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= | l ABSTRACT

This thesis is an inquiry into the changes in the occupational status of
Airline Flight Attendants. It deals with two themes: the historical causes of
the changes in their status %d occupational identity and its effects upon their”™

self-concepts. . ,
1 first.,éi—ac}e through the changes in a Canadian Airlifle from its
- beginning to the present jet age. I then note the changes in technological

developments of aircraft and their consequences upon the social organization

of work, the status of the occupation and of its members.

\

. . In 1930, the primitive conditions of flying, the small size of operation

and te qualifi_cations reguired of flight attendants, meant that the occupation

.

had a relatively high social status among occupations dominated by women.

The coming of the jet airplane made flying fast, popular and uneventful. These

+

changes affected the size of operation, Ajob‘requiremen‘ts and status imageries. '\\

~
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The inquiry into the flight attendant's.role relationships reveals

inconsistencies among pérceptions of status and links these to the changed
) ' \[ ’ - i -
nature of the work role. Within the work situation, the segmentation and
P , oo ; "
routinization of tasks and the impersonality of contacts with passengers, all

N detract from the status of the occupation. Howev‘efr status is recovered b)} an
. by . .

in-group evaluation system which allocates the extrinsi¢ rewards accor@ to

i3

jniority. " These appear to be cgnsistent with the image‘s held by the general
public regarding flight attendants' lifestyles. In faceto-face relationships with
, .

passengers, at'tempts to recover status image are done by 'role-distanoet
y Ny

behavior.
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CHAPTER 1

X -

STATEMENT OF THE PROBLEM i

L. Introd&ction o ’ -
Status, in its evaluative meaning has 1é\llways been-an important
o . -«
dimension. in almost every society and culture. A claim for status is in a

: A

way a quest for acceptance and recognition. To honor such :;3 claim means ¢

L}
legitimization of one's image and social relevance.

hie?

In most societies, occupations or the work roles, have been associated

with particular lifestyles, and “}ith@ocial status. However, in modern

industrial sodlety the apphcatlon of rationality in work orgamzatxons the

K «

%pmplextty of structural differences within the larger somety, the multiplicity ey
of groups claiming supgrior status recognition, all contribute to a lack of

