekum, 2014). In contrast to earlier findings,
it was found that there was no significant correlation between each dimension and ab-initio pilots’ ages
(Adjekum, 2014).

Table 3

Effect of the current type of pilot license on the participants’ view on the SMS and safety culture

Factors License n Mean Std. Deviation p
Organizational dynamics & positive PPL 118 4,02 0,81 0,01+
safety practices (OD-PSP)
CPL 125 4,34 0,74
SPL 136 3,97 0,73
Regulator’s role (RR) PPL 118 3,37 0,7 0,01
CPL 125 3,40 0,59
SPL 136 3,22 0,58
Luck and safety (LS) PPL 118 4,00 0,9 0,01
CPL 125 4,42 0,8
SPL 136 4,00 0,79
Safety management, training and PPL 118 3,62 0,76 0,01
decision-making (SMS-DM)
CPL 125 3,88 0,6
SPL 136 3,51 0,77

*significant on the level of 0,05
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As shown in Table 4, ab-initio pilot perceive ‘luck and safety’ and ‘organizational dynamics & positive safety
practises as the most important factors. This is in line with previous findings (Gill & Shergill, 2004). ‘Safety
management, training and decision-making (SMS-DM) was ranked as the second most important factor by
the ab-initio pilots.

Table &4

Means and standard deviations of factors related to safety culture and the SMS in flight training organizations
Factors Mean Std. Deviation p post hoc.
Organizational dynamics & positive safety 4M 0,78
practices (OD-PSP) (1)
Regulator’s role (RR) (2) 3,33 0,62 0,01 1,3>4>2
Luck and safety (LS) (3) 4,14 0,85
Safety management, training and decision- 3,67 0,73

making (SMS-DM) (4)

*significant on the level of 0,05

Prior studies have noted the importance of safety management systems and safety culture in commercial
aviation (Liao, 2015) and military aviation (Soeters & Boer, 2000). This study is set out with the aim of
examining the safety perceptions of ab-initio pilots and the effect of organisations’ safety management
systems and safety culture.

The current study found that the safety management systems and safety culture in flight training organ-
isations can influence the OD-PSP, RR, LS, and SMS-DM levels and may help improve safety perceptions
among ab-initio pilots.

The current study found a strong relationship between the safety perceptions of ab-initio pilots and
the introduction of a safety-related course in the curriculum of flight training organisations. It is somewhat
surprising that ab-initio pilots have the idea that ‘luck plays a major role in aviation safety’ and ‘accidents
will happen no matter what anyone does. These results match those of earlier studies (Williamson et al.,
1997)(Cox & Cox, 1991).

One unanticipated finding was that luck and safety were considered more important for safety manage-
ment, training, and decision-making. There is abundant room for further progress in determining factors
affecting safety culture and safety management systems in flight training organisations. In future investiga-
tions, the safety perceptions of ab-initio pilots in military aviation must be examined.

Conclusion

The main goal of the current study was to determine the perceptions of safety management and safety
culture among the ab-initio pilots. One of the more significant findings to emerge from this study is that
the introduction of safety-related courses in the curriculum of flight training organisations is positively
associated with the safety perceptions of ab-initio pilots.

The findings of this study make several contributions to the existing literature. First, it was shown that
organisations (e.g., airlines, flight schools, and aviation faculties) were among the most significant factors
that can influence pilots’ perceptions of safety culture. Second, ab-initio pilots perceive luck and safety as
significant contributing factors to safety.

Safety practitioners and aviation experts can strengthen traditional risk control practises in flight training
organisations based on the findings of the current study.
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The most important limitation lies in the fact that this cross-sectional study was performed in flight
training organisations. Ab-initio pilots might have hesitated to disclose their ideas about their flight schools’
safety attitudes and practises.

Finally, we could demonstrate that flight training organisations could integrate a safety related course in
their curriculum and improve the safety culture among.
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Survey

1) Gender
a) Female
b) Male
c) Prefer not to say

2) Which of the following categories describes your age?
a) 17-23
b) 24-30
c) 31and older

3) Holding type of license
a) Student pilot license-SPL
b) Private pilot license-PPL
c) Commercial pilot license-CPL

4) Does the curriculum of your organization (e.g., flight school, aviation faculty, flight training department,
airline flight academy) include a course related to safety management and safety culture?

5) There is an open communication between management and student pilots about safety issues.
6) Management usually informs student pilots of incidents and their outcomes.
7) Safety information is brought to student pilots’ attention by their managers/supervisors.
8) Management takes a personal interest in safety compliance.
9) Even due to financial pressures, safety takes priority.
10) If student pilots safety is at risk, managers halt operations.
11) Even if it means lost revenue, the management does not expect student pilots to ignore safety.
12) Management encourages fearless reporting of incidents, errors, and safety concerns.
13) Managers have open discussion with student pilots about safety issues.
14) Student pilots do not risk their jobs/trainings when they report safety concerns to management.
15) The knowledge gained from incident reviews is usually put into practice.
16) Management allocates resources to meet safety needs.
17) Management knows what goes on in operations.
18) Management does something about hazards before accidents can occur.
19) Most student receive adequate initial training to confidently do the job.
20) Student pilots do not face reprisal for raising safety issues.
21) The regulator’s (DGCA) rules and policies are clear and simple to follow.
22) DGCA's audits are useful in ensuring safety.
23) You are clear about the difference in DGCA's safety and enforcement roles.
24) You believe accidents will happen no matter what anyone does.

25) Student pilots believe that luck plays a major role in aviation safety.
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26) You believe everyone is likely to have an accident sooner or later.

27) Management takes disciplinary action against student pilots for regulatory noncompliance.

)
)
28) You have up-to-date software/technology to manage safety systems.
29) Student pilots receive recurrent training.

)

30) Judgement of ‘safety at a reasonable cost’ does not put people at risk.
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0z Bu calisma hava yolu sektoriinde kabin ekibi Uyelerinin Ekip Kaynak Yoénetimi-Crew Resource Management (CRM)
egitimlerinin faydalilig, drgutsel emniyet iklimi, CRM tutumlari ve emniyet davranislari arasindaki iliskilerin istatistiksel
olarak belirlenmesini amaglamaktadir. Calisma, ugus emniyeti tutumlari ve davranislarina dontisip dontsmedigini deger-
lendirmeyi hedeflemekte ve bu surette teorik cabalarin insani becerileri gelistirmek yoluyla ugus emniyeti pratigine
donlstp donlsmedigini ortaya koymayi hedeflemektedir. Ayrica, CRM egitimlerinin faydalilig ve orgltsel emniyet ikliminin
emniyet davranisina etkisinde CRM tutumunun aracilik rold bulunup bulunmadiginin istatistiksel olarak tespit edilmesi
arastirmanin diger bir amacini olusturmaktadir. Bu amaglar dogrultusunda bir nicel arastirma kapsaminda tesadufi
olmayan ornekleme yontemine dahil olan kolayda ornekleme yontemine basvurulmus ve 421 kabin tyesi katilimcilardan
anket yoluyla veri elde edilmistir. Veriler SPSS ve AMOS istatistik paket programlarinda ¢ozlimlenmistir. Yapilan istatistiksel
analizler sonucunda calismanin eristigi bulgu, kabin ekibi tGyelerinin CRM egitiminin faydaliligina iliskin algilar ve orgutsel
emniyet ikliminin CRM’e (kabin emniyetine) iliskin tutumlari ve emniyet davranislari izerinde etkili oldugudur. Ayrica CRM
tutumlari, orgutsel emniyet iklimi ve CRM egitiminin faydaliligl ile emniyet davranisi arasinda anlamli bir aracilik roliine
sahiptir.

Abstract This study aims to statistically determine the relationships among the usefulness of Crew Resource Management (CRM)
training, organisational safety climate, CRM attitudes, and safety behaviours in the airline industry. The study seeks to
evaluate whether these factors can be transformed into flight safety attitudes and behaviours, thus aiming to reveal
whether theoretical efforts aimed at improving human skills can be effectively transformed into flight safety practises.
Additionally, another research objective is to statistically determine whether CRM attitudes mediate the effect of usefulness
of CRM training and the organisational safety climate on safety behaviour. In line with these objectives, a non-probability
sampling method, specifically convenience sampling, was employed within the scope of a quantitative study, and data were
collected from 421 cabin crew members via surveys. The data were analysed using the SPSS and AMOS statistical software
packages. The statistical analyses revealed that cabin crew members’ perceptions of the usefulness of CRM training and the
organisational safety climate significantly influenced their CRM-related (cabin safety) attitudes and safety behaviours. CRM
attitudes significantly mediate between the organisational safety climate, usefulness of CRM training, and safety behaviour.
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Yazar Notu  Bu calisma, yazarin istanbul Aydin Universitesi Lisansistl Egitim Enstitisi biinyesinde yayimlanan “Ekip kaynak yonetimi
(CRM) egitimlerinin ucus emniyeti tutumu ve davranisina olan etkisi: Sivil havacilik alaninda bir arastirma” baslikli doktora
tezinden uretilmistir.

Author Note This study was derived from the author’s doctoral thesis titled “The effects of crew resource management (CRM) training on
flight safety attitudes and behavior: A research in the field of civil aviation” published by Istanbul Aydin University Graduate
Education Institute.

Extended Summary

Despite all the advancements, the civil aviation sector remains an industry with inherently high risks, and issues
related to ensuring flight and ground safety are critical in all its operations. In this context, flight safety is one of
the foremost priorities for civil aviation enterprises (Erdem, 2018: 1). Although it is undeniable that the hardware and
software of an aircraft play a crucial role in safety, human factors are also indispensable elements of flight safety.
However, humans are naturally prone to errors and mistakes because of their limited capabilities. Therefore, fully
understanding the dynamics related to human factors and their impact on flight operations makes it possible to
ensure full flight safety. On the other hand, the limitations of human capacity and abilities, coupled with the fact
that various factors influence human technical and non-technical competencies, have made the role of the human
factor in ensuring flight safety more important than ever (Basdemir, 2020: 55-56). Considering human factors as an
integral part of safety management, they are necessary for understanding, identifying, and mitigating safety risks, as
well as optimising human contributions to safety (ICAO, 2018: 25). In this sense, Crew Resource Management (CRM),
which is seen as a vital tool for airline companies, enables them to meet changing demands without compromising
the quality of flight services while ensuring the highest level of flight safety (Erdem, 2018: 1).

The scope of this study encompasses Crew Resource Management (CRM) in the airline industry. The main focus of
this study is on the human factor, which is a significant element in ensuring safety in flight operations and preventing
and reducing accidents and incidents. CRM is defined as a training and management tool aimed at preventing
individual errors and risks by efficiently utilising all available resources, including information, equipment (hardware
and software), and people, and by developing non-technical (i.e., cognitive, social) skills based on the observable
characteristics of teams (Powell and Kimberly Hill, 2006: 179). CRM, which requires significant training and experience,
is a vital airline management process, especially in minimising potential problems or serious accident risks during
flights. In high-risk and high-stress situations during flight operations, CRM requires the individual or collective effort
of the flight crew to deal with or at least overcome damage (Lauber, 1987: 13; ileri, 2020: 36-37).

On the other hand, the concept of safety climate, which includes organisational values, norms, beliefs, practises, and
procedures related to safety (Schein, 1992; Guldenmund, 2000), is another essential factor in ensuring safety that
is used to describe employees’ shared perceptions of how safety management is operationalised in a workplace
(Zohar, 1980). The safety climate within an organisation influences an employee’s perception of safety. For example,
when management is firmly committed to safety, it is assumed that employees are more likely to demonstrate
safety commitment. Therefore, researchers and practitioners need to recognise the importance of the organisational
safety climate because it may influence employee safety behaviour and help better understand incidents preceding
accidents and injuries (Lu and Yang, 2011: 329-330).

Based on the relevant literature and the developed hypotheses, this study aims to identify the reactions of cabin
crew members to CRM training and to evaluate whether CRM training influences flight safety attitudes and whether
these attitudes turn into behaviours. The research model considers the perceived usefulness of CRM training,
organisational safety climate, attitudes towards CRM, and safety behaviour as variables. The independent variables
were the perceived usefulness of CRM training and organisational safety climate, while the dependent variables were
the cabin crew’s attitudes towards CRM and their safety behaviours. This study examines the relationships between
these variables after the provision of CRM training. Another research objective is to determine whether attitudes
towards CRM mediate the effect of CRM training and organisational safety climate on safety behaviour. In line with
these objectives, statistical analyses were conducted based on the data obtained from the cabin crew members
through a quantitative research approach, and the findings were presented and evaluated.

Primary data for this study were collected from cabin crew members working in the airline industry who had partic-
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ipated in CRM training, using the “online survey method,” one of the survey methods. Psychometric measurement
tools based on the Likert scale included the CRM Training Approach (Usefulness of CRM Training) Scale developed
by Bennett (2018), the Organizational Safety Climate Scale developed by Neal and Griffin (2006), the CRM Attitude
Scale adapted from Sekerli’s (2006) study and developed by Birgoren (2015), and the Safety Behavior Scale developed
by Chen and Chen (2014). A convenience sampling method, which is a non-probability sampling method, was used
to reach cabin crew members who had participated in CRM training (basic, recurrent, or purser), and data were
obtained from 421 participants. The obtained data were coded, classified, and analysed using SPSS and AMOS
statistical software. Structural equation modelling was used to determine the relationships between variables and
their mediating role, and the hypotheses proposed in the research were tested within the framework of the pathways
established between variables.

The findings obtained in this study indicate that factors such as organisational safety climate and the perceived
usefulness of CRM training impact employees’ attitudes towards safety and safety behaviours. The organisation’s
approach to safety and employees’ attitudes towards CRM training are crucial in forming the necessary attitudes
and behaviours for establishing cabin safety. The findings from the analyses, which identified the mediating effect,
also showed that attitudes towards CRM mediate the relationship between safety behaviour and CRM. Organisational
safety climate indirectly impacts safety behaviour through attitudes towards CRM. Additionally, the perceived useful-
ness of CRM training has a higher indirect effect than the organisational safety climate. In other words, a specific
attitude towards safety is formed, leading to safety behaviours. Therefore, improving the organisational safety climate,
increasing CRM training efficiency, and encouraging positive attitudes towards CRM can enhance safety behaviours.
These results emphasise the importance of CRM practises in the civil aviation industry.

CRM training plays a significant role in forming specific attitudes and behaviours related to safety. From this
perspective, these findings reinforce the importance of CRM training and yield positive outcomes. These results
highlight the importance of airline companies investing in organisational safety climate and CRM training to enhance
employees’ safety behaviours.

Since the structural research model examined in this study is original, there is a certain limitation in discussing the
findings related to the relationships; however, these findings are in line with studies in the literature that emphasise
the importance of similar CRM trainings (e.g., Yamamori and Mito, 1993; Simpson and Wiggins, 1995; Morey et al., 1997
Helmreich et al., 1999; Salas et al., 2006; Ricci and Brumsted, 2012; Birgdren, 2015; Jimenez et al,, 2015). These findings
highlight the significance of factors such as organizational safety climate and CRM training to enhance positive
attitudes and behaviours related to safety in the aviation industry.

Based on these findings, it can be recommended that airline companies focus on improving employees’ attitudes
towards CRM and, consequently, enhance their safety behaviours. It would also be beneficial for training developers
to consider the findings and evaluations from this study to make practical contributions. Drawing from this study, it
is essential to emphasise that airline companies should regularly review their policies related to CRM training and
organisational safety climate, placing greater emphasis on these issues and fostering continuous safety awareness
among employees. By investing more in CRM training, airlines can improve employees’ attitudes towards CRM and
enhance safety behaviours. Improving the organisational safety climate can also enhance safety perception and
support safety behaviours.

In addition to these points, it is necessary to note that this study is based on quantitative data obtained from a
specific sample. Therefore, its generalizability is limited to the research sample framework. Furthermore, all data were
collected through surveys, subject to the inherent limitations of the survey responses, assuming that the participants'
answers were accurate and honest. Additionally, the data were collected from only one specific sector, further limiting
the generalizability of the findings. The data were gathered at a single time and cross-sectional, meaning that there
was no longitudinal information on whether changes occurred over time. Taking these limitations into consideration
is essential for the design of future studies.
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Hava Yollarinda Ekip Kaynak Yonetimi (CRM) Egitimleri ve Orgiitsel Emniyet iklim-
inin Kabin Ekibinin Emniyet Tutumu ve Davranisina Etkisi

Bu calismanin temel odak noktasini ucus operasyonlarinda emniyetin saglanmasi ve kaza-kirimlarin engel-
lenmesi ve azaltilmasinda 6nemli bir faktor olan insan faktori olusturmaktadir.

Havacilikta ucus emniyeti “havaciligin yiiritilmesiyle veya hava aracinin operasyonuna dogrudan
katkida bulunan havacilik faaliyetleriyle ilgili risklerin azaltildigi ve kabul edilebilir bir seviyede kontrol
altinda tutuldugu durum” olarak tanimlanmaktadir (ICAO, 2018: 23). Ucak kazalari ya da hasarlarina neden
olabilecek insan veya organizasyon kaynakli hatalarin onlenmesi icin tehdit ve risklerin fark edilmesi,
tanimlanmasi ve yonetilmesine yonelik calismalar, bu kapsamda ele alinmaktadir (Terzioglu, 2018: 7).

Sivil havacilik sektori, her kosulda yiiksek riskler tasiyan bir alan olup ugus ve yer emniyetinin saglan-
masi tiim faaliyetlerinde kritik bir 6neme sahiptir. Bu baglamda, ugus emniyeti sivil havacilik isletmelerinin
en oncelikli unsurlarindan biridir (Erdem, 2018: 1). Havacilikta emniyet ile ilgili kalite yonetimi zorunlu bir
gerekliliktir; bu yonetim, standartlari belirlemek, yonetmeliklere uymak, sistemleri kontrol etmek, hatalari
onlemek, olay sayisini azaltmak, ucaklarin tasarim, lretim, bakim, onarim ve operasyonlarinda ugusa
elverisliligi saglamak ve korumak, emniyeti artirici onlemler almak, verimliligi yiikseltmek ve sistemi siirekli
iyilestirmek adina 6nemli bir rol oynamaktadir (Senol, 2020: 1053).

Ucaklarin donanim ve yazilimi kadar, insan faktori de ugus emniyetinin tesis edilmesi noktasinda
vazgecilmezdir. Ancak, insan dogasi geregi sinirli kapasitelere sahip olup hatalara yatkindir. Bu nedenle insan
faktorleri ve ucus operasyonlarina olan etkileri tam anlamiyla anlasilmadan ugus emniyetinin tam olarak
saglanmasi mimkiin degildir. Ayrica, insan yeteneklerinin sinirliliklari ve pek ¢ok dis etkenin insanin teknik
ve teknik olmayan becerilerine olan etkisi, bu faktorlerin ucus emniyetindeki roliinii daha da kritik hale
getirmektedir (Bagdemir, 2020: 55-56).

Havacilikta ugus emniyetini etkileyen faktorler, temel olarak teknik (donanim-yazilim) ve teknik olmayan
(insani) faktorler olarak iki ana baslikta incelenebilir. Teknik faktorler, kazalarin ve olumsuz olaylarin teknik
donanim ya da teknolojik arizalarla iliskilendirilmesiyle agiklanmaktadir (ICAO, 2018: 23). Bir havayolu
isletmesinin ucus emniyeti organizasyonunun teknik analiz boyutu, kurulusun genel teknik emniyet perfor-
mansinin bir gostergesi olarak cesitli endeksler ya da olgulebilir gostergeler belirlenmesi, performansin
izlenmesi ve verilerin diizenli olarak gozden gecirilmesini icermektedir (Rose, 1992: 1). Teknik agidan
ucus riskleri, her zaman sistem parametrelerindeki sapmalarla iliskilidir. Bu dogrultuda, ucus emniyeti,
sapmalarin belirlenen ugusa elverislilik gerekliliklerinden daha biiyiik olma olasiligiyla tanimlanabilmek-
tedir (Bezapasnostj, 1988; Rohacs ve Németh, 1997; Rohacs, 2012: 268). Teknik faktorlerin yani sira, ugus
emniyetinde teknik olmayan, yani insan kaynakli faktorler de en az teknik unsurlar kadar 6nemlidir. Havacilik
emnivyeti ile ilgili tiim sureglerde insan, yaptigi isin, aldig kararlarin ve bu kararlarin sonuglarinin sorumlu-
lugunu tasimaktadir ve bu sorumluluklar, havacilik emniyetinin tesisinde kilit bir rol oynamaktadir (Dolores,
2018: 382). insanla ilgili tiim bu siirecler ve kararlar, insan faktorleri adi altinda ele alinmaktadir.

Havacilikta insan faktorleri, genel olarak bir havacilik kazasina katkida bulunan hatali veya yanlis insan
kararlarini ve eylemlerini ifade etmektedir. Daha genis anlamda, insan faktorleri, kazaya neden olan veya
kazay! tehdit eden organizasyonel, emniyet ve operasyonel faaliyetler sistemi ile dogrudan iliskili olup,
pilotlarin ve diger kisilerin, insana bagimli olmayan faktorler tarafindan tetiklendiginde, kazayr onlemek
veya azaltmak icin firsatlarin mevcut oldugu durumlarda yetersiz eylemlerini kapsamaktadir. insan faktor-
leri, bir kisinin mesleki gorevlerini yerine getirirken sergiledigi becerilerle ve bu gorevlerin yapildigi cevresel
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etmenlerle ilgilidir (Dolores, 2018: 383). Bu kapsam, insan fizyolojisi, psikoloji, alg, bilis, etkilesim, cevresel
kosullar, insan-makine arayiizii gibi insanla ilgili hemen her alani icerir (Aviation Learning, 2022: 3).

Ucak kazalarinin ve hasarlarin biiyiik cogunlugunun teknik arizalar veya ucus ekibinin teknik yetersizlik-
lerinden kaynaklanmadigi, Tiirkiye ve diinya genelindeki ucak kazalari ve nedenlerine dair yapilan istatis-
tiksel analizler ile acik¢a ortaya konulmustur. Arastirma raporlari, kazalarin daha ¢ok standart operasyonel
prosediirlerin disina ¢ikilmasi, karar verme ve liderlik gibi teknik olmayan insan faktorleri nedeniyle gercek-
lestigini gostermektedir. Bu baglamda ugus emniyeti egitimleri, insan kaynakli sorunlari en aza indirmeyi
amaclamaktadir (Aktas ve Tekarslan, 2013: 279).

Sonuc olarak, insan faktorlerinin dikkate alinmasi, emniyet ile ilgili risklerin anlasilmasi, tanimlanmasi ve
azaltilmasi icin kritik onemdedir ve bu siirecte emniyete insan katkilarini optimize etmek amaciyla emniyet
yonetimi biiyiik bir rol oynamaktadir (ICAO, 2018: 25). Bu baglamda, havayolu isletmelerinin degisen taleplere
yanit verirken sunduklari ucus hizmetlerinin kalitesinden 6diin vermeksizin ucus emniyetini en st diizeyde
saglamak adina Ekip Kaynak Yonetimi (Crew Resource Management - CRM) 6nemli bir arag olarak kabul
edilmektedir (Erdem, 2018: 1).

CRM, ucus emniyetini artirmak icin bireysel kaynaklar yerine ekip kaynaklarini 6n plana ¢ikaran, bilissel
ve sosyal becerileri gelistirerek bireysel hatalarin ve risklerin onlenmesine yonelik bir egitim ve yonetim
aracidir (Powell ve Hill, 2006: 179). Ucus operasyonlarinda insan, ekipman, prosediir ve siireglerin uyum
icinde calismasini hedefleyen bir yonetim modelidir (Haller vd., 2008: 254). CRM, havayolu isletmeleri icin
ucus sirasinda karsilasilan olasi sorunlari en az zararla atlatabilmek amaciyla kullanilan 6nemli bir yonetim
siirecidir ve yiiksek risk ve stres durumlarinda insan faktoriiniin etkili yonetimini gerektirmektedir (Lauber,
1987: 13; ileri, 2020: 36-37). NTSB (National Transportation Safety Board) ve NASA’'nin (National Aeronautics
and Space Administration) ugus ekipleri lizerinde yaptigi calismalar, CRM uygulamalarinin kalitesinin ugus
ekiplerinin tutumlaryla dogrudan iliskili oldugunu gostermektedir (Helmreich, 1984; Aktas ve Tekarslan,
2013: 281). Dolayisiyla ugus operasyonlarinda yer alan ekip tyelerinin CRM’e iliskin bilgi, beceri, tutum ve
davranislarinin gelistirilmesi yoniindeki ¢abalar 6nem tasimaktadir. Bu acidan CRM egitimleri emniyete
iliskin insan faktori gercevesinde birtakim olumlu giktilarin saglanmasi konusunda onemli goriilmektedir.
Diger taraftan, emniyete iliskin olarak orgiitsel degerler, normlar, inanglar, uygulamalar ve prosediirleri
iceren (Schein, 1992; Guldenmund, 2000) emniyet iklimi, bir calisma ortaminda emniyet yonetiminin nasil
islevsellestirildigine iligskin ortak ¢alisan algilarini tanimlamak igin kullanilan v emniyetin tesisinde onemli
kabul edilen bir bagka unsurdur (Zohar, 1980). Emniyet iklimi, calisanlarin emniyet yonelimli gabalarinin nasil
algilandigini yansitmaktadir ve bu algilar, emniyet davranislarinin tesvik edilmesinde 6nemli bir referans
noktasi olusturmaktadir (Dedobbeleer ve Beland, 1991). Orgiitsel baglamda, emniyet iklimi bir isletmede
emniyet yonetiminin nasil isledigini belirleyen calisan algilariyla tanimlanmaktadir (Zohar, 1980). Yonetimin
emniyete karsi olan bagliligl, calisanlarin da emniyet taahhiidiinii benimsemesiyle sonuclanabileceginden,
emniyet ikliminin emniyet davranislarini etkiledigi kabul edilmektedir (Lu ve Yang, 2011: 329-330). Bu
bakimdan, ekip uyelerinin emniyete iliskin olarak gelistirdikleri emniyet iklimi algisi, emniyetle iligkili
davranislarinin bir 6nciilii olarak kabul gormektedir (Neal ve Griffin, 2006; Eryilmaz vd., 2019: 1856).

Bu calismada temel odak noktasi sivil havacilikta ugus emniyetinin tesis edilmesi hususunda CRM egitim
faaliyetleri ve bunlarin kabine yansimalaridir.

Bu calisma, ilgili literatiir ve gelistirilen hipotezler i1siginda, hava yolu sektorii ¢ercevesinde kabin ekibi
tyelerinin CRM egitim faaliyetlerine gosterdikleri yaklasimlari belirlemeyi; CRM egitiminin ucus emniyeti
tutumlarina ve tutumlarin davranisa doniisiip doniismedigini degerlendirmeyi amaclamaktadir. Arastirma
modelinde CRM egitiminin faydaliligl, orgiitsel emniyet iklimi, CRM’e yonelik tutum ve emniyet davranisi
birer degisken ele alinmistir. CRM egitimlerine yonelik faydalilik algisi ve orgiitsel emniyet ikilimi ile birlikte
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bagimsiz degiskenler, kabin ekibinin CRM’e yonelik tutumlari ve emniyet davranislari ise bagimli degiskenler
olarak ele alinmis ve bu degiskenler arasindaki iliskilerin CRM egitimleri verilmesi sonrasinda incelenmesi
amacglanmistir. Ayrica, CRM egitiminin ve oOrgiitsel emniyet ikliminin emniyet davranisina etkisinde CRM
tutumunun aracilik rolii olup olmadiginin tespit edilmesi arastirmanin diger bir amacini olusturmaktadir.
Bu amaglar 1s18inda, bir nicel arastirma kapsaminda kabin ekibi liyelerinden toplanan veriler cercevesinde
istatistiksel analizler gerceklestirilmis, bulgular sunulmus ve degerlendirilmistir.

Literatuir Taramasi

Bu baslik altinda, arastirmada ele alinmis olan CRM egitimi, orgiitsel emniyet iklimi, CRM’e yonelik tutum ve
emniyet davranisina iliskin tanimlayici bilgilere yer verilerek literatiir 6zeti sunulmustur.

Ekip Kaynak Yonetimi (CRM) ve Egitimi

Havacilik sektoriinde emniyetin saglanmasinda insan faktorii kritik 6neme sahiptir. Ancak, insanlar hata
yapabilen, fiziksel ve zihinsel sinirlamalari olan varliklardir. Fiziksel veya zihinsel yorgunluk, hava sicaklig
gibi cevresel etmenlerden etkilenebilme, is kazalari sonucu yaralanma gibi durumlarla karsilasabilme
olasiligi vardir ve algilama kapasiteleri sinirlidir. Bilgi ve beceri eksikligi nedeniyle bilgi isleme, muhakeme
ve karar alma siireglerinde eksiklikler ortaya ¢ikabilmektedir. Ayrica insan performansi, mekanik bilesenlerin
aksine, sosyal ve duygusal faktorlerden etkilenebilmektedir. Bu sebeple, insanin yetersiz performansi ucus
emniyetini olumsuz yonde etkileyebilmektedir. insanin, ucus emniyeti sisteminin temel bir parcasi olmasi
nedeniyle, insan zihninin, tutum ve davranislarinin gesitli yonlerinin nasil isledigini ve performans kisitla-
malarinin is ortamindaki etkilerini anlamak biiyiik 5nem tasimaktadir (Aviation Learning, 2022: 12).

CRM, insan faktoriinii bircok farkli agidan ele alarak, ugus emniyetini saglamayi ve ugus emniyetiyle ilgili
temas noktalarini analiz edip degerlendirerek, bu alanlarda gelisim saglamayi amacglamaktadir. CRM’in temel
hedefi, ucus emniyetini korumak amaciyla bilgi, zaman, insan, ucak ve malzeme gibi kaynaklarin etkili bir
sekilde kullanilmasini saglamak ve bu dogrultuda ucus ekibi, bakim personeli, hava trafik kontroli ve yer
ekibi arasinda etkili bir yonetim bilimini gelistirmektir (inan, 2018: 45). Diger bir ifadeyle CRM, ucak kazalar
ve kirrmlarinda insan hatasini azaltmayi veya en aza indirmeyi hedefleyen ve ugus emniyeti ile ilgili teknik
olmayan becerileri gelistirmeyi amaglayan bir davranis bilimidir. Bu sistem, degisken sartlara gore uyarlan-
abilen ve ekip performansini artirmaya yonelik bir yapi sunmaktadir (Powell ve Kimberly Hill, 2006: 179).
Bu nedenle CRM kavrami zaman icerisinde gelistirilerek havacilik egitimlerinin onemli bir bileseni haline
gelmistir (Mengenci, 2014: 44).

Hava yolu sektorii agisindan CRM egitimleri, mevcut kaynaklarin etkin bir sekilde kullanilmasi ve ekip-
lerin teknik olmayan becerilerinin gelistirilmesine yonelik bir 6gretim stratejisidir (Salas vd., 1999: 163). Bu
egitimler, takim galismasi, liderlik, iletisim ve durum farkindaligi gibi alanlara odaklanarak ekiplerin perfor-
mansini ve emniyetle ilgili tutumlarini gelistirmeyi amaglamaktadir (Salas vd., 2006a: 393-393). Bu egitimler
genellikle ucus ekibi, kabin memurlari, ugus harekat uzmanlari ve hava trafik kontroli gibi personellere
yonelik diizenlenmektedir ve uluslararasi standartlarla uyumlu olarak Uluslararasi Sivil Havacilik Teskilati-
International Civil Aviation Organization (ICAO) ve Avrupa Havacilik Emniyeti Ajansi-European Union Aviation
Safety Agency (EASA) tarafindan belirlenen mevzuatlar cergevesinde hazirlanmaktadir (IATA, 2016: 45). Egitim
programlari baslangic ve tazeleme egitimleri olmak iizere iki ana baslikta sunulmaktadir. Baslangic egitimleri
genellikle iki ila Ui¢ guin surer ve dersler, pratik alistirmalar, rol yapma, vaka analizleri ve kaza simiilasyon-
larini icermektedir. Tazeleme egitimleri ise genellikle yarim ya da tam giin siiren ve belirli CRM konularina
odaklanan periyodik egitimlerdir (O'Connor vd., 2008: 356).
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CRM egitimi artik baslica sivil havacilik diizenleyicileri tarafindan onerilmekte ve bircok havayolu sirketi
tarafindan uygulanmaktadir. Bu egitimlerde kullanilan yontemler arasinda dersler, uygulamali alistirmalar,
vaka analizleri ve kaza simiilasyonlari bulunmaktadir (Salas vd., 2006b). Literatiir, CRM egitimlerinin genel-
likle takim calismasi, etkili iletisim, gorev paylasimi, stres yonetimi, is yiki ve zaman yonetimi, durum
farkindalig, liderlik ve ekip calismasi, karar verme ve kisisel sinirlamalar gibi konulari kapsadigini goster-
mektedir (Flin ve Martin, 2001; Salas vd., 2006b; O’Connor vd., 2008: 353-354; Wagener ve Ison, 2014: 4).

Bununla birlikte, CRM egitiminin etkili olup olmadigini degerlendirmek de biiyiik onem tasimaktadir. Bu
degerlendirmeler, egitim programlarinin gelecekte daha verimli hale gelmesi igin gerekli verilerin toplan-
masi ve analiz edilmesi siirecini icermektedir (Ford vd., 2014: 50).

Orgiitsel Emniyet iklimi

Emniyet iklimi, 6rglitsel iklimin bir alt boyutu olarak degerlendirilmektedir (Evans vd., 2007: 676). Orgiitsel
iklim kavrami, calisanlarin organizasyon icinde algiladiklari temel degerler, inanclar ve ilkeler biitiiniini
ifade etmektedir. Bu algilar, olasi davranis ve sonug iliskilerine dair isaretler sunarak, calisanlarin normatif
ve uyarlanabilir is davranislarina rehberlik eden bir referans cercevesi islevi gormektedir (Schneider, 1975).
Orgiitsel iklim kavramina dayanan emniyet iklimi kavrami ise, ilk kez Zohar tarafindan 1980 yilinda liter-
atiire kazandinlmistir. Zohar (1980: 101) emniyet iklimini, “calisanlarin zihinlerinde kuruluslarinin emniyet
yonleriyle ilgili olusan bir dizi bilissel siire¢” olarak tanimlamistir. Daha genis bir ¢ercevede ele alindiginda,
orgiitsel emniyet iklimi, calisanlarin kuruluslarinin emniyete iliskin gesitli unsurlari (6rnegin, paylasilan
politikalar, prosediirler, yerlesik uygulamalar, beklentiler ve uygun goriilmeyenler gibi) hakkinda gelistirdik-
leri ortak algilardan olusan bilissel bir biitiinliik olarak tanimlanabilir (Zohar, 1980: 101). Bu algilar, emniyet
ve bunun orgiit icindeki kabulii ile ilgili yonetimin tutumlarina dair calisanlarin bakis agilarini icermektedir
(Probst, 2004: 4).

Emniyet iklimi, calisanlarin risk ve emniyet algilarini, tutumlarini ve inanglarini tanimlayan bir kavramdir
(Mearns ve Flin, 1999) ve calisma ortamindaki emniyete yonelik bireysel algilari temsil eden belirli bir orgiit-
sel iklim bigimidir. Emniyet ikliminin temel unsurlari arasinda yonetim degerleri (yani, yonetimin emniyetle
ilgili yaklagimi), yonetim ve orgiitsel uygulamalar (6rnegin, egitimlerin yeterliligi, emniyet ekipmanlarinin
saglanmasl, emniyet yonetim sistemlerinin etkinligi), iletisim ve ¢alisan katilimi gibi faktorler bulunmaktadir
(Neal vd., 2000: 100).

Bir orgiitiin emniyet kiltiirt, saglik, emniyet ve giivenlik yonetimine iliskin baglilik, tarz ve yeterlilik
seviyesini belirleyen bireysel ve grup degerleri, tutumlar, algilar, yetkinlikler ve davranis kaliplarinin bir
toplamiyken (Lee vd., 2006: 6), emniyet iklimi, calisanlar arasinda paylasilan orgiitsel faaliyetler, is yapma
yontemleri, orgutlin tesvik ettigi ve bekledigi uygulamalar, politikalar ve prosedirlerle ilgili ortak algilan
ifade etmektedir (Zohar, 1980; Durmuscelebi, 2017: 48-49). Bu bakimdan, iklimin genellikle gecici, dogrudan
kontrol edilebilir ve biiylik ol¢iide sosyal cevrenin orgiitsel iyeler tarafindan bilingli olarak algilanan
yonleriyle sinirli oldugu kabul edilmektedir (Evans vd., 2007: 676).

Bir hava yolu isletmesinin emniyete iliskin politikalar ve kiiltiiru, orgiitsel emniyet ikliminin onemli
gostergeleridir. Bu politikalar belirsiz tanimlandiginda, yetersiz aktarildiginda ya da agresif veya celiskili
bir sekilde sunuldugunda, resmi olmayan kurallar ve degerlerle temsil edildiginde, organizasyondaki kafa
karisiklig artabilir ve bu durum emniyeti tehlikeye atabilmektedir (Shappell vd., 2006: 5). Literatiirde yer
alan onemli bir arastirma grubu, emniyet iklimine iliskin bu unsurlarin, kazalar, emniyet uyumu, emniyet
motivasyonu ve emniyet bilgisi gibi emniyetle ilgili sonuglarin oncisii olarak degerlendirilebilecegini
gostermektedir (Brown ve Holmes, 1986; Dedobbeleer ve Beland, 1991; Hofmann ve Stetzer, 1996; Neal vd.,
2000; Probst, 2004; Probst vd., 2008: 1148). Emniyet iklimi algilarinin, emniyetle ilgili davraniglarin tesvik
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edilmesi agisindan 6nemli bir referans noktasi olusturdugu savunulmaktadir (Dedobbeleer ve Beland, 1991).
Bu dogrultuda, ekip lyelerinin emniyete iliskin algiladiklari emniyet iklimi, emniyetle iliskili davranislarinin
belirleyici bir dnciilii olarak kabul edilmektedir (Neal ve Griffin, 2006; Eryilmaz vd., 2019: 1856).

CRM’e Yonelik Tutum

Bireyler, bir calisma ortaminda kendilerinden beklenenler veya yapmayi tercih ettikleri seylere gore belirli
roller lstlenmeye egilimlidirler ve bu durum, isle ilgili emniyet davranislarinin sergilenmesi icin de
gecerlidir. Kabin ekipleri, yalnizca kabin i¢i hizmetlerde degil, ayni zamanda emniyetin saglanmasinda da
kritik bir role sahiptir. Kabin gorevlilerinin emniyet tutumlari ve davranislari, havayollarinin genel emniyet
performansi agisindan biiyiik 6nem tasidigi icin dikkatle ele alinmalidir (Kao vd., 2009). Bu baglamda, kabin
ekibi lyelerinin bireysel emniyet algilari, tutumlari ve davranislari ile bunlari etkileyen faktorler oldukca
onemlidir (Chen ve Chen, 2014).

Bilgiye dayali insan faktorleri egitimlerinin aksine, CRM egitimi, operasyonel personele kendilerini ve
mevcut tim kaynaklari emniyetli ve etkili bir sekilde yonetebilmeleri icin gerekli olan teknik olmayan
becerileri deneyimsel ve yetiskin egitimi yaklagimlariyla kazandirmaktadir (Hayward vd., 2019: 421). CRM,
emniyet ve verimliligi artirma amaciyla ekip uyelerinin iletisim, karar alma, liderlik, durumsal farkindalik ve
is birligi gibi yetkinliklerini gelistiren bir program olmasi nedeniyle kabin emniyeti ile CRM arasinda giicli
bir bag bulunmaktadir. Bu agidan CRM’e yonelik tutum, kabin ekibi liyelerinin kabin icerisindeki emniyet
politikalari ve tedbirleri konusundaki inang ve duygularini yansitmaktadir (Henning vd., 2009). Bu calismada
ele alindigi sekliyle, CRM egitimleri sonucunda kabin ekibi tiyelerinde belirli bir tutum ve bunun ardindan
beklenen yonde davranislarin olusmasi beklenmektedir.

Tutum ve davranis degisimlerinin degerlendirilmesi, egitimde edinilen bilgilerin is ortaminda veya
benzer bir simiilasyon ortaminda nasil uygulandiginin analiz edilmesidir. Egitim sonrasi olumlu bir ortam,
acik iletisim, yonetimin emniyet ilkelerine bagliligi ve ucus ekibi tarafindan sergilenen olumlu tutum ve
davranislarla kendini gostermelidir (Helmreich vd., 2001). CRM egitimi almis olan kabin ekibi yelerinin,
emniyete yonelik tutum ve davraniglarinda olumlu etkiler gozlemlenebilmektedir (Freeman, 2005; Salas vd.,
2006; O’Connor vd., 2008; O'Connor vd., 2012).

Ote yandan, CRM'in bilinen bir sinirlamasi, tiim katiimcilarin egitime ayni tepkiyi vermemesidir (Helm-
reich ve Merritt, 2017). CRM egitiminin sonuglarina yonelik tutum ve davranis 6lgiimleri, egitimin genel olarak
olumlu karsilandigini ve kabin ekibi koordinasyonu ve bireysel becerilerle ilgili tutum ve davraniglarda
onemli olumlu degisikliklere yol actigini gostermektedir. Ancak bazi ekip lyelerinin egitime olumsuz tepki
verdikleri ve tutumlarinda olumsuz degisiklikler (bumerang etkisi) meydana geldigi de tespit edilmistir
(Helmreich ve Wilhelm, 1991; Helmreich vd., 2017).

Aslinda, bir kabin ekibi liyesinin emniyet davranislarina yonelik algisal yonelimi, yiiksek seviyede
emniyet bilincini siirdiirebildigi ol¢lide daha iyidir. Potansiyel riskleri ve tehlikeleri zamaninda fark etmek,
degerlendirmek, yargilamak ve raporlamak, organizasyonel davranistan cok, kabin gorevlisinin emniyet
performansinin temel unsurlarindandir. Kabin emniyetine yonelik tutumlarin, kabin ekibi liyelerinin emniyet
davranislari lizerinde onemli bir etki yaratmasi ve bu tutumlarin kazalarin ve kirrmlarin 6nlenmesinde hayati
bir rol oynamasi beklenmektedir. Emniyet konusunda motive olmus, inancli ve bu siirecin faydali oldugunu
duslinen kabin ekibi iyelerinin, emniyetsiz davranislarin sikligini azaltmasi ve bu sayede denetim gerek-
meksizin 6nlenebilir kazalardan kaginmasi beklenmektedir (Eid vd., 2012). Zayif bir emniyet tutumuna sahip
olan kabin ekibi iiyelerinin ise emniyet kurallarina uyum saglayamama ve emniyet uygulamalarina yeterince
dikkat etmemeleri sebebiyle risk olusturabilecekleri diisiiniilmektedir (Ji vd., 2019: 81). Bu ¢ercevede, CRM
egitimlerine yonelik tutumlar ile orgiitsel emniyet iklimine iliskin algilar arasindaki baglanti su hipotezlerle
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ele alinabilecektir:
H1. CRM egitiminin faydaliligi CRM’e yonelik tutum iizerinde pozitif etkiye sahiptir.
H2. Orgiitsel emniyet iklimi CRM’e yonelik tutum iizerinde pozitif etkiye sahiptir.

Emniyet Davranisi

CRM egitimleriyle kabin ve ucus ekiplerinin kazandigi yeni veya giincellenmis bilgi ve becerilerin ugus
esnasindaki emniyetli davranislara doniisiip doniismediginin belirlenmesi biiyiik 6nem tasimaktadir. Bek-
lenen davranis degisikliklerinin gerceklesmesi icin, ekip uyelerinin oncelikle motive olmalari, bu konuda
istekli bulunmalari ve neyi nasil yapacaklarina dair net bir anlayisa sahip olmalari gerekmektedir. CRM
egitimi yoluyla kazanilan bilgi ve beceriler, ucus ortaminda uygulanmadigi takdirde hicbir yarar saglamaya-
caktir. Bu baglamda, CRM egitim programlarinin ekip tyelerinin davranislarindaki degisiklikler lizerinde ne
kadar etkili oldugunun tespit edilmesi 6nemlidir (Klampfer vd., 2011: 135; Baykin, 2021: 34-35).

Kabin icinde emniyet davranisi, yolcularin emniyetli bir ucus deneyimi yasamalarina katkida bulunan
eylemler ve kararlari ifade etmektedir. Daha genis bir bakis acisiyla, emniyet davranislari, kabin ekibi
uyelerinin tehlike ve yaralanma riskini azaltmak icin koruyucu ekipmanlari dogru sekilde kullanmalari,
emniyet politikalarina uymalar ve prosediirleri uygun sekilde yerine getirmeleri anlamina gelmektedir.
Ayrica, havacilik otoriteleri ve havayollari tarafindan yayimlanan emniyet politikalarina sadik kalmak,
emniyet dostu bir calisma ortami olusturmak, meslektaslarina yardim etmek, emniyet programlarini tesvik
etmek ve bu tiir faaliyetlerde goniillii olmak da emniyet davranislari olarak degerlendirilmektedir. Emniyet
kurallarina uyum, etkili iletisim, standart calisma prosediirlerine baglilik ve emniyet ekipmanlarinin dogru
kullanimi gibi bircok davranis bu kapsamda yer alabilmektedir (Fugas vd., 2012). Kabin ekibi lyelerinin
emniyete yonelik davranislari, sadece bireysel yaralanmalari onlemekle kalmaz, ayni zamanda genel kabin
emniyetinin saglanmasinda da hayati bir rol oynamaktadir. Pratikte, ¢calisanlarin emniyet davranislari genel-
likle zorunlu bir norm olarak kabul edilmektedir. Bu nedenle, emniyet iklimi ve bu konudaki egitimler, kabin
ekibi Uyelerinin tutum ve davranislarini tahmin etmek agisindan onemli faktorler olarak one ¢ikmaktadir
(Cooper ve Phillips, 2004; Chen ve Chen, 2014). Stratejik planlamalar ve egitim programlari araciligiyla
emniyet davranislarini anlamak ve gelistirmek, genel havacilik emniyetini artirmak agisindan biiylik onem
tasimaktadir. Sivil havacilik lizerine yapilan arastirmalar, CRM becerilerinin belirlenmesi ve degerlendirilme-
sine 6nemli katkilar saglarken, literatiirde yalnizca birkag arastirmanin (6rnegin Freeman, 2005; Salas vd.,
2006; O'Connor vd., 2008; O'Connor vd., 2012) bu egitimlerin tutum ve davranislar lizerindeki etkisine dair
iliskiyi inceledigi ve bu bulgularin sinirli oldugu dikkat cekmektedir.

Bununla birlikte, havacilik sektoriinde emniyet konusu belirli kurallar ve prosediirler cercevesinde
diizenlenmistir ve sivil havacilik isletmelerinin emniyetle ilgili bir kiltiiri ve iklimi bulunmaktadir. Bu
nedenle, bir isletmenin emniyete yaklasiminin, calisanlarin emniyete iliskin tutum ve davranislarini etk-
ileyebilecegi diisliniilmektedir. Literatlirde, emniyetsiz durumlarin meydana gelmesinde teknik ve bireysel
faktorlerin yani sira, orgiitsel emniyet ikliminin de kazalar ve olaylardan sorumlu olabilecek onemli bir faktor
oldugu vurgulanmaktadir (Neal vd., 2000: 99).

Ancak Ryle'in (1949) ifade ettigi gibi, “bir seyin yapilmasi gerektigini bilmek” ile “nasil yapilacagini bilmek”
arasinda bir fark vardir. Cok boyutlu bir yaklasim, yalnizca durumsal tepkilere veya tutumlara odaklanan
yaklasimlardan daha kapsamlidir ve egitimde hangi unsurlarin etkili olup hangilerinin olmadigini anlamak
icin daha derinlemesine bir degerlendirme imkani sunar. Bu nedenle, 6grenme ve beceri ediniminin birgok
yoniinii degerlendirmek, iyilestirilmesi gereken alanlari tespit etmek agisindan faydali olabilir (Salas vd.,
1999: 164). Ayrica, 6grenilen bilgilerin tutum ve davranislara nasil aktarildigi ve bunlarin olumlu sonuglar
dogurup dogurmadigina dair, neden-sonuc iliskilerini agikca ortaya koyan sistematik calismalarin onemi de
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vurgulanmaktadir. Bu ¢alismalar, davranislarin uygulanmasi ve etkililigini etkileyebilecek cesitli faktorleri
ortaya ¢ikarmada kilit rol oynamaktadir (Salas vd., 2001: 657).

Tim bunlar 1siginda CRM ve orglitsel emniyet iklimine yonelik algilar ile emniyet davranisi arasindaki
iliskilerin ve tutumun davranis ile iliskisinin tespitine yonelik olarak gelistirilen hipotezler su sekildedir:
H3. CRM egitiminin faydaliligi emniyet davranisi lizerinde pozitif etkiye sahiptir.

H4. Orgiitsel emniyet iklimi emniyet davranisi izerinde pozitif etkiye sahiptir.
H5. CRM’e yonelik tutum emniyet davranisi Uzerinde pozitif etkiye sahiptir.

Ayrica, arastirma modeline uygun olarak CRM egitiminin faydaliligi ve emniyet ikliminin emniyet
davranisina etkisinde CRM’e yonelik tutumun aracilik rolii olup olmadiginin incelenmesine iliskin olarak
gelistirilen hipotezler ise su sekildedir:

H6.CRM egitiminin faydaliligi emniyet davranisina etkisinde CRM’e yonelik tutumun aracilik rolii vardir.
H7.Orgiitsel emniyet ikliminin emniyet davranisina etkisinde CRM’e y6nelik tutumun aracilik rolii vardir.

Arastirmanin degiskenler arasi yapisini ve formiile edilmis olan hipotezleri temsil eden arastirma modeli
Sekil 1'de verilmistir.

Sekil 1
Arastirmanin Modeli
CRM
Egitiminin T~ m
Faydalihgi ™~
H6
HI
- R
CRM’e Yinelik | HS | Emniyet
S Tutum Davranisi
H2 / -
/!
H7
Orgiitsel
Emniyet
iklimi H4
Yontem

Bu kisimda arastirmanin materyal ve yontemine iliskin bilgilere yer verilmistir. Bu cercevede arastirmanin
veri toplama yontemi ile araglari, anakiitlesi ve 6rneklemi ve analiz yontemine iliskin bilgiler sunulmustur.

Arastirmanin Veri Toplama Yontemi ve Araglari

Arastirmada birincil veriler, arastirmanin amaci ve igerigi dogrultusunda havayollari alaninda gorev yapan ve
CRM egitimlerine katilmis olan kabin ekibi liyesi calisanlardan anket yontemleriicerisinde yer alan “cevrimigi
anket yontemi” cercevesinde elde edilmistir.

Katiimcilara yoneltilen anket formu, iki temel bolumden olusmustur. Anket formunun ilk kisminda
katilimcilarin yas, cinsiyet, egitim durumu, medeni durum gibi demografik bilgileri ve unvan, kidem gibi
mesleki bilgilerine iliskin birtakim sorular yer almistir. ikinci kisimda arastirmada ele alinan degiskenlerin
olcimiinde yararlanilan olceklerin olcek ifadeleri yer almistir. Arastirmanin olgeklerine iliskin bilgiler
asagida sunulmustur.
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CRM Egitimine Yaklagim (CRM Egitiminin Faydaliligi) Olgegi

Arastirmada katilimcilarin CRM egitimine iliskin algilarini tespit etmek lzere basvurulan olgek, Bennett
(2018) tarafindan 35 anket formunun incelenerek, hepsinde ortak yer verilen hususlari derledigi ve bunlari
ifadelestirdigi calismasindan uyarlanan 13 ifadenin yer aldigi olcektir. Bu 6lcege iliskin gecerlik ve giivenilirlik
calismasi bu arastirmada gerceklestirilmistir.

== Orgiitsel Emniyet Iklimi Olcegi Bu dlcek, calisanlarin emniyet iklimine yonelik algilarini tespit etmek
iizere Neal ve Griffin (2006) tarafindan gelistirilmis olan, literatiirde yogun bir bigcimde atif almis olan 3 ifadeli
olcektir. Olcegin glivenilirlik katsayisi a= 0,95 diizeyindedir ve yiiksek giivenilirliktedir.

== CRM’e Yénelik Tutum Olcegi Arastirmanin CRM tutumu olcegi, bazi ifadeleri Sekerli'nin (2006)
calismasindan uyarlanan Birgdren (2015) tarafindan olusturulmus olan 6lgektir. CRM tutumlarini 6lgmeyi
amaclayan bu olgek toplamda 20 ifadeden olusmaktadir. Kurum igcinde verilen egitimlerdeki “glic mesafesi”
boyutununicinde 5 ifade vardir. Kurum icinde verilen egitimlerdeki “stres yonetimi” boyutunun icinde 6 ifade
vardir. Kurum i¢inde verilen egitimlerdeki “kurallara uyum” boyutunun iginde 4 ifade vardir. Kurum iginde
verilen egitimlerdeki “iletisim” boyutunun icinde 5 ifade vardir. Cronbach’s Alpha giivenilirlik katsayisi ,75
uzerinde yer aldigindan giivenilir bir ol¢ek yapisina sahip oldugu teyit edilmistir.

== Emniyet Davranisi Olcegi Arastirmanin nihai degiskenini olusturan emniyet davranislarinin tespit
edilmesine iliskin olarak katilimcilara yonlendirilen 6lcek Chen ve Chen (2014) tarafindan gelistirilmis olan,
a= 0,94 diizeyinde giivenilirlige sahip olan bir dlcektir. Olcekte kabin emniyetine iliskin rol ici, ekstra rol
davranislari ve emniyetle ilgili hususlarda ustle iletisimde inisiyatif kullanmayi iceren ifadeler yer almak-
tadir. Olcekte 8 ifade yer almaktadir.

Yabanci dilden Tiirkge diline gevrilen Olcek ifadeleri igin geviri islemi ceviri-ters ceviri slirecinden gegir-
ilerek alaninda uzman ve yabanci dile hakim olan akademisyenlerin kontroliinde yiiriitilmiistir. Olceklerin
tamami icin giivenilirlik ve gecerlilik calismalari bu arastirma kapsaminda yiirutilmustir.

Arastirmanin Anakiitlesi ve Orneklemi

Arastirmanin anakiitlesini sivil havayolu tasimaciligi alaninda gorev yapan kabin ekibi tiyesi olan calisanlar
olusturmaktadir. Bu anakiitledeki mevcut toplam popiilasyon goz oniine alindiginda anakiitlenin oldukca
biylik oldugu anlasilmaktadir. Bu nedenle bu anakiitlenin tamamina erisim olanaksiz oldugundan ve ayni
zamanda gerekli olmadigindan ornekleme yontemine basvurulmustur.

Orneklem biiyiikligiiniin belirlenmesinde G*Power yaziliminin en son sirimii olan 3.1.9.7 sirimii
(Heinrich-Heine-Universitat Diisseldorf, Diisseldorf, Almanya) kullanilarak hesaplama yapilmistir. Bu a priori
analiz, calismayi yiritmeden dnce ve calismanin tasarim ve planlama asamasindan once yapilan bir 6rnek-
lem biiyiikliigli hesaplamasidir ve gerekli olan orneklem biyiikliigini hesaplamak icin kullanilmaktadir.
G*Power yazilimi, arastirmacilarin orneklem buyiikligiinii tahmin etmelerine ve gii¢ analizi yapmalarina
yardimci olmaktadir (Kang, 2021). Girdi parametrelerinde ¢ift kuyruk etki blytkliigii 0.20, alfa hata payi 0.05
ve giicii ise 0.95 olarak belirlendigi hesaplamada arastirma icin gerekli olan 6rneklem sayisinin 327 oldugu
anlasilmistir (Faul vd., 2007; Faul vd., 2009).

Diger taraftan, sosyal bilimlerde yapilan nicel arastirmada, arastirma anakiitlesini olusturan toplam
poplilasyon bilinmedigi oldukca buyiik oldugu hallerde %95 giiven araliginda ve %5 hata payiyla 384 ornek-
lemin yeterli olacagi kabul gormiis bir yaklasimdir (Sekaran, 2003). Bu 6rneklem hesabi formiil lizerinde
gosterildiginde su sekilde bir hesaplama soz konusu olmaktadir:

~ 2pq  (1,96)%0,5.0,5 3,841620,25

_ - - — 384 1
o= T (0,05)2 0,0025 (1)
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Ornekleme yontemlerinden tesadiifi olmayan drnekleme yontemine dahil olan kolayda 6rnekleme yoluyla
kabin ekibi Uyelerine ulasmak ve en az 384 veri elde etmek amacglanmistir. Uygun 6rnekleme adiyla da anilan
bu ornekleme yonteminde bir konum veya internet hizmeti cevresinde uygun bir sekilde konumlanmis
ornekleri alarak 6rnek toplama s6z konusudur (Edgar ve Manz, 2017). Bu yontemde arastirmaci temel
olarak, yaklasmasi kolay veya uygun bulunan katilimcilari dahil etmektedir. Yontem, hedef kitlenin ¢ok
genis bir kategori acisindan tanimlandigi durumlarda faydalidir. Mevcut hedef kitlenin herhangi bir liyesine
yaklasilmakta, arastirmaya katilmaya davet edilmektedir, kisi riza gosterirse arastirmaya dahil olmaktadir
(Alvi, 2016: 9). Bu kapsamda CRM egitimlerine (temel egitim, recurrent-tazeleme veya purser) katilmis olan
kabin ekibi uyeleri hedeflendiginden, liyelere ulasilarak arastirmaya katilmaya gonullii olup olmadiklarina
iliskin onam alinmak suretiyle arastirmaya davet edilmistir. Google Forms anket platformu araciligiyla
uretilen davet linkleri katilimcilara yonlendirilmistir. Bu surette katilimcilar tarafindan yanitlanan formlar bu
platformda kayitlanmis ve indirilmistir. Anket uygulamasi 01.12.2022-20.03.2023 tarihleri arasinda tamamlan-
mistir. Yapilan uygulama neticesinde toplam 421 saglikli anket formuna erisilmis ve dolayisiyla arastirmanin
verilerini 421 kabin iiyesi katilimcidan elde edilmis olan yanitlar olusturmustur.

Anketin icerigi ve oOlcek ifadelerinin arastirma etigine uygunlugunun tespit edilmesine iliskin olarak
istanbul Aydin Universitesi’ne basvurulmustur. Yapilan incelemeler neticesinde anket formu ve odlcek
ifadeleri istanbul Aydin Universitesi Etik Komisyonu’nun 09.06.2022 tarihli ve 2022/10 sayili karariyla uygun
bulunmustur.

Nicel arastirmanin 6rneklemine dahil olan ve arastirma anketini doldurarak veri saglamis olan katilimci
kabin gorevlilerinin sahip oldugu sosyo-demografik Tablo 1'de verilmistir.

Tablo 1

Katilimcilarin Sosyo-Demografik Ozelliklerinin Dagilimi (n=421)
Sosyo-Demografik Ozellikler Dagilim
Cinsiyet Frekans Yiizde (%)
Kadin 256 60.8
Erkek 165 39.2
Toplam 421 100.0
Yas Frekans Yiizde (%)
18-25 110 26.1
26-32 164 39.0
33-39 103 245
40 ve Uzeri b 10.5
Toplam 421 100.0
Egitim Durumu Frekans Yiizde (%)
Lise 49 11.6
Universite 324 77.0
Lisansustii 48 1.4
Toplam 421 100.0
Medeni Durum Frekans Yiizde (%)
Bekar 262 62.2
Evli 159 37.8
Toplam 421 100.0
Gorev Frekans Yiizde (%)
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Sosyo-Demografik Ozellikler Dagilim

Kabin amiri 86 20.04
Kabin memuru 294 69.8
Purser (kidemli amir) A 9.7
Toplam 421 100.0
Mesleki Kidem Frekans Yiizde (%)
2 yil ve daha az 169 401
3-10 yil 139 33.0

11 yil ve lizeri 113 26.8
Toplam 421 100.0
Galisma Siiresi Frekans Yiizde (%)
2 yil ve daha az 7 40.6
3-10 yil 141 335

11 yil ve lizeri 109 25.9
Toplam 421 100.0
Alinan CRM Egitiminin Kapsami Frekans Yiizde (%)
Temel 176 41.8
Recurrent (Tazeleme) 194 46.1
Purser/ Amirlik 51 121
Toplam 421 100.0

Tablo 1'de goriildiigii iizere, katilimcilarin demografik ozelliklerinden cinsiyetleri bakimindan kadin 256
(%60,8), erkek 165 (%39,2); yas bakimindan 18-25 yas araligi 110 (%26,1), 26-32 aralig1 164 (%39,0), 33-39 aralig
103 (%24,5), 40 ve lizeri 44 (%10,5); egitim durumu bakimindan lise mezunu 49 (%11,6), liniversite mezunu
324 (%77,0), lisansiistii 6grenim mezunu 48 (%11,4); medeni durum bakimindan bekar 262 (%62,2), evli 159
(%37,8) seklinde bir dagilimin s6z konusu oldugu goriilmektedir. Katilimcilarin mesleki 6zelliklerini yansitan
dagilimlar incelendiginde gorev bakimindan kabin amiri 86 (%20,4), kabin memuru 294 (%69,8), purser
(kidemli amir) 41 (%9,7); mesleki kidem bakimindan 2 yil ve daha az 169 (%%40,1), 3-10 yil 139 (%33,0), 11 yil ve
iizeri 113 (%26,8); calisma siiresi bakimindan 2 yil ve daha az 171 (%40,6), 3-10 yil 141 (%33,5), 11 yil ve lizeri
109 (%25,9); alinan CRM egitiminin kapsami bakimindan ise temel egitim 176 (%41,8), recurrent (tazeleme/
yenileme egitimi) 194 (%46,1), purser/ amirlik 51 (%12,1) seklinde dagilim sergilenmis oldugu goriilmektedir.

Analiz Yontemi

Yapilan anket uygulamasinda elde edilen veriler SPSS ve AMOS istatistik paket programlarinda kodlanmis,
tasnif edilmis ve ¢oziimlenmistir. Analizlerde ilk once, olceklerin yapi gecerliligini ve giivenilirligini test
etmek ve icin olgeklerin tiimi icin Cronbach alfa katsayilari hesaplanmis ve dogrulayici faktor analizleri
gerceklestirilmistir. Ayrica olgeklerin toplanan verilerle uyumu, faktor analizi ve uyum iyiligi degerleri
kapsaminda ortaya konulmustur. Katiimcilardan anket formlari ile elde edilen verilerin normal dagilima
iliskin olarak carpiklik ve basiklik (Skewness ve Kurtosis) katsayilari hesaplanmis ve dagilim buna goére
degerlendirilmistir. Degiskenler arasindaki iliskilerin ve aracilik roliiniin tespitinde yapisal esitlik mod-
ellemesinden (YEM) yararlanilmis; degiskenler arasinda olusturulan yollar kapsaminda arastirmada ortaya
atilan hipotezler test edilmistir.
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Bulgular

Galismanin bu kisminda arastirmanin orneklemini olusturan katilimcilarin dagilimina iliskin frekans anal-
izinin sonuclari, giivenilirlik, gecerlilik ve normallik analizi sonucunda elde edilen bulgular, olceklere iliskin
tanimlayici istatistikler, katilimcilarin sosyo-demografik ozelliklerinin fark analizi sonucunda elde edilen
bulgular ile arastirma hipotezlerinin testinde elde edilen bulgular paylasilmistir.

Nicel arastirma kapsaminda anketler vasitasiyla elde edilmis olan veriler SPSS programinda kodlanmistir.
Oncelikle anket formunda ters kodlanmis olarak yer verilen CRM’e yonelik tutumdan 4 (lcegin 3,4,5 ve 11
numarali ifadeleri), emniyet davranisindan 2 ifade (dl¢egin 7 ve 8 numarali ifadeleri) olmak iizere toplamda
6 ifade icin ters kodlama islemi gerceklestirilmistir. Bunun iizerine arastirmanin temel analizlerine gecilme-
den once, giivenilirlik, gecerlilik ve normallik katsayilarinin incelendigi on analizler gerceklestirilmistir. Bu
kapsamda yapilan giivenilirlik analizi sonucunda erisilen giivenilirlik katsayilari Tablo 2'de sunulmustur.

Tablo 2
Arastirma OlgeRlerinin Giivenilirlik Analizi
Olcekler Dagilim
ifade Sayis Cronbach’s Alpha (a)
Orgiitsel Emniyet iklimi 3 924
CRM Egitiminin Faydaliligi 13 .952
CRM’e Yonelik Tutum 20 .926
Emniyet Davranisi 8 .881

Tablo 2'de goriildiigli gibi, orgiitsel emniyet iklimi olcegi a=.924; CRM egitiminin faydalilig dlcegi a=.952;
CRM’e yonelik tutum oOlcegi a=.926; emniyet davranisi Olcegi 0=.881 diizeyinde giivenilirlik arz etmistir.
Guivenilirligin olglisii olan Alpha katsayisi 0.00 ile 1.00 arasinda bir sayi olarak ifade edilmektedir. Geleneksel
olarak, .65ila .70 arasi bir Alpha katsayisi, sosyal bilimler arastirmalarinda genellikle “yeterli” bir 6lcek olarak
kabul edilmektedir (Vaske, 2008). Bazi arastirmacilar, “iyi bir dlgek” igin .80'lik bir kesme noktasinin bulun-
masi gerektigini ifade etmektedir (Shelby, 2011: 142-143). Genel bir kabul olarak tiim maddeler igin elde edilen
Alpha degeri o anketin toplam giivenilirligini gosterirken bu deger .70 ve iizerinde olmasi beklenmektedir
(Kilig, 2016: 47). Bu baglamda bu arastirma orneklemi cercevesinde elde edilen veriler 1si§inda arastirma
olceklerinin yiiksek diizeyde giivenilirlige sahip oldugunu soylemek miimkiindiir.

Glvenilirligin tespit edilmesinden sonra verilerin normal dagilip dagilmadiginin incelenmesi i¢in normal
dagilim testine basvurulmus ve her bir ifade bazinda carpiklik-basiklik katsayilari hesaplanmistir. Yapilan
bu test sonucunda elde edilen bulgular Tablo 3'te paylasilmistir.

Tablo 3

Verilerin Normallik Analizi
Olcek ifadeleri Dagilim Olcek ifadeleri Dagilim

Carpiklik Basiklik Carpiklik Basiklik

OEin -1.376 1.068 TUT1 -1.431 1.971
OEi2 -1.392 1.299 TUT2 1.087 707
OEi3 -1.419 1.253 TUT3 -113 -.959
FAY1 -1.468 1.432 TUT4 231 -1.245
FAY2 -1.484 1.310 TUTS 320 -.852
FAY3 -1.479 1.713 TUT6 -.830 -.548
FAY4 -1.568 1.956 TUT7 -1.468 1.565
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FAY5 -1.476 1.981 TUT8 -1.238 1.053
FAY6 -1.414 1.505 TUT9 -1.648 2.356
FAY7 -1.314 .665 TUT10 -1.441 1721
FAY8 -1.493 1.550 TUTI -459 -.527
FAY9 -1.518 2.029 TUT12 -1.434 1.471
FAY10 1.478 1.723 TUT13 -1.554 1.947
FAYT1 1.419 1.996 TUT14 -1.458 1.364
FAY12 -1.516 1.728 TUT15 -1.183 .672

FAY13 -1.345 1.688 TUT16 -1.012 .057

EMN1 -.867 .074 TUT17 -1.018 175

EMN2 -1.642 2160 TUT18 -1.231 977

EMN3 -1.357 1.469 TUT19 -1.479 1.666
EMN4 -1.470 1.769 TUT20 -1.207 427

EMN5 -1.394 1.527

EMN6 -1.208 .761

EMN7 -1.405 1104

EMN8 -1.344 949

Literatiirde genel kabul gordiigu lzere carpiklik katsayisinin mutlak degeri 1.96’dan biyiik veya -1.96'dan
kiiclik olmamali, basiklik ise 2.58'den biiyiik veya -2.58'den kiiciik olmamalidir (Ghasemi ve Zahediasl, 2012:
489). Normal dagilim testinin sonuglarini yansitan Tablo 3 incelendiginde, arastirmada ele alinan 6lgek
ifadelerinin tamaminda normal dagilim varsayimina uygun aralikta katsayilarin meydana geldigi goriilmek-
tedir. Bu bakimdan arastirmanin verilerinin normal dagildigini séylemek miimkiindiir.

Bu dogrultuda arastirma verilerinin normal dagildigl, parametrik testlere uygun oldugu ve yapisal
esitlik modellemesi kapsaminda yapilacak analizlere uygun olduguna kanaat getirmenin miimkiin oldugu
goriilmektedir. Bu surette 6n analizlerin liciincli asamasi olan faktor analizine gecilmistir. Olcegin yapi
gecerligini belirlemek amaciyla dogrulayici faktor analizi gerceklestirilmistir. Ancak bu analizler oncesinde,
arastirma kapsaminda elde edilmis olan verilerin faktor analizine uygun olup olmadigini tespit etmek igin
Kaiser-Meyer-Olkin (KMO) katsayisi ve Barlett’s kiiresellik testinden yararlanilmistir.

Tablo 4

KMO ve Bartlett’s Testleri
Olgekler Olgiitler

KMO Bartlett's

Orgiitsel Emniyet iklimi 762 .000
CRM Egitiminin Faydalilig .966 .000
CRM’e Yonelik Tutum 945 .000
Emniyet Davranisi .892 .000

Tablo 4'te goriildiigli gibi orglitsel emniyet iklimi .762; CRM egitiminin faydalilig .966; CRM'e yonelik
tutum .945; emniyet davranisi .892 diizeyinde KMO katsayilari ortaya koymustur. Tamaminda Bartlett’s kiire-
sellik testi sonuglari p=.000 diizeyindedir ve anlamlidir (Kaiser, 1974; Field, 2013). Bu dogrultuda aragtirmanin
verilerinin faktor analizi ve dlglim yeterliligine sahip oldugu (Shresta, 2021: 6) anlasilmis, bu itibarla tiim
ol¢lim modelinin genel uyumunu degerlendirmek ve ol¢lim modeli parametrelerinin nihai tahminlerini elde
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etmek icin kullanilan Dogrulayici Faktor Analizine (DFA) gecilmistir (Gatignon, 2003: 85). Gergeklestirilen
analiz sonucunda olusan arastirmanin ol¢lim modeli Sekil 2'de sunulmustur.

Sekil 2
Arastirmanin Olciim Modeli

Olclim modeli cercevesinde gerceklestirilmis olan DFA sonucunda elde edilen bulgularin detaylari Tablo 5'te
sunulmustur.

Tablo 5

Dogrulayici Faktor Analizi Sonuglar
Faktorler/ifadeler Olciim Katsayilari Faktorler/ifadeler Olciim Katsayilari

tdegeri S.E. tdegeri S.E.

Orgiitsel Emniyet iklimi CRM’e Yonelik Tutum
OEi1 26.906 .036 TUT - -
OEi2 28.211 .034 TUT2 10.061 .096
OEi3 - - TUT3 6.777 m
CRM Egitiminin Faydalilig TUT4 5.089 116
FAY1 18.354 .065 TUTS 5.417 105
FAY2 15.434 071 TUT6 10.221 210
FAY3 19.350 .060 TUT7 13137 1202
FAY4 19.384 .060 TUT8 11.915 .098
FAY5 17.260 .057 TUT9 13.651 202
FAY6 16.692 .063 TUT10 13.568 .099
FAY7 14.769 .068 TUT1 9.225 .096
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FAY8 16.615 .062 TUT12 12.847 103
FAY9 17.717 .057 TUT13 12.628 102
FAY10 16.830 .059 TUT14 13.360 an
FAY11 17.945 .057 TUT15 12.500 101
FAY12 19.514 .058 TUT16 10142 205
FAY13 = = TUT17 11319 106
Emniyet Davranisi TUT18 11.834 100
EMN1 o o TUT19 13844 103
EMN2 12.239 .081 TUT20 12.453 109
EMN3 11.801 .079
EMN4 12.674 .087
EMN5 12.958 .086
EMN6 12.327 .088
EMN7 12.679 .091
EMN8 12.690 .090

OEi: Orgiitsel Emniyet iklimi, FAY: CRM Egitiminin Faydaliligl, TUT: CRM’e Yénelik Tutum, EMN: Emniyet Davranisi, S.E.= Standart error
(standart hata katsayisi), p= < .001

Tablo 5'te goriilebilecegi gibi, arastirmada ele alinan degiskenler birer faktor (gizil degisken) olarak model-
lenmek iizere yapilan dogrulayici faktor analizi sonucunda tiim ifadelere (gozlenen degisken) iliskin olarak
elde edilmis olan t degerleri, standart hata katsayilari ve p degerleri bakimindan modelin ve faktorlerin
istatistiksel olarak anlamli oldugu goriilmektedir. Anlamlilik diizeyi %95 ve hata payi %5 olmak iizere, ele
alinan t degerleri mutlak degeri 1.96'dan biiyiikse (p < 0.05) ilgili parametrenin istatistiksel olarak anlamli
oldugu kabul edildiginden (Hu ve Bentler, 1999; Byrne, 2012; Brown, 2015; Kline, 2015), yapilan dogrulayici
faktor analizi neticesinde arastirma modelinin arastirmada elde edilen veriler tarafindan dogrulanabildigine
iliskin bir varsayima erismek mumkiin goriilmekle birlikte, bunun tam manasi ile tespiti icin modelin
uyumuna iliskin uyum iyiligi degerlerinin tespit edilmesi gerekmektedir.

DFA ile arastirmacilar, model veri uyumunun kabul edilebilir olup olmadigini belirlemek icin ¢esitli uyum
indekslerinden yararlanmaktadir. Uyum iyiligi degerleri bir arastirma modelinin verilere uygunlugunun
olclisiidir. En aza indirilen kritere karsilik gelmektedir, yani modelin, parametrelerin mimkiin olan en iyi
degerleri verildiginde, gozlemlenen degiskenlerin bir kovaryans matrisine ne olgiide yol acabileceginin bir
olclisiidiir. Baska bir ifade ile arastirmada elde edilen veriler ile arastirmada ortaya atilan modelin ne derece
olgiistiigline iliskin bir ¢ikarim sunmaktadir (Gatignon, 2003: 81).

Uyum indekslerinin dogru belirlenmis bir model icin alt marji, “kesme degeri” olarak adlandirilmaktadir.
Belirli bir model icin bu noktanin iisti modelin iyilik durumunu ortaya koymaktadir. Kesme noktasinin
altindaki bir deger, uyumsuzlugun veya yanlis belirlemenin gostergesi olarak kabul gérmektedir (Niemand
ve Mai, 2018: 1153). Bu bakimdan uyum indekslerinde kesme noktalari, temel olarak bir modelin 6rnek
verilere ne kadar iyi uydugunun bir isaretini sunmakta ve modelin hangi diizeyde uyum gosterdigini ortaya
koymaktadir (McDonald ve Ho, 2002; Temel, 2021: 124).

Model uyumunun degerlendirilmesi icin kesme noktalari konusunda kesin altin kurallar bulunmamakla
birlikte, farkli indeksler model uyumunun farkli bir yoniinii yansittigi icin cesitli indekslerin raporlanmasi bir
gereklidir (Crowley ve Fan, 1997). Ancak hangi indekslerin raporlanmasi gerektigi konusunda hem okuyucuya
hem de hakeme yiik olacagindan program c¢iktisinda yer alan her bir indeksi dahil etmek gerekli veya
gercekci bulunmamaktadir. Uyum indekslerinin bollugu g6z oniine alindiginda, en iyi uyumu gosteren uyum
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indekslerini se¢mek cazip hale gelebilse de etik agidan bundan ne pahasina olursa olsun kaginilmalidir.
Literatiirde genel kabul gormiis oldugu lizere x2 testi, x2/sd testi, AGFI, CFl, GFI, NFI, TLI, IFl, RMSEA indek-
slerinin raporlanmasi yeterli ve gecerli kabul edilmektedir (Hooper vd., 2008: 56). Bu bilgiler isi§inda, yaygin
olarak bilinen ve YEM literatiiriinde yaygin olarak kullanilan bir grup uyum indeksi (Hooper vd., 2008: 56; Fan
ve Sivo, 2009: 59) bu calismaya dahil edilmistir ve yapilan analiz sonucunda elde edilmis olan uyum iyiligi
degerleri Tablo 6'da sunulmustur.

Tablo 6

Dogrulayici Faktér Analizi Uyum lyiligi Katsayilari
Uyum lyiligi indeksleri iyi Uyum Kriteri Hesaplanan Uyum iyiligi Katsayilari Sonug
X2/sd <5 2106 iyi uyum
GFI >.90 .819 Kabul edilebilir
AGFI > 85-.90 .800 Kabul edilebilir
CFI > .90 1920 iyi uyum
NFI >.90 .858 Kabul edilebilir
TLI >.90 915 iyi uyum
IFI > .90 1920 iyi uyum
RMSEA .05- .08 .051 iyi uyum

Referans Kaynaklar: Bentler ve Bonett (1980); Byrne (1998); Hu ve Bentler (1999); Byrne (2001); Munro (2005); Schreiber vd. (2006);
Simsek (2007); Hooper ve Mullen (2008); Schumacker ve Lomax (2010); Waltz vd. (2010); Kline (2011); Wang ve Wang (2012); Capik (2014);
Kline (2015); Nazli (2018)

Tablo 6'da goriildiigii lizere, modelin uyum iyiligi genel olarak kabul edilebilir-iyi uyum niteligi gostermistir.
Bu itibarla, arastirma modelinin uygunlugunu degerlendirmek noktasinda uyum iyiligi indeksleri ve yapilan
dogrulayici faktor analizi neticesinde erisilen faktor uyumu dikkate alindiginda, arastirma modelinin kabul
edilebilir oldugunu soylemek miimkiin goriilmektedir. Bu surette, arastirma degiskenleri arasindaki iliskileri
sistematik bir sekilde arastirmak igin kullanilan yapisal esitlik modeli (Morshed vd., 2021: 6) ¢ercevesinde
arastirma hipotezleri test edilmistir.

Arastirmada ele alinan orgiitsel emniyet iklimi, CRM egitiminin faydaliligi, CRM’e yonelik tutum, emniyet
davranisi degiskenleri arasindaki iliskiler ve hipotezler yollar vasitasiyla yapisal modele gevrilmistir (Sekil 3).
DFA sirasinda onerilmis olan modifikasyon diizeltmelerine iliskin kovaryanslar korunmustur. Bu surette
olusturulan bu yapisal esitlik modelinde analizler gerceklestirilmistir.
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Sekil 3
Arastirmanin Yapisal Esitlik Modeli

Yapilan bu analize iliskin detayli bulgular Tablo 7’de paylasilmistir.

Tablo 7

Yapisal Esitlik Modelinin Analiz Sonuclari
iligki Standardize Regresyon Katsayisi S.E. t p
Orgiitsel Emniyet iklimi > CRM’e Yonelik Tutum 426 .036 6.981 <.001
CRM Egitiminin Faydaliligi » CRM’e Yonelik Tutum 476 .052 6.512 <.001
CRM’e Yonelik Tutum - Emniyet Davranisi .353 .097 4.246 <.001
Orgiitsel Emniyet iklimi > Emniyet Davranis 183 .051 2.310 .021
CRM Egitiminin Faydaliligi - Emniyet Davranisi 337 .072 4164 <.001

Tablo 7'de goriildiigii lizere, ilk iliskide drgiitsel emniyet iklimi CRM’e y6nelik tutumu anlamli bir sekilde etk-
ilemektedir (B=.426; t=6.981; p<.001). Bu sonug, orgiitsel emniyet ikliminin artmasiyla birlikte CRM’e yonelik
tutumun da arttigini géstermektedir. ikinci iliskide, CRM egitiminin faydaliligi CRM’e yonelik tutumu anlamli
bir sekilde etkilemektedir (B=.476; t=6.512; p<.001). Bu sonug, CRM egitiminin faydali oldugu durumlarda,
CRM’e yonelik tutumun arttigini gostermektedir. Uciincii iliskide, CRM’e yonelik tutumun artmasi emniyet
davranisini anlamli bir sekilde etkilemektedir (B=.353; t=4.246; p<.001). Bu sonug, CRM’e yonelik tutumun
artmasiyla birlikte emniyet davranisinin da arttigini gostermektedir. Dordiincii iliskide, orgiitsel emniyet
iklimi emniyet davranisini anlamli bir sekilde etkilemektedir (p=183; t=2.310; p=.021). Bu sonug, orgiitsel
emniyet ikliminin artmasiyla birlikte emniyet davranisinin da arttigini gostermektedir; ancak bu etki diger
iliskilerdeki kadar giiglii degildir. Besinci iliskide, CRM egitiminin faydaliligi ile emniyet davranisi arasinda
pozitif bir iliski oldugu ve anlamli bir sekilde etkiledigi (B=0.337; t=4.164; p<0.001) goriilmektedir.
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Yapisal esitlik modelinde ele alinan ve istatistiksel olarak anlamli oldugu tespit edilen bu iliskilere
yonelik olarak gerceklestirilen bu analiz neticesinde ortaya ¢ikan uyum iyiligi katsayilari Tablo 8'de sunul-
mustur.

Tablo 8

Yapisal Esitlik Modeli Uyum lyiligi Katsayilan
Uyum lyiligi indeksleri iyi Uyum Kriteri Hesaplanan Uyum iyiligi Katsayilari Sonug
X2/sd <5 1.893 iyi uyum
GFI >.90 .839 Kabul edilebilir
AGFI > 85-.90 .821 Kabul edilebilir
CFI > .90 935 iyi uyum
NFI >.90 .872 Kabul edilebilir
TLI >.90 931 iyi uyum
IFI > .90 935 iyi uyum
RMSEA .05- .08 64 iyi uyum

Tablo 8'de yer alan sonuglar, yapisal esitlik modelinin arastirmanin veri setine uygun oldugunu ve kabul
edilebilir diizeyde uyum sagladigini gostermektedir. Genel bir degerlendirme ile arastirmanin yapisal mod-
elinin veriler ile uyumlu oldugunu soylemek miimkiin goriilmektedir. Elde edilen analiz sonuglari ve uyum
iyiligi degerleri 1si8inda, arastirmada ortaya atilmis olan “H1. CRM egitiminin faydaliligi CRM’e yonelik tutum
lizerinde pozitif etkiye sahiptir”, “H2. Orglitsel emniyet iklimi CRM’e yonelik tutum lizerinde pozitif etkiye
sahiptir”, “H3. CRM egitiminin faydaliligi emniyet davranisi izerinde pozitif etkiye sahiptir”, “H4. Orgiitsel
emniyet iklimi emniyet davranisi lizerinde pozitif etkiye sahiptir” ve “H5. CRM’e yonelik tutum emniyet
davranisi lizerinde pozitif etkiye sahiptir.” hipotezlerinin desteklendigini soylemek miimkiindir. Ortaya ¢ikan
bu istatistiksel olarak anlamli durum, CRM’e yonelik tutumun aracilik roliiniin tespit edilmesinin de 6n
sartlarini karsilamaktadir.

Bootstrapping yontemi aracilik etkisinin tespiti gibi istatistiksel analizlerde yaygin olarak kullanilmak-
tadir. Yontem ornekleme dagiliminin tahmin edilmesi igin veri setlerinin tekrar 6rnekleme yoluyla olustu-
rulmasina dayanmaktadir. Bir istatistigin tiim ornekleme dagiliminin ampirik bir tahminini olusturmak icin
simile etmek igin bircok kez tekrarlayan Monte Carlo simiilasyonu seklinde verilerin bircok kez degistirilerek
“yeniden 6rneklenmesini” icermektedir (Mooney ve Duval, 1993; Moore vd., 2003). Onyiikleme prosediirii ilk
olarak, genellikle n boyutunda gozlemlenen 6rnek olan bir yeniden 6rnekleme alani R tanimlamayi icermek-
tedir. Daha sonra, n gézlemin onyiikleme 6rneklerinin B sayisi (genellikle 500 veya 1.000), degistirilerek R'den
rastgele cekilmektedir. Her onyiikleme ornegi icin istenen istatistikler veya parametreler elde edilmektedir
(Cheung ve Lau, 2008: 300). Yapisal model lizerinden bootstrapping metodu gerceklestirilerek aracilik etkisi
tespit edilebilmektedir. Bu bilgiler i1si1ginda arastirmanin yapisal modeli iizerinden gerceklestirilen boot-
strapping isleminde giiven araligi %95 ve orneklem tekrari 2000 olarak girilmistir. Yapilan analiz sonucunda
elde edilen bulgular Tablo 9'da paylasilmistir.

Tablo 9
Aracilik EtRisinin Analizi
CRM’e Yonelik Tutum Emniyet Davranisi
B SE B SE
Orgiitsel Emniyet iklimi 183"
B 118
Orgiitsel Emniyet iklimi 426" .052
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B 236
Orgiitsel Emniyet iklimi 166"
CRM’e Yonelik Tutum 185"
B 410
Dolayli Etki 185*(.031 - .185)
CRM’e Yonelik Tutum Emniyet Davranigi
B SE B SE
CRM Egitiminin Faydalilig 337"
B 298
CRM Egitiminin Faydalilig 476" .052
B 361
CRM Egitiminin Faydaliligi .353"
CRM’e Yonelik Tutum 292"
B 410
Dolayli Etki 2927 (.047 - .292)
“p<.001

Tablo 9'a gore, orgiitsel emniyet ikliminin emniyet davranisi lzerinde toplam etkisi istatistiksel olarak
anlamlidir (B=183, SE=.051, p< .001). Orgiitsel emniyet ikliminin CRM’e yonelik tutum lizerinde toplam etkisi
istatistiksel olarak anlamlidir (B=.426, SE=.052, p< .001). Aracilik etkisinin testinde, orgiitsel emniyet iklimi
ile emniyet davranigi arasindaki iliskide CRM’e yonelik tutumun dolayli etkisinin 185 (%95 giiven araligi .031
- 185) diizeyinde oldugu tespit edilmistir. Bu dolayli etki, istatistiksel olarak anlamlidir. Diger bir ifade ile
CRM’e yonelik tutumun aracilik etkisi istatistiksel olarak anlamlidir. CRM egitiminin faydaliligi ile emniyet
davranisi arasindaki iliskide ile CRM’e yonelik tutumun aracilik etkisinin test edildigi modelde, CRM egiti-
minin faydaliliginin emniyet davranisi lizerinde toplam etkisi istatistiksel olarak anlamlidir (B=.337, SE=.072,
p<.001). CRM egitiminin faydaliliginin CRM’e yonelik tutum iizerinde toplam etkisi istatistiksel olarak anlam-
ldir (B=.476, SE=.052, p< .001). Aracilik etkisinin testinde, CRM egitiminin faydaliligi ile emniyet davranisi
arasindaki iliskide ile CRM’e yonelik tutumun dolayli etkisinin .292 (%95 giiven araligi .047 - .292) bulundugu
anlasilmistir. Bu bakimdan CRM’e yonelik tutumun aracilik etkisi burada da istatistiksel olarak anlamli
olmustur. Elde edilen bu sonuglara gore, CRM'e yonelik tutumun hem orgiitsel emniyet iklimi ile emniyet
davranisi arasinda hem de CRM egitiminin faydaliligi ile emniyet davranisi arasindaki iliskide aracilik etkisi
bulunmaktadir ve bu etki istatistiksel olarak anlamlidir. Diger taraftan, CRM egitiminin faydaliligi, 6rgiitsel
emniyet iklimine kiyasla daha yiiksek diizeyde dolayli etki gostermistir. Bu itibarla arastirmada ortaya atilan
ve aracilik etkisini test eden “H6. CRM egitiminin faydaliligi emniyet davranisina etkisinde CRM’e yonelik
tutumun aracilik rolii vardir” ve “H7. Orgiitsel emniyet ikliminin emniyet davranisina etkisinde ekip kaynak
yonetimi tutumunun aracilik rolii vardir.” hipotezleri desteklenmistir. Tim bu sonuglar 1siginda hipotezlerin
desteklenme durumunu gosteren bir 6zet Tablo 10’da verilmistir.

Tablo 10
Hipotezlerinin Desteklenme Durumuna iliskin Ozet
Kriterler
Hipotezler
B t p Sonug
H1. CRM egitiminin faydaliigi CRM’e yonelik tutum Uzerinde pozitif etkiye 476 6512 <.001 Desteklendi
sahiptir.
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H2. Orgiitsel emniyet iklimi CRM’e yonelik tutum lizerinde pozitif etkiye sahiptir. 426 6981 <.001 Desteklendi
H3. CRM egitiminin faydaliligi emniyet davranisi iizerinde pozitif etkiye sahiptir. .337 45164 <.001 Desteklendi
Hs. Orgiitsel emniyet iklimi emniyet davranisi lizerinde pozitif etkiye sahiptir. 183 2310 .021 Desteklendi
H5. CRM’e yonelik tutum emniyet davranisi lizerinde pozitif etkiye sahiptir. .353 4246 <.001 Desteklendi
Hipotezler Kriterler (Dolayli Etki) Sonug

H6. CRM egitiminin faydaliigi emniyet davranisina etkisinde CRM’e yonelik 185* (.031 - .185) p<.001 Desteklendi

tutumunun aracilik rolii vardir.

H7. Orgiitsel emniyet ikliminin emniyet davranisina etkisinde CRM’e ydnelik .292° (.047 - .292) p<.001 Desteklendi
tutumunun aracilik roli vardir.

p<0.05

Tartisma, Sonug ve Oneriler

Sivil havacilik alaninda gergeklestirilen tim operasyonlarda ve bilhassa ugusun basindan sonuna tiim
yolcularin, tim miirettebatin, ugagin ve teknik donanimin emniyetli bir bicimde bir yerden bir diger yere
ulastirilmasi en 6nemli gayelerden ve zorunluluklardan birini olusturmaktadir. Sivil havacilik alaninda em-
niyetli ve giivenli ugus operasyonlarinin yapilmasini saglamak iizere gelistirilen CRM'in temel amaci, teknik
olmayan (insani) becerilerin etkili kullanimiyla olasi hatalari, kaza ve kirnmlar gerceklesmeden onlemek
yoniinden insan kaynaginin tutum ve davranislarini emniyet yonlii olarak gelistirmektir (Terzioglu, 2023: 1).
Bu ¢alisma, emniyet ikliminin ve CRM egitimlerinin gercek saha pratiginde ugus emniyeti tutumlarina ve tu-
tumlarin davranisa doniislip doniismedigini degerlendirme hedefiyle yola ¢ikmis; kabin ekibi tiyelerinin CRM
egitimlerinin faydaliligina iliskin goriisleri, orgutsel emniyet iklimine iliskin algilari, CRM’ yonelik tutumlari
ve emniyet davranislari diizeylerinin belirlenmesi, bu degiskenler arasindaki iliskilerin istatistiksel olarak
tespit edilmesini amaglamistir. Buna ek olarak arastirmada CRM egitiminin ve orgiitsel emniyet ikliminin
emniyet davranisina etkisinde CRM tutumunun aracilik roli olup olmadiginin tespit edilmesi arastirmanin
diger bir amacini olusturmustur. Degiskenler arasi kurulan iliskisel yapisal modelin istatistiksel olarak test
edilmesine yonelik olarak yapilan bir iliskisel tarama modeline dayali olarak arastirma modelinin ve buna
bagli olarak arastirma hipotezlerinin test edilmesi noktasinda nicel arastirma kapsaminda birincil verilere
basvurulmustur. Arastirmanin verilerini 421 kabin Uyesi katilimcidan elde edilmis olan yanitlar olusturmus-
tur. Veriler SPSS programinda kodlanmis ve tasnif edilmis, yine bu programda ve AMOS programinda
istatistiksel analizler gerceklestirilmistir.

Arastirmada elde edilmis olan bulgular, orgiitsel emniyet iklimi ve CRM egitiminin faydaliligi gibi
faktorlerin, calisanlarin emniyete iliskin tutumlari ve emniyet davranislari iizerinde etkili oldugunu goster-
mistir. Orglitiin hem emniyete iliskin olarak benimsedigi yaklasim hem de calisanlarin CRM egitimlerine
iliskin yaklasimlari, kabin emniyetinin saglanmasi hususunda gereken tutumlarin ve davranislarin olusumu
bakimindan onem tasimaktadir. Aracilik roliiniin belirlendigi analizler sonucunda elde edilen bulgular da
CRM’e yénelik tutumun, emniyet davranislarina aracilik ettigini gostermistir. Orglitsel emniyet ikliminin,
CRM’e yonelik tutum araciligiyla emniyet davranisi lizerinde dolayli bir etkisi bulunmaktadir. Diger yandan,
CRM egitiminin faydaliligi, orgiitsel emniyet ikliminden daha yiiksek diizeyde dolayli etki gostermistir. Diger
bir ifade ile emniyete iliskin belirli bir tutum olusmakta, bu surette emniyet davranislari ortaya ¢itkmaktadir.
Dolayisiyla orgiitsel emniyet ikliminin gelistirilmesi, CRM egitimlerinin verimliliginin artirilmasi ve CRM’e
yonelik tutumun tesvik edilmesi, emniyet davranislarini artirabilecektir. Ortaya ¢ikan bu sonucglar, hava yolu
sektoriinde CRM uygulamalarinin 6neminin altini bir kez daha gizmektedir.

Literatlirde CRM egitimlerinin havacilik emniyeti lizerinde pozitif dogrusal yonlii etkisi oldugu ve havacilik
sektorii tarafindan genis ¢apta benimsendigi bilinmektedir. Bu calisma da CRM egitiminin etkilerinin ol¢iim-
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lenebilir oldugunu gostermistir. Bunun yaninda ¢alisma, CRM egitimlerinin emniyete iliskin belirli bir tutum
ve davranis olusturmada 6nemli olduguna da ortaya koymustur. Bu bakimdan ortaya ¢ikan bu sonuglar, CRM
egitimlerinin onemini vurgulayan ve olumlu ¢iktilar sagladigi diisiincesini pekistiren sonuglardir. Bu calis-
mada ele alinan yapisal arastirma modeli 6zgiinliik arz ettiginden iliskilere yonelik elde edilen bulgularin
tartisilmasi bakimindan belli bir kisitlilik bulunmakla birlikte, bu bulgular, ilgili literatiirde yer alan benzer
ozellikteki CRM egitimlerinin onemini vurgulayan calismalarin elde etmis oldugu bulgular ile paralellik
gostermektedir (Ornegin Yamamori ve Mito, 1993; Simpson ve Wiggins, 1995; Morey vd., 1997; Helmreich vd.,
1999; Salas vd., 2006; Ricci ve Brumsted, 2012; Birgdren, 2015; Jimenez vd., 2015). Tim bu sonuglar, hava yolu
sektori agisindan emniyete iliskin pozitif tutum ve davranislarin artirilmasi yoniinden orgiitsel emniyet
iklimi ve CRM egitimi gibi faktorlerin onemini agiga ¢ikarmaktadir.

Elde edilen bu sonuglar, havayolu isletmelerinin, calisanlarin emniyet davranislarini arttirmak nok-
tasinda orgiitsel emniyet iklimi ve CRM egitimlerine yatirim yapmalarinin gerekliligini vurgulamasi agisin-
dan, bu alanda faaliyet gosteren isletmelerin bu faktorleri dikkate alarak ¢alisanlarinin CRM’e yonelik tutumu
gelistirmeleri ve boylece emniyet davranislarini iyilestirmeleri onerilebilecektir. Egitim gelistiricilerin bu
arastirmada elde edilen bulgu ve degerlendirmeleri dikkate almalari, saha uygulamalarina iligkin katkilar
sunmak hususunda onem arz edebilecektir.

Bu calismadan yola ¢ikarak, havayolu isletmelerinin, CRM egitimlerinin ve orgiitsel emniyet iklimiyle
alakali politikalar ve uygulamalari siklikla gozden gecirmek suretiyle bu hususlara daha fazla onem
vermesi ve calisanlarin emniyetle ilgili stireklilik arz eden bir farkindalik olusturmasinin 6nemli olduguna
vurgu yapmak gereklidir. Calisanlarin egitim programlari ve orgiitsel emniyet iklimi, emniyet davranislar
lizerinde pozitif yonde bir etki yaratabildiginden hareketle, havayolu isletmelerinin ¢alisanlarina CRM
egitimleri sunarken ayni zamanda orgiitsel emniyet iklimini de gelistirmeye 6zen gostermesi onerilebile-
cektir. Havayolu isletmeleri, CRM egitimlerine daha fazla yatirim yaparak ¢alisanlarin CRM’e yonelik tutumu
gelistirebilecek ve emniyet davranisini artirabilecektir. Orgiitsel emniyet iklimini iyilestirerek emniyet
konusundaki algisini artirabilir ve emniyet davranisini destekleyebilecektir.

ICAO (2018) emniyet yonetim sistemlerinin 6nemine deginirken, sadece teknik degil ayni zamanda insan
faktorlerinin de siirekli gozden gecirilmesi gerektigini belirtmektedir. Egitimlerin, insan hatalarinin nasil
meydana geldigini ve nasil onlenebilecegini anlamaya yonelik olmasi ve giincel tutulmasi 6nemlidir. CRM
egitimlerinin, insan performansina dair yeni arastirmalar ve bulgularla giincellenmesi 6nemlidir. Egitim-
lerde, acik iletisim kanallarinin nasil kurulacagi, bilgi paylasiminin 6nemi ve hiyerarsi kaynakl iletisim
engellerinin nasil asilacagi gibi hususlarin her biri gercek durum senaryolari ile aktarilarak bilgilerin kalici
hale donistirilmesi amaclanmalidir. Diger yandan, CRM egitimlerinin etkili olabilmesi i¢in diizenli deger-
lendirme ve siirekli geribildirim saglanmalidir. Egitim sonrasi geri bildirimler ve ekip performansi analizleri,
eksiklikleri belirlemeye ve bunlar diizeltmeye yardimci olabilecektir. Ayrica CRM egitimlerinin emniyet
davranisi lzerindeki etkisini degerlendirmek ve ayrica CRM tutumu ve davranisini olgmek ve gelistirmek
noktasinda bu arastirmada kullanilmis olan 6lceklere benzer ol¢iim araclariyla periyodik sekilde veri topla-
masi ve bunlarin analiz edilerek degerlendirilmesi onemli olabilecektir.

CRM havacilik emniyetinde insan faktorlerinin yonetimine onemli katkilar saglasa da bazi sinirlar da
bulunmaktadir. Bu sinirlarin anlasilmasi, CRM'in etkili bir sekilde uygulanabilmesi ve egitimlerin gelistir-
ilmesi acgisindan kritik onem tasiyabilecektir.

Ornegin CRM egitimine katilan bazi personeller, bu egitimlerin gereksiz ya da cok tekrarli oldugunu
distinebilir. Ozellikle tecriibeli kabin ekibi liyeleri, kendilerine daha dnce bildikleri ya da deneyimledikleri
bilgilerin tekrarlandigini hissettiklerinde egitimlere karsi olumsuz tepkiler gosterebilirler. CRM'in onemli
bir unsuru olan acik iletisim, bazi hiyerarsik ve kiiltiirel bariyerlerle karsilasabilir. CRM egitimi sirasinda
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alinan teorik bilgiler, uygulamada yeterince hayata gecirilemeyebilir. CRM’in bu tiirden sinirlamalari, egitim
programlarinin daha fazla kisisellestirilmesi, stirekli iyilestirme siireclerinin dahil edilmesi gerektigine isaret
etmektedir.

Diger yandan, literatiirde yer alan bazi arastirmalar CRM egitiminin katilimci 6grenme {izerinde olumlu
bir etkisi oldugunu gosterse de Salas vd. (2001)'nin vurgulamis oldugu iizere, dikkate almayi gerekli kilan
bir baska onemli faktor de bu tiirden 6grenme degisikliklerinin zaman icinde gosterdigi istikrardir. Bu
anlamda, CRM egitimleri araciligiyla olusturulan ve gelistirilen tutum ve davranis degisikliklerinin istikrarini
korumasi ve pekistirilmesi bakimindan tazeleme egitimlerinin siklastirilmasi 6nemli goriilmektedir. Sonug
olarak bu ¢alisma, hava yolu sektorii icin son derece onemli bir konuda, yani kabin ekibinin emniyet tutum
ve davranislar konusunda CRM programlarinin etkililigi hakkinda icgoriiler sunmustur. Ozellikle, CRM egiti-
minin faydaliligi ve CRM’e yonelik tutumun emniyet davranisiile iliskisinde CRM’e yonelik tutumunun aracilik
etkisi bulundugunaiiliskin elde edilen bulgular, havayolu isletmeleri igin CRM programlarinin 6nemi, tasarimi
ve uygulanmasi konusunda 6nemli ipuglari saglamaktadir. Ancak diger taraftan bu ¢alismanin sinirlamalar
da goz oniinde bulundurulmalidir.

Arastirma belli bir 6rneklemden saglanan nicel verilere dayalidir ve bu yoni ile arastirma orneklemi
cercevesinde sinirli genellestirilebilir nitelik tasimaktadir. Ayrica, verilerin tiimi anket yoluyla toplanmistir,
bu da yanitlarin dogru ve diiriist oldugunu varsaydigimiz anket yaniti sinirlamalarina tabi olduguna
isaret etmektedir. Diger taraftan arastirmada veriler sadece belirli bir sektorden toplanmistir, bu nedenle
genellestirilebilirlik agisindan sinirlidir. Veriler tek bir noktada toplanmistir ve kesitseldir, bu nedenle zaman
icinde degisikliklerin olup olmadigi hakkinda boylamsal bir bilgi yoktur. Bu sinirlamalarin dikkate alinmasi,
gelecekteki calismalarin tasarimi icin onemlidir.

Ayrica, arastirma tasariminda algi, tutum ve davranisin ayni ol¢iim teknigi ile degerlendirilmesi, bir sinir-
lilik olarak ele alinabilecektir. Nitekim bilhassa Likert tipi 6l¢eklerin yaygin olarak kullanildigi durumlarda, bu
olclim teknikleri tutumlar ve algilari etkin bir sekilde olgebilirken, davranisin dogrudan gozlemlenmesine
dair sinirlamalar ortaya ¢ikabilecektir. Tutum ve algi gibi 6znel yapilarin degerlendirilmesinde basarili olan
bu tiir 6lcekler, davranisin daha karmasik ve baglama bagli 6zelliklerini 6lgme konusunda yeterli olmaya-
bilecektir. Nihayetinde 6znel beyanlara dayanmaktadir. Bu durum, arastirma bulgularinin yorumlanmasinda
dikkat edilmesi gereken bir unsurdur. Dolayisiyla gelecekte yapilacak arastirmalarda, ol¢lim araglarinin
belirli yapilarin dogasina uygun olacak sekilde cesitlendirilmesi gozden gegirilebilir.

Gelecekte CRM egitimlerinin emniyet davranislar lizerindeki etkisini daha kapsamli bir sekilde inceleyen
calismalarin yapilmasi onemli olabilecektir. Bu ¢alismalar, CRM egitimlerinin 6grenme siireci, 6grenilenlerin
uygulamaya gecirilmesi ve uzun vadeli etkileri gibi konulara daha fazla odaklanabilecektir. Gelecekteki
arastirmalar, CRM egitimlerinin farkl kiiltiirlerdeki havayolu ¢alisanlari lizerindeki etkilerini de inceleyebile-
cektir. Bu arastirmalar, kiiltirel farkliliklarin CRM egitimlerinin verimliligi Uzerindeki etkilerini kavramada
onemli katkilar sunabilecektir.

Tim bunlarin yaninda, gelecekte bu konuyu inceleyecek arastirmacilar, yapisal esitlik modeli gibi yon-
temleri kullanarak konuyu cesitli acilardan ele almay1 hedefleyebilecektir. Nitel yontemlerin kullanilmasi da
konuyla ilgili olarak farkli ve derinlemesine i¢goriiler elde etme agisindan yararli olabilecektir.
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Cok-Yiiksek Stil: Havayolu Endistrisinde Estetik Eemek Uzerine Cinsiyet Perspektifinden
Bir Derleme ve Arastirma Onerileri
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Abstract Aesthetic labour is a significant concept that has been examined in several fields, including sociology, psychology, manage-
ment, and organisational behaviour. Aesthetic labour, which is closely related to emotional labour, refers to companies’
deliberate actions regarding employees’ appearances in the context of recruiting, career advancement, performance
assessments, and compensation, all of which are aligned with established standards. The service sector recognises aesthetic
labour as a vital component of the marketing mix and service quality, with current research highlighting its gendered
characteristics. Research on the antecedents and consequences of aesthetic labour, specifically within the airline industry,
remains limited, despite its examination in various occupations. This study investigates the determiners and outcomes of
aesthetic labour through a gender lens and provides suggestions for future research on the airline industry. This study
reveals that although organisations use aesthetic labour as a crucial strategic tool, it could also result in individual and
organisational outcomes, including stress, burnout, and discrimination. This study is expected to be a valuable guide
for decision makers in the airline industry, human resource experts, industrial and organisational psychologists and
researchers.

0z Estetik emek, sosyoloji, psikoloji, yonetim ve orglitsel davranis gibi bircok alanda incelenmis 6nemli bir kavramdir. Duygusal
emekle yakindan iligkili olan estetik emek, calisanlarin gorunusleriyle ilgili olarak sirketlerin ise alim, kariyer ilerlemesi,
performans degerlendirmeleri ve licretlendirme gibi sureclerde belirlenen standartlara uygun olarak gerceklestirdigi kasitli
eylemleri ifade eder. Hizmet sektori, estetik emegi pazarlama karmasinin ve hizmet kalitesinin onemli bir unsuru olarak
kabul etmekte olup, mevcut arastirmalar bu emegin cinsiyetle baglantili 6zelliklerini vurgulamaktadir. Estetik emegin havay-
olu endstrisindeki oncilleri ve sonuglarina dair arastirmalar, diger mesleklerde incelenmesine ragmen sinirli kalmistir. Bu
calisma, estetik emegin belirleyicilerini ve sonuclarini cinsiyet perspektifinden inceleyerek havayolu ¢alisanlarina yonelik
gelecekteki arastirmalar igin oneriler sunmayi amaglamaktadir. Bu galisma icin veriler, Temmuz 2024 ile Eylil 2024 arasinda
akademik arama motorlari Google Scholar ve TR Dizin dahil olmak Uzere iki biylik akademik veritabani olan Scopus ve
Web of Science'da kapsamli bir literatir taramasi yapilarak elde edilmistir. Arama, “estetik emek”, “havayolu endustrisi”,
“cinsiyet”, “cinsiyetlendirilmis emek”, “kabin ekibi” ve “ucus gorevlileri” gibi belirli anahtar kelimelerden olusan kapsamli
bir set kullanilarak gerceklestirilmistir. Yalnizca Tirkge ve ingilizce olarak hakemli akademik makaleler dikkate alinmistir. Bu
calisma, sirketlerin estetik emegi dnemli bir stratejik arag olarak kullanmasina ragmen, stres, tlikenmislik ve ayrimcilik gibi
bireysel ve drglitsel sonuclara yol acabilecegini ortaya koymaktadir.
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Sky-High Style: An Overview and Research Agenda on Aesthetic Labour in the
Airline Industry from a Gender Perspective

“Man is the measure of all things,” ancient Greek philosopher Protagoras, emphasising the central role of
human knowledge and value judgments. In our social lives, particularly in professional settings, agreements
are often based on explicit or implicit agreements and certain established rules. These norms determine
how employees should appear and shape external appearance standards dictated by organisations. This
has led to the development of widely accepted dress codes across various professions as part of vocational
identity and organisational culture (Dellinger, 2002). Dress codes not only represent the organisation and
the individual's membership within the group, but they also develop a sense of belonging. However, for
employees, aesthetic labour could often be exhausting and even draining (Yesilyurt, 2022).

Aesthetic labour typically emerges in industries such as hospitality, retail, and airlines, where direct
interaction with customers is significant. Aesthetic labour refers to the recruitment, management, and
direction of employees based on their physical appearance (Witz et al., 2003). Factors influencing aesthetic
labour include organisational culture and branding (Warhurst et al., 2000), industry norms (Nickson et al.,
2003), customer expectations (Witz et al., 2003), and national culture with gender norms (Warhurst & Nickson,
2009). Aesthetic labour is linked to certain norms regarding employee apparel, body language, hairstyle, and
makeup. In industries where aesthetic labour is essential, employees must comply with these standards as
organisations aim to improve customer satisfaction and business success through the physical appearance
of their employees. Consequently, adverse effects, such as stress, burnout (Hochschild, 1983), decreased job
satisfaction (Pettinger, 2004), and discrimination (Williams & Connell, 2010), could arise among employees.
Moreover, aesthetic labour is a sociological concept that focuses on how specific appearances obtain value
in the workplace and what these appearances mean in terms of social stratification. Mears (2014), aesthetic
labour is inherently linked to beauty and thus intersects with class, race, and gender. Aesthetic labour refers
to the recruitment, management, and direction of employees based on appearance (Witz et al., 2003).

Gender norms significantly impact the shaping of aesthetic labour, frequently promoting prejudices
within organisations and among customers. Research indicates that female employees are generally antic-
ipated to exhibit feminine traits (Warhurst & Nickson, 2009).Furthermore, several studies indicate that the
demands of aesthetic labour are greater for women than for men, resulting in double standards that could
negatively impact women'’s career advancement (Williams & Connell, 2010). The gender-specific aspect of
aesthetic requirements intensifies the pressure on women in many vocational fields. The economic value of
appearance and beauty is an important topic in social science research. Mears (2014) highlighted not only
which markets assign economic value to beauty and under what conditions, but also how beauty is shaped
by power dynamics. Recent research on aesthetic labour has examined several occupational categories,
including freelancers (Vonk, 2021), academics (Lipton, 2021), social media influencers (McFarlane & Samsioe,
2020), and ballerinas (Robinson, 2021). Vonk’s (2021) highlighted that aesthetic labour is gendered and
can draw undesired male attention, leading to concerns and criticism. In a Lipton (2021) study involving
academics, it was shown that academics determine the necessity of conforming to particular image expec-
tations. Furthermore, academics are expected to participate in self-branding not only through presentations
in physical settings but also in virtual domains (Lipton, 2020).

Considering that gender is an inseparable element of aesthetic labour, the aim of this study is to examine
aesthetic labour from a gender perspective and seek to answer the following question: “What is the current
status of aesthetic labour among airline industry employees from a gender perspective?” To address this
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question, the study offers an overview based on previous studies and presents recommendations for future
conceptual and empirical research. This study makes two important contributions to aviation research. First,
this study provides an overview of aesthetic labour from a gender perspective within the airline industry,
a topic that has received limited attention. Second, this study underscores the antecedents and possible
outcomes for airline employees regarding aesthetic labour in addition to propose recommendations for
future research. This study presents an overview of aesthetic labour within the airline sector from a gender
perspective, providing significant insights for airline employees, management, and academics in human
resources and industrial psychology.

Theoretical Framework
Definition of Aesthetic Labour

Aesthetic labour has evolved into a distinct concept, diverging from the notion of emotional labour, which
is a popular topic in sociological studies. Business and management fields and industrial psychology
have studied the economic implications of physical appearance. In business research, aesthetic labour
emerged from observations in the hotel and retail industries, where job advertisements often featured
explicit requirements regarding appearance (Karlsson et al., 2012). Aesthetic labour refers to the procedures
adopted in recruiting and training personnel based on their physical appearance, aiming to demonstrate
both pleasant personalities and attractive looks (Witz et al., 2003).

Various sectors, especially those involving frontline employees who have close contact with customers,
integrate aesthetic labour as a significant concept into their marketing and human resources strategies.
In industries such as hospitality and airlines, aesthetic labour is crucial for effectively representing both
the brand and the product or service, enhancing service quality, and strengthening the organisational
perception of aesthetics. Furthermore, the presence of aesthetic labour has a significant impact on how
customers perceive service quality and satisfaction. Uniformity in service provider appearance is particularly
influential in this regard (Pounders et al., 2015). However, extreme aesthetic norms can negatively impact
employees’ physical appearance and self-representation, causing pressure to adhere to beauty norms (Mann
& Rawat, 2023).

Well-dressed, smiling salespeople have replaced the 19th century workforce, characterised by dirt and
sweat, indicating a transformation in the perception of labour (Sanders, 2006). Aesthetic labour refers to
the managerial manipulation of an employee’s appearance (Pounders et al., 2015). In other words, aesthetic
labour is also understood as the employer’s effort to alignh employees’ appearance and physical attributes
with organisational aesthetic norms. Because the customer’s impact on profitability is significant in the
service sector, employers attempt to control the interaction between frontline employees and customers
(Leidner, 2006). Aesthetic labour extends beyond appearance; it encompasses the voice. More specifically,
it involves not only employees’ attire and body language but also how they speak, sound, or even smell.
Aesthetic labour involves the five senses: vision, hearing, taste, smell, and sensation. As a result, the
interpretation of knowledge regarding senses triggers emotional reactions in a group of people, particularly
customers (Karlsson et al., 2012).

In today’s environment, the appearance of employees is predominantly dictated by organisations and
customers. The key factors shaping aesthetic labour include modern work practises, organisational context,
customer expectations, and gender roles. Furthermore, the prevailing notions of modern work and ideals of
the modern world closely tie expectations regarding how employees should look. The organisational context
significantly shapes employees’ perceptions of their physical appearance. Organisations often explicitly
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establish dress codes, and in their absence, they expect employees to infer appropriate appearance by
observing others in the workplace (Lewis & Aune, 2023).

Aesthetic labour is also linked to the concept of embodied capital. The notion of “embodied cultural
capital” suggests that the physical body could be used as an important resource to improve job oppor-
tunities and earnings (Warhurst et al., 2000). Aesthetic labour has been studied various organisational
contexts, with the fashion industry yielding the most disturbing findings. For instance, Fixsen et al.'s (2023)
study emphasises the commercialisation of the body, objectification, and its harmful influence on models,
including the development of eating disorders. Additionally, aesthetic labour is context-bound and interacts
with local culture, adapting to its norms and values. Lewis and Aune’s (2023) observed that in religious work
contexts, women are expected to adhere to a modest style of dress.

Emotional labour is a key determinant of aesthetic labour. In her research on flight attendants,
Hochschild (1983:7) described emotional labour as the deliberate control of emotions to produce identifiable
and observable body language and facial expressions. The same study revealed an interesting finding: the
expectation was that flight attendants, especially women, would assume a dual role. This role included being
protective, similar to a traditional mother, and simultaneously maintaining an alluring feminine presence.
In other words, traditional notions of femininity are particularly dominant in the airline industry, especially
among female employees. This is a signal of the gendered nature of aesthetic labour, putting more demands
on women than men.

Understanding how aesthetic labour functions within organisations is crucial. Studies on aesthetic
labour often reference the Social Comparison Theory (SCT), which suggests that employees align themselves
with industry and workplace expectations (Pounders et al., 2015). The SCT individuals evaluate their abilities,
appearance, and behaviours by comparing themselves to others (Festinger, 1954). According to this theory,
individuals form their self-concept by comparing themselves to others, which can determine their position
within the social hierarchy. This is because the primary goal of employees engaged in aesthetic labour is
to present an image that aligns with a company’s brand identity. According to SCT, people engage in self-
comparisons with others, which can impact a brands perceived worth. The presence of visually appealing
and professional employees can increase the quality and prestige of a brand, thus creating a favourable
impact on customer perceptions. Furthermore, research has indicated that women are more susceptible to
appearance-related expectations than men, which allows SCT to explain the gendered nature of aesthetic
labour. The gendered nature of aesthetic labour will be reviewed in the following section.

Gender Dynamics in Aesthetic Labour

In the service economy, the physical body can function as an instrument or asset to improve social and
economic outcomes, such as employment opportunities and career advancement (Lovell, 2000). The practise
of aesthetic labour is gendered and includes the idea that achieving a decent appearance is primarily the
responsibility of women (Tyler & Taylor 1998). Social structures have made gender a more influential factor
for women, leading to the view that beauty is a more valuable form of capital for women than men (Martin
& George, 2006). In this context, the investments employees make in their appearance may vary according
to gender.

Generally speaking, feminist theory assumes that societies construct traditional gender roles to uphold
hierarchical relationships. For instance, Butler (2006) offered a critical analysis of conventional essentialist
perspectives on gender, which view males and females as inherent in hierarchical duality. This dichotomy
asserts that males and their masculine attributes are superior to women and their feminine attributes. This
perspective is also believed to be the dominant understanding of the airline industry. For instance, female
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flight attendants are typically required to have a specific look and attitude that conforms to traditional
ideals of femininity, whereas male pilots are generally associated with authority and technical expertise,
which represent masculine qualities (Hochschild, 1983).

Numerous studies highlight the significance of physical appearance in business environments from a
gender perspective. Warhurst and Nickson (2007) asserted that the retail and tourism sectors employ women
more frequently than men. This is often attributed to the expectation that women will appear warmer
and more attractive, serving as the face of marketing and branding. Aesthetic labour, outlined by Williams
and Connell (2010), refers to the expectation that service workers possess both physical attractiveness and
appropriate abilities for their profession. The authors state that the desired aesthetic of many high-end
retail establishments is characterised by a middle class and traditionally gendered appearance. Kukkonen
et al. (2024) examined gender differences in the labour market in terms of physical attractiveness. Their
findings revealed that physical attractiveness yields more favourable socioeconomic outcomes for women
and men. However, this study revealed that women'’s physical attractiveness can have both positive and
negative consequences. In other words, physical appearance does not always lead to positive outcomes.

Although male bodies may also serve as symbols of capital, women'’s physiques are more commonly
used to denote male rank (Skeggs, 2004). Otis (2011) investigated how women’s bodies and identities adjust
to align with the class and gender expectations of customers in China. An important observation is that
organisations adapt to the cultural norms and expectations of the local community when recruiting aesthetic
labour. According to Maers (2014), certain aspects of aesthetic labour that increase gender inequality in
women. One such example is the female body’s reinforcement of traditional gender roles. On the other
hand, women are often seen as more suitable for frontline positions in aesthetic labour, while men are more
suitable for managerial roles. As a result, women may be disadvantaged in terms of status and salary.

The use of the physical characteristics of female employees in airline marketing initiatives has a
long history. During the 1950s, increased competition among airlines necessitated more aggressive airline
service marketing. Safety and gender emerged as key promotional factors in these campaigns (Hanlon,
2017). Research has indicated that the portrayal of women in advertising by United States of America (USA)
airlines was biassed towards a certain gender, with a particular focus on male consumers (Noon & Blyton,
1997). Similarly, promotional campaigns for Taiwanese and Vietnamese airlines have linked the physical
attractiveness of women with the level of service provided (Hamermersh, 2011). Moreover, Thai female
flight attendants have achieved an iconic reputation and are subject to limitations in choosing a particular
physical appearance style (Ayuttacorn, 2016).

The gender-related outcomes of aesthetic labour have been examined across cultures. Hutson (2024)
conducted a study in the United States that revealed that pregnant women often attempt to conceal their
pregnancies during the first trimester at work. Hutson introduced the concept of the “silent shift,” suggesting
that there is a distinct period during which employees focus on hiding and coping with their condition.
When pregnant women fail to conceal their pregnancies, colleagues often react negatively, perceiving preg-
nancy as incongruent with the ideal employee appearance expectations. Moreover, maintaining a pleasant
appearance requires self-care, careful clothing, and a healthy body. However, self-care and the selection
of attire directly affect one’s professional appearance. Towns (2024) redefined women'’s time spent on their
clothing, hair, and accessories for work not as capital but as labour. In his research on U.S. ambassadors,
Towns found that women invest more effort into their appearance than men. In Yesilyurt Temel's (2023)
study with employees from Turkey, it was found that a female employee returning to work after maternity
leave opted for a Brazilian blow dry because she could not straighten her hair every morning. This is a clear
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example of the gendered nature of aesthetic labour, where domestic demands placed extra pressure on
women to invest in their professional appearance.

Aesthetic labour within the airline sector has been studied by some researchers (Spiess & Waring, 2005;
Taylor & Tyler, 2002; Ren, 2017). Understanding the different groups within airline organisations is crucial
for comprehending the role of aesthetic labour in this context. Specifically, the flight deck, where pilots
operate, and the cabin, where flight attendants and passengers interact, are the two primary areas of focus.
Research on aesthetic labour often emphasises the direct contact of cabin crew members with passengers,
making them key representatives of the airline (Hochschild, 1983). In the airline industry, aesthetic labour
extends beyond mere physical appearance. For instance, although an employee may be expected to present
themselves well, their physical appearance does not play a fundamental role in the core aspects of their
job. Instead, they are required to perform specific duties while adhering to certain standards.

Ayuttacorn’s (2016) study on Thai airline employees found that women are required to adhere strictly to
physical appearance standards and are often hesitant to make minor changes to their appearance. Ren’s
(2017) research on airline employees in China revealed that aesthetic labour varies by gender and context.
The study highlights that women are required to perform aesthetic labour in Chinese airlines, whereas
men are not. Considering these findings, it is evident that aesthetic labour, as observed in various sectors,
including the airline industry, exhibits a gendered dimension. This study explores the concept of aesthetic
labour from a gender perspective and provides an overview of existing research on the airline sector. The
findings of this review will be discussed in the following sections.

Method

The present study uses an overview methodology to offer a thorough examination of aesthetic labour within
the airline industry, with a specific emphasis on gender-related aspects. The proposed approach is specifi-
cally developed to integrate current literature, especially recognise significant themes, and emphasise areas
that require further investigation.

The data for this study were obtained by performing a comprehensive literature search across two major
academic databases, Scopus and Web of Science, including the academic search engines Google Scholar and
TR Dizin, between July 2024 and September 2024. The search was carried out by employing a comprehensive
set of specific keywords, such as “aesthetic labor,” “airline industry,” “gender,” “gendered labor,” “cabin crew,”
and “flight attendants.” Consideration was given only to peer-reviewed academic papers in Turkish and
English.

The Current State of Aesthetic Labour in the Airline Industry

The practise of aesthetic labour delivers favourable results for consumers (Tsaur et al., 2015). Nevertheless,
there appears to be a lack of research on the individual consequences of aesthetic labour for employees.
Aesthetic labour represents an additional effort beyond the primary tasks that employees must perform.
When employees engage in aesthetic labour, their physical appearance and clothing choices become
essential components of their value proposition. Managers have authority over frontline service providers’
visual standards, guaranteeing a consistent aesthetic that aligns with the regulations of the organisation
(Pounders et al., 2015).

According to Spies and Waring (2005), aesthetic labour in the airline industry can lead to ethical issues
and an unstable long-term commercial strategy. Similarly, in the service sector, women’s appearance is
often considered a component of the marketing mix, positioning the female workforce in a strategic role
(Warhurst & Nickson, 2009). Smith et al. (2023) found that airlines actively engage in the regulation and
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shaping the appearance of flight attendants. In addition, pursuing a career as a flight attendant is often
associated with young women and is linked to the notion of elegance. However, an important question arises
regarding whether the effort expended to meet aesthetic labour standards surpasses the effort invested
in developing intellectual competencies. Table 1 provides examples of studies examining aesthetic labour
within the airline industry.

Table 1
Studies on Aesthetic Labour in the Airline Industry
Author/Year Focus Country Main findings
. . S United . .
Taylor and& Tyler (2000) Emotional in the airline industry o Aesthetic labour is gendered.
. . . . Australia, The use of aesthetic labour qualities in
Spiess and Waring (2005) Aesthetic Labour as a Marketing Strategy . . . .
Malaysia the marketing mix could be problematic.
. . s . There is a need for discrimination legisla-
Waring (2011) Aesthetic Labour and Discrimination Singapore . . .
tion regarding aesthetic labour.
Women's Aestehetic Labour in the Airline . Aesthetic labour is gendered and context-
Ren (2017) China
Industry bound.
Aesthetic Labour Practise in Vocational . .
Yang (2017) Education Taiwan Norms shape aesthetic labour

Aesthetic Labour Percpetions of Cabin At- Professional competencies were more im-

Yang et al. (2019) Taiwan . .
tendants portant than aesthetic competencies.
Regulatory Role of Gender in the Relation-
Can et al. (2023) ship Of Aesthetic Labour And Intent To Tirkiye Aesthetic labour is gendered.
Leave
A Scale development of Aesthetic Labour . Aesthetic labour is e multidimensional
Luoh and Tsaur (2024) - Taiwan
for Hotels and Airlines construct.

Source: Provided by the author based on a literature review.

Research on aesthetic labour in the context of the airline industry is limited. However, aesthetic labour
is sometimes discussed within the category of emotional labour. Tylor and Tyler’s (2000) determined that
aesthetic labour is an emotional dimension of work where flight attendants feel forced to appear attractive
and exceed passengers’ expectations. Additionally, the necessity of making eye contact and a constant smile
with all the passengers was emphasised.

Spiess and Aring (2005) presented analyses of the status of aesthetic labour among airline employees in
different countries. Australian airlines portray female flight attendants as some of the world’s most beautiful
crew. In Asia, the aesthetic organisational culture is significant for airlines, and cabin crew members often
have very similar physical characteristics. The attire, makeup, walking style, scent, hair, and smile of the
cabin crew members are all associated with aesthetic labour and contribute to an exciting flight experience
(p. 202).

Waring (2011) critically examined businesses’ efforts to prefer more aesthetically desirable appearances.
This study argues that strategies designed to benefit employees’ aesthetic qualities can be exclusionary and
potentially harmful to organisations. Additionally, it emphasises the need for legal regulations in this area.
Ren’s (2017) study on the airline industry in China observed that women'’s appearance and body shape were
given more importance than their educational background. Researchers even determined that the airline’s
organisational culture heavily relied on beauty and aesthetic values. The same study also revealed that
women experienced aesthetic labour more frequently than men. Furthermore, Yang's (2017) study in Taiwan
examined customers’ experiences with aesthetic labour in four main categories: professional, rational,
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emotional, and interactive. These findings indicate that aesthetic labour has a multidimensional structure.
Also, Luoh and Tsaur (2024) have developed an aesthetic labour scale that can be used in the hotel and
airline industries. The validation of this measurement tool will allow the assessment of the multifaceted
nature of aesthetic labour.

Numerous recent studies have indicated that aesthetic labour is a gender-sensitive phenomenon. Smith
et al. (2023) suggested that airlines reinforce the image of the ideal worker through organisational power.
This study, involving three different airline companies, revealed that organisational rules, peer surveillance
and self-surveillance control the aesthetic labour of female flight attendants. Smith et al. (2023) also
obtained interesting findings by analysing the social media posts of companies in the aviation industry. The
analysis revealed that airlines generally use feminine visuals that support specific image stereotypes of their
female employees. A study on flight attendants in Turkey revealed that gender serves as a moderating factor
in the relationship between aesthetic labour and turnover intention (Can et al., 2023). One of the study’s
most notable findings is that as women'’s efforts in aesthetic labour increase, their intention to leave the job
also increases. Therefore, the airline industry, which also uses female cabin crew as marketing elements,
further highlights the gender-sensitive nature of aesthetic labour. In the following section, in addition to
the studies mentioned above, the antecedents and consequences of aesthetic labour specific to the airline
industry will be presented, drawing on theories related to emotional labour and empirical studies conducted
in other sectors.

Antecedents and Consequences of Aesthetic Labour in Airline Industry

Previously, aesthetic labour was examined in the context of marketing and human resources strategies in
the airline industry (Pettinger, 2004; Warhurst & Nickson, 2007). However, numerous aspects still require
further investigation. This section discusses the potential determiners and outcomes of aesthetic labour on
employees and organisational outcomes, with a focus on gender differences. In this discussion, examples
from both the airline industry and other service sectors are referenced to illustrate the potential impact
and outcomes of aesthetic labour.

In the airline industry, national cultural norms and gender roles are significant antecedents of aesthetic
labour (Smith et al., 2023). However, for flight attendants, not only local cultural norms but also global beauty
standards play a crucial role (Elias et al., 2017). For instance, elements such as changing hairstyles over
time, the use of cosmetic procedures, and the rise of social media, which foster social comparison, could
influence organisational norms and affect employees’ aesthetic perceptions. Additionally, organisational
aesthetic perceptions are closely linked to local culture. For instance, Emirates expects female cabin crew to
dress more modestly, but in Europe and America, people prefer tighter-fitting clothing (Lewis & Aune, 2023;
Otis, 2011).

Job descriptions and role expectations are another critical aspect of the status of aesthetic labour in
organisations (Warhurst & Nickson, 2007). Studies in this field suggest that organisations expect cabin crew
to possess technical and soft skills. In other words, adhering to role expectations involves both behaviour
and appearance, which are complementary elements. Additionally, organisational policies and procedures
are important determinants of aesthetic labour. Recruitment policies are closely linked to aesthetic labour
in the airline sector. Kim and Park (2014) conducted a study with Korean Airlines cabin crew members and
revealed that aesthetic labour elements, such as self-image and professional etiquette, are among the
competency components considered during recruitment.

Sector-specific trends driven by airline company competition can influence aesthetic labour. In the
service sector, the concept of aesthetics is an important component of brand equity (Mahadin et al., 2023).

Human Factors in Aviation and Aerospace, 1(2), 148-162 HNH [} 155



Sky-High Style: An Overview and Research Agenda on Aesthetic Labour... £ Gergek, 2024

For instance, companies could be inspired by one another’s employee uniforms or other appearance-based
marketing strategies. It is already well-known that airline companies frequently use aesthetic labour in
their promotional efforts (Ren, 2017). Therefore, by analysing the marketing strategies and advertisements
of airline companies, it is possible to understand the gender dynamics related to aesthetic labour.

Peer surveillance is a significant determinant of aesthetic labour. For instance, Yesilyurt Temel’s (2023)
study of Turkish bank employees revealed that emotional labour contributes to gender-based discrimina-
tion, clearly demonstrating a surveillance mechanism in this context. Furthermore, the study emphasised
the exploitation of aesthetic labour, specifically targeting female employees in private banks. An important
aspect of aesthetic labour is peer surveillance. Peer surveillance involves warning a peer who does not
conform to the expected standards of appearance or reporting them to authorities. Peer surveillance can
also be considered a pressure mechanism. Because peer surveillance serves as an additional monitoring
tool for businesses, it enhances the sustainability of aesthetic labour. However, the relationships between
peer surveillance and trust among colleagues and emotional and physical exhaustion can also be explored.
There may also be different moderators that influence peer surveillance outcomes. For instance, an
employee who sees conformity to aesthetic expectations as an integral part of their job might perceive
peer surveillance positively. For instance, they might be pleased if a colleague corrects something they
overlooked about their attire. Thus, aesthetic labour in the airline industry is shaped by a combination of
global, local, organisational, group, and individual determinants.

The effects of aesthetic labour could be observed from two perspectives: organisational and individual.
As previously mentioned, from an organisational perspective, aesthetic labour entails employees adhering
to expected appearance standards and recruiting and rewarding those capable of meeting these standards.
On the organisational level, aesthetic labour plays an instrumental role in enhancing service quality (Witz
et al., 2003). Aesthetic labour has significant organisational outcomes, including its contribution to brand
image and reputation (Spiess & Waring, 2005). In the highly competitive airline industry, a brand image
is critical for passengers. Due to the unique nature of air travel, passengers want to feel safe and secure,
and airline services are often associated with high levels of service quality. Airlines use aesthetic labour
as a key strategic tool in this context. Airline companies cultivate an aesthetic culture, believing that the
positive contribution of aesthetic labour to brand image and reputation enhances their competitive edge
(Hanlon, 2017). Employees’ appearance, behaviour, and service delivery are integral to conveying an airline’s
brand identity. The aesthetic standards set by airlines ensure that passengers perceive an airline as not
only safe and reliable but also elegant and professional (Smith et al., 2023). This strategic use of aesthetic
labour allows airlines to differentiate themselves from competitors while maintaining a prestigious brand
reputation.

Researchers have explored the individual outcomes of aesthetic labour through gender and feminist
lenses. These studies highlight how women, particularly in the airline industry, must exert more effort
than men to meet aesthetic expectations (Maers, 2014; Smith et al., 2023). Feminist theory emphasises the
disproportionate aesthetic demands placed on women, demonstrating that compliance with these expec-
tations requires significantly more effort for female employees than their male counterparts (Ayuttacorn,
2016). Specifically, female employees may encounter diminished self-esteem as a result of their continued
expectation to conform to societal and organisational beauty norms, which could lead to stress and
anxiety. Another possible issue is the exploitation of the female body through objectification in advertising
campaigns (Fixsen et al., 2023). Such circumstances could encourage female employees to resort to cosmetic
procedures or excessive use of beauty products, thus compromising their mental and physical well-being.
Moreover, as previous studies have shown, since aesthetic elements are more emphasised for women, they
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may have difficulty attaining higher positions, and focusing on excessive aesthetic labour could become a
career barrier for them.

As previously mentioned, for cabin crew, aesthetic labour extends beyond hair, makeup, and attire; it
also encompasses elements such as a warm smile, a friendly atmosphere, and a sense of safety during a
flight. These factors can enhance customer satisfaction and customer loyalty (Okabe, 2017), which, in turn,
can positively impact sales. Additionally, aesthetic labour can foster a sense of unity among employees,
strengthen group cohesion, and contribute positively to teamwork. However, despite these positive effects,
undesirable outcomes related to aesthetic labour may also arise. Undefined organisational rules could lead
to overstepping aesthetic labour boundaries. For instance, employees may take aesthetic labour a step
further, turning appearance into a competitive mechanism among colleagues (Yesilyurt Temel, 2023). In the
long term, this could have a negative impact on individual well-being and teamwork.

One of the dark sides of aesthetic labour is related to ethnic background. Walters (2017) conducted
research in the clothing retail sector and revealed that managers often favour and reward white employees
while intentionally including diverse individuals to enhance the brand’s perceived image. This demonstrates
that aesthetic labour encompasses not only physical appearance but also elements of discrimination and
injustice related to ethnic origin. Moreover, in diversity studies, intentionally constructing a multicultural
image may present challenges. “Tokenism” emerges when diversity promotion focuses exclusively on
appearance. Tokenism refers to the strategy of superficially or symbolically including various individuals
or groups without implementing significant or substantial adjustments to address fundamental problems
of inequality or prejudice (Wright & Taylor, 1998). Young and James’ (2001) study of flight attendants
observed that token status negatively affects job satisfaction and organisational attachment. Consequently,
customers who believe that a company’'s focus on diversity is deceptive could negatively impact the
company'’s reputation. This could lead to negative publicity and negatively impact customer satisfaction.

Some studies have suggested that there are problematic aspects of aesthetic labour for individuals.
Hochschild (1983:17) argued that to perform their jobs effectively, individuals must psychologically disengage
from their emotions and emotional labour. Thus, detachment from emotions during work can result in feel-
ings of alienation and emotional exhaustion. As noted by Mears (2014), aesthetic labour should be viewed
not as a form of capital but as a type of labour. In other words, it reflects the mental and physical effort
expended by employees. Therefore, given that aesthetic standards demand significant time and energy
from workers, the constant pressure to conform to them can lead to increased stress and burnout among
employees. Yesilyurt’s (2022) revealed that the most frequently linked employee outcome to aesthetic
labour in tourism literature is emotional exhaustion. When aesthetic labour becomes a formal part of work,
continuous peer comparison takes place, which could have potential negative consequences. These factors
also include body dissatisfaction, constant efforts to maintain a certain weight, low self-esteem, stress, and
anxiety.

Focusing intensely on employees’ appearance in recruitment and promotion processes could lead to
overlooking how well employees perform their job duties, potentially undermining organisational justice.
Moreover, an intense and disproportionate emphasis on aesthetic elements could reinforce organisational
gender stereotypes. Over time, this may result in legal and ethical issues, potentially bringing the organi-
sation into conflict with its employees on legal grounds. Additionally, previous research has shown that
aesthetic labour could negatively impact employee intentions to leave their jobs. In their study with flight
attendants, Cho et al. (2014) found that role stressors significantly impact turnover intentions through emo-
tional exhaustion. In addition, previous research in the service sector has revealed that aesthetic labour has
negative effects on frontline employees and decreases their level of work engagement (Tsaur & Hsieh, 2020).
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Research on emotional labour provides useful insights into the difficulties employees face because both
entail the execution of responsibilities that necessitate the regulation of one’s appearance and emotions
to fulfil expectations provided by the organisation. For instance, Hu et al. (2017) showed that emotional
labour is a mediator in the relationship between misbehaving air passengers and emotional exhaustion
among cabin crew members. In this context, it is possible to see the examination of aesthetic elements as
a subdimension of emotional labour in relation to employee attitudes.

Discussion

This study reviews the concept of aesthetic labour within the airline industry from a gender perspective
and explains its various determinants and potential outcomes. This section presents recommendations
for future research and organisations. Nevertheless, since several studies tend to emphasise aspects that
are unfavourable to female employees, it is also advisable to conduct exploratory studies from the male
viewpoint on aesthetic labour as well. Studies on aesthetic labour in the aviation sector have traditionally
focused on female employees, although men might also face issues linked to appearance and peer surveil-
lance. For instance, while society typically expects women to maintain a feminine appearance, men may
experience pressure to conform to a masculine ideal, potentially leading to stress. In Yesilyurt Temel's
(2023) study, male employees emphasised that key elements of aesthetic labour, such as clean, ironed, and
properly fitted clothes, were crucial factors in increasing sales. Exploring how aesthetic labour is defined
for men in organisations and understanding their emotional experiences at work can provide a more
comprehensive assessment of gender roles in the aviation industry.

A more detailed examination of these cultural differences is recommended. Peer surveillance can be
examined in terms of organisational culture. The way in which colleagues give feedback on appearance
could either motivate employees or cause stress. Furthermore, depending on how it is implemented, peer
surveillance can increase competitiveness or exclude individuals. Investigating the mechanisms of peer
surveillance and organisational culture with regard to aesthetic labour in airlines could reveal significant
insights as a distinct research topic. Furthermore, examining the role of aesthetic labour in the airline
industry from different theoretical perspectives could provide a more thorough understanding. Although
SCT and feminist theory are frequently employed in aesthetic labour research, examining aesthetic labour
from different theoretical perspectives can offer new insights. For instance, the outcomes of aesthetic labour
could be examined from the perspective of Job Demands-Resources Theory (JD-R) (Bakker & Demerouti,
2017). Previous research has investigated emotional labour in the context of cabin crew from the JD-R
viewpoint (Heuven & Bakker, 2006; Schiffinger et al., 2020). In job descriptions for cabin crew, responsibil-
ities typically include safety checks, emergency response, enforcing regulations, passenger assistance, and
communication. In addition, a friendly and comfortable atmosphere is expected for aircraft. Yelgin and
Ergiin (2021) examined the job demands of Turkish airline cabin crew members. Their research revealed that
physical and emotional requirements are sub-dimensions of job demands within the category of individual
factors. Additionally, future studies could benefit from Social Identity Theory (Tajfel, 1981) to explore how
airline employees define their professional identities within the context of aesthetic labour since apparel,
body language, and behavioural patterns are important components of identity.

It is recommended that organisations initially examine policies regarding aesthetic labour. The determi-
nation of whether these standards establish equitable expectations for both women and men is crucial.
Moreover, it would be advantageous to conduct a critical analysis of whether these standards contribute to
any possibility of discrimination. In addition, it is recommended to prioritise the enhancement of awareness
regarding aesthetic labour in training programmes and to offer new perspectives for both employees and
managers to successfully address and eliminate gender biases. By employing team-based training, role-
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playing, and simulation techniques, it is possible to convert peer comparisons from a control mechanism
into a support mechanism, thereby reducing the negative effects of aesthetic labour. Furthermore, it is
recommended to analyse performance metrics and thoroughly investigate the impact of aesthetic factors
on performance assessments for all employees. Research suggests that because of the increased level of
gendered aesthetic demands for women (Ren, 2017), it is important to increase awareness and prevent these
opinions from negatively affecting women'’s career progression.

Various methodological paradigms can potentially be used to investigate aesthetic labour, particularly in
the airline industry. Because national and organisational culture are among the determinants of aesthetic
labour (Lewis & Aune, 2023; Otis, 2011), studies conducted in different geographic regions are important for
comparative analysis of these findings. Moreover, research on how globalisation, changing gender percep-
tions and social media shape aesthetic perceptions could yield interesting insights. Qualitative research
can explore personal narratives and shed light on the transformative impact of globalisation on aesthetic
labour. Survey-based quantitative research methodologies can also facilitate statistical analysis to explore
gender inequalities. Furthermore, the case study approach can be used to analyse the specific outcomes of
aesthetic treatments resulting from individual or organisational factors. This approach can reveal previously
overlooked aspects of discrimination, pressure, and extreme conditions in the airline industry. In addition, it
is recommended that organisational documents and information from social media advertising be included
as supplemental resources in future research.

This study was primarily based on data from several databases. Future research could benefit from a
more systematic review. Another limitation could be the potential neglect of aesthetic elements given their
frequent inclusion in emotional labour studies. Thus, the keywords used during the initial search may have
been insufficient. Despite these limitations, this research provides a general overview of aesthetic labour in
the airline industry from a gender perspective, offering valuable insights for airline employees, managers,
and researchers in fields such as human resources and industrial psychology.
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From the past to the present, the subject of Human Factors in Aviation is a common stake in the entire
aviation sector, which everyone has more or less emphasised, talked about, heard, and received training on,
and I think it will continue to be so. Even though technological developments are improving, although it is
possible to travel with extremely modern aircraft, and even if pilotless flights are carried out in the future
or at the end of the century, the human factor will never be ignored as a service will be delivered at the end
of the day. On the contrary, its importance will increase more and more. Maybe the vehicles, environments,
and surroundings will change, but aircraft—human/humans—will take place in some way in the process of
aviation operation in the social-technical environment for the realisation of the service.

Since working professionally in the civil aviation sector for a long time, the importance of human factors
has been demonstrated with various cases in national and international trainings and courses in the field of
human factors. We have been learning about dozens of large and small incidents and accidents caused by
human factors that occur in unique environments in every field of operation, sometimes by seeing, some-
times by hearing, sometimes by obtaining information through the press and media, and sometimes by
actually experiencing them.

In order to prevent the repetition of these errors, organisations make efforts to learn from these inci-
dents by sharing all these experiences, to increase their knowledge and experience on this subject through
training and communication activities, to raise employee awareness, and to ensure continuous learning of
the entire organisation. All these events have clearly shown us that although the dimensions and charac-
teristics of each incident and accident may differ, in fact, most incidents are based on human factors. In
the end, it has been seen with the results that human factors-related errors cause many physical and/or
intangible consequences for employees, organisations and the aviation industry at significant levels.

As long as humans are involved, problems arising from human factors, including automation systems and
artificial intelligence applications, can be reduced or eliminated, reduced to very low levels, but cannot be
completely eliminated.

This is because, behind automation and artificial intelligence, humans are still involved in designing,
monitoring, controlling, and executing this system.

Based on all these; the need to address such an important issue in a more detailed manner and the lack of
a Turkish resource in this field with a comprehensive content that covers all areas of aviation operations in
Turkey have been the basis for the preparation of this study. Ultimately; “Human Factors in Aviation” book
is the basic subject of all employees in the field of aviation. Whether it is a senior manager, engineer, civil
officer, or cleaner working in a company, it is a subject that everyone should know, understand, and be
aware of more or less according to their field.
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“Everyone in the organisation should be aware that they are part of the human factors field, even if it is
thought that ‘I work in the Commerce department, | work in Purchasing, | work in Customer Relations, | do
not work in operations, it is not my field.”

In fact, not only company staff but also all suppliers who provide input to the company’s operations
should be included in this system.

The book should be a basic course subject in civil aviation vocational schools, colleges should be in-
cluded in the basic education of the entire aviation sector; and it is planned that the book will serve an
important gap both in the sectoral and academic fields.

In the book, to better understand the topics of the chapters, case studies are given at the end of each chap-
ter to reinforce the topics. In the second edition, it has been tried to include subjects that were not covered
in the first edition or that were not covered in sufficient depth in the first edition.

The second edition of Human Factors consists of twenty-six chapters. The first thirteen chapters address
basic themes related to human factors. After Chapter 13, more specific topics of the operation were ad-
dressed. In order to better explain the topics to the reader, case studies within the scope of each chapter
are presented at the end of each chapter when possible.

Many of the authors of the chapters in this book are also industry professionals who have served in
different areas of operations in the sector for years, and the knowledge and experiences of those who know
the subject and have personally experienced the events are shared with the readers. This is a particularly
preferred and desired situation. Because it is believed that the transfer of human factors by people who
come from inside the operation, who know, see, and experience what is happening in real life, will provide
readers with a direct and insider’s perspective and a more precise transfer of issues based on a particular
experience.

In addition, since human factors are nurtured by many different disciplines and aviation has many dif-
ferent and diverse forms of operations, such as airline, maintenance, airworthiness, air traffic, ground op-
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eration, terminal operation, flight operations, ground services, catering, flight school, etc., it is aimed to
include common basic topics related to each field in terms of human factors in the book. Regardless of
whether it is a small-scale or a large-scale company, it is desired that the book will be a book that everyone
will see as a bedside book where they can find basic topics related to their field.

Despite the twenty-six chapters written, it can be said that there are still some basic topics that are still
incomplete. In particular, human factors in the aircraft design process, ergonomics, the role of simulators,
and the recently emerging topics of well-being, artificial intelligence, can be counted among the topics to
be added. In addition, it is planned to add chapter questions at the end of each chapter in the next edition.

With this publication; The symposiums, congresses, published articles, and the journal Human Factors
in Aviation and Space, which has been published in recent months in this field, ensure that the human fac-
tors problems in our country are constantly on the agenda, the developments in this field are transferred,
the developments in the world are followed, and ideas for the solution of these problems are produced. |
believe that it can make significant contributions to the development of projects, the development of coop-
eration with the sector and regulators, the elimination of training deficiencies, the provision of specialised
personnel in the field, the reduction of incidents / accidents caused by human factors, and the increase in
operational effectiveness and efficiency.

“Let’s not forget that whatever we do in aviation, the design of everything we do must be Human Centred”.

I would like to thank everyone who contributed to the preparation of the book, especially the authors of
the chapters, the editorial board of the Journal of Human Factors in Aviation and Space, and the editorial
board of the Journal of Human Factors in Aviation and Space within the scope of the promotion of this book,
with the hope that it will be read with pleasure and recommended to everyone who is interested in this
field, both in academia and in the aviation industry.

Author Details ~ Vahap Onen (Prof. Dr.)
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Gecmisten giiniimiize Havacilikta insan Faktorleri konusu herkesin iizerinde az ¢ok iizerinde durdugu, bir
seyler soyledigi, duydugu, egitim aldigi tlim havacilik sektoriiniin ortak bir paydasidir ve sanirim dyle de
olmaya devam edecektir. Her ne kadar teknolojik gelismeler ilerlese de son derece modern hava araclari ile
seyahat yapma imkani olsa da ilerleyen donemlerde ya da ylizyilin sonunda pilotsuz seyahat yapma calis-
malari gerceklestirilse de giiniin sonunda bir hizmetin gerceklestirilmesi saglanacagindan highir zaman in-
san faktorii goz ardi edilemeyecek bilakis 6nemi giderek daha da artacaktir. Belki seyahat yapilan araclar, or-
tamlar, cevreler degisecek ama hizmetin gerceklesmesine yonelik olarak sosyal-teknik cevre icinde havacilik
operasyonun siirecinde hava araglari insan/insanlar bir sekilde yer alacaklardir.

Uzun siire sivil havacilik sektoriinde profesyonel olarak ¢alisan biri olarak, insan faktorleri alaninda ali-
nan ulusal ve uluslararasi egitimlerde, kurslarda insan faktoruiniin ne kadar onemli oldugu cesitli vakalarla
ortaya konulmaya calisilmaktadir. Operasyonun her alaninda kendine 6zgi ortamlarda meydana gelen insan
faktorlerinden kaynaklanan onlarca, irili ufakli olaylari, kazalari kimi zaman gorerek, kimi zaman isiterek,
bazen basin ve medya yoluyla elde ederek ya da bazen de fiilen yasayarak 6grenmekteyiz. Organizasyonlar
ise, bu hatalarin tekrar etmemesi i¢in tiim bu yasanilan deneyimleri paylasarak, yasanan olaylardan ders al-
maya, konulara yonelik egitim ve iletisim faaliyetleriyle bu konudaki bilgi ve birikimlerini artirmaya, ¢alisan-
larin farkindaligini yiikseltmeye ve tiim organizasyonun siirekli 6grenmesine yonelik ¢aba gostermektedirler.
Tim bu olanlar bize; yasanan her olayin, kazanin boyutlari, karakteristikleri degisse de oziinde olaylarin
biyiik cogunlugunun insan faktorlerine dayali meydana geldigini agik bir sekilde gostermistir. Nihayetinde
ise; insan faktorlerine bagli hatalarin calisanlara, kuruluslara ve havacilik sektoriine onemli seviyelerde ne
denli maddi ve/veya manevi bircok sorunlara yol actigi sonuglariyla goriilmistiir.

isin icinde insan oldugu miiddetce, otomasyon sistemleri, yapay zeka uygulamalari dahil olmak iizere
insan faktérlerinden kaynaklanan sorunlar azaltilabilir, elimine edilebilir, cok diisiik seviyelere cekilebilir
ama tamamen ortadan kaldirilamaz. Zira, otomasyon ve yapay zeka islerinin arka tarafinda yine bu sistemi
tasarlayan ve/veya izleyen, kontrol eden, yiiriiten insan veya insanlar vardir.

Butiin bunlardan yola ¢iktigimizda; bu kadar onemli bir konunun daha ayrintili bir sekilde ele alinma ihtiy-
acinin ortaya ¢ikmasi ve tilkemizde havacilik operasyonun tiim alanlarini kapsayacak sekilde kapsamli bir
icerikte bu alanda Tiirkce bir kaynagin da olmamasi bu eserin hazirlanmasina dayanak teskil etmistir. Ni-
hayetinde; “Havacilikta insan Faktérleri” kitabi havacilik alaninda tiim calisanlarin temel konusudur. ister
ust diizey yonetici olsun ister bir miihendis ister bir memur isterse de sirkette gorev yapan bir temizlikgi
olsun herkesin alanina gore az ya da ¢ok bilmesi, anlamasi ve farkinda olmasi gereken bir konudur.

=
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“Ben ticaret departmaninda ¢alistyorum, ben satin almada gérevliyim ben miisteri iliskilerinde gorevliyim
operasyonda gorev yapmiyorum benim alanim degil gibi diisiiniilse dahi organizasyonda yer alan herkesin
insan faktorleri alaninin bir parcasi olduklarinin farkinda olmasi gerekmektedir.”

Hatta, sadece sirket calisanlarinin degil ayni zamanda firmanin operasyonuna girdi saglayan tiim
tedarikgilerinin de bu sisteme dahil edilmesi gerekmektedir.

Kitabin, sivil havacilik meslek okullari, yiiksekokul ve {iniversitelerde temel ders konusu olmasi gerektigi,
tlim havacilik sektoriiniin temel egitimlerinde yer almasi gerekmekte olup eserin hem sektorel alanda hem
de akademik alanda onemli bir bosluga hizmet etmesi planlanmistir.

Kitapta boliim konularinin daha iyi anlasilmasina yonelik olarak her bolim sonunda ornek olaylar ak-
tarilarak konular pekistirilmeye calisiimistir. Kitabin birinci baskisina yetismeyen ya da ilk baskida yeterince
derinlikte anlatilmayan konulara ikinci baskida yer verilmesine calisilmistir.

insan faktorleri ikinci baskisi yirmi alti béliimden olusmaktadir. ilk on ii¢ béliimde temel insan faktorleri
temalari ele alinmaktadir. On tiglincii boliimden sonra biraz daha operasyonun daha spesifik konularina yer
verilmeye calisilmistir. Konularin okuyucuya daha iyi aktarilmasi i¢in miimkiin olan her boliim sonunda o
boliim kapsaminda yasanmis ornek olaylara yer verilmistir.

Kitapta yer alan boliim yazarlarinin bircogu ayni zamanda sektorde operasyonun farkli alanlarinda yil-
larca hizmet yapmis sektor profesyonelleri olup, konuyu bilen, olaylari bizzat yasayanlarin bilgi ve deneyim-
leri aktarilarak konularin daha dogru bicimde aktarilmasina calisilmistir. Bu 6zellikle tercih edilen ve istenen
bir durumdur. Zira, operasyonun icinden gelen, gercek hayatta ne olup bittigini bilen, goren, deneyimleyen
insanlar tarafindan insan faktorlerinin aktarilmasi okuyuculara dogrudan ve icerden bir bakisla konularin
belli bir tecriibeye bagli olarak aktarilmasini saglayacag diisiinilmektedir.

Bunlara ilaveten, bilindigi lzere, insan faktorleri bircok farkli disiplinden beslendigi ve havaciligin da
havayolu, bakim, ucusa elverislilik, hava trafik, yer isletme, terminal isletme, ucus harekat, yer hizmetleri,
ikram, ucus okulu gibi ¢ok cesitli ve farkli operasyon bigimleri oldugu icin kitapta insan faktorleri acisindan
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her alanla ilgili ortak temel konulara yer verilmesi istenilmistir. ister kiiciik dlcekli isterse de biiyiik 6lcekli
bir firma olmasi fark etmeksizin kitapta herkesin kendi alaniyla ilgili temel konulari bulabilecegi bas ucu
kaynagi olarak gorecegi bir kitap olmasi arzu edilmektedir.

Yazilan yirmi alti boliime ragmen halen eksik kalan temel bazi konular oldugu da sdylenebilir. Ozellikle,
hava araci tasarim siirecinde insan faktorleri, ergonomi, simiilatorlerin rolli ve son donemde ortaya ¢ikan;
kendini iyi hissetme/iyi olus hali, yapay zeka konularini eklenecek basliklar altinda sayabiliriz. Buna ilaveten
her boliimiin sonuna boliim sorularinin eklenmesi de daha sonraki baskilarda giindeme getirilmesi plan-
lanmaktadir.

Bu kitapla beraber; insan faktérlerine yonelik, her sene yapilan sempozyumlar, kongreler, yayinlanan
makaleler ve bu alanda gectigimiz aylarda yayina giren havacilik ve uzayda insan faktérleri dergisi lilkemizde
insan faktorleri sorunsallarinin sirekli glindemde kalmasini, bu konuda ortaya ¢ikan gelismelerin aktaril-
masini, diinyadaki gelismelerin takip edilmesini ve bu sorunsallarin ¢6ziimiine yonelik fikirlerin tretilme-
sine, projelerin gelistirilmesine, sektorle ve kural diizenleyicilerle isbirliklerinin gelistirilmesini, egitim ek-
sikliklerinin giderilmesine, alandaki uzman personel ihtiyacinin saglanmasina, insan faktorlerinden kay-
naklanan olay / kazalarin azalmasi ve operasyonel etkinligin, verimliliginin artisina 6nemli katkilara saglaya-
bilecegine inanmaktayim.

“Unutmayalim Ri havacilikta her ne yaparsak yapalim yaptigimiz her seyin tasarimin insan Merkezli olmasi
gerekmektedir”.

Gerek akademik camiada gerekse havacilik sektoriinde ve ayrica bu alana ilgili duyan herkesin zevkle
okuyacagi ve tavsiye edecegi umuduyla kitabin olusmasinda yer alan basta boliim yazarlarimiza bu kitabin
tanitimi kapsaminda Havacilik ve Uzayda insan Faktorleri Dergisi yayin kurulu olmak iizere emegi gecen
herkese tesekkiir ederim.

Yazar Bilgileri  Vahap Onen (Prof. Dr.)
" istanbul Topkap! Universitesi, iktisadi ve idari Bilimler Fakiiltesi Havacilik Yonetimi, istanbul, Tlrkiye
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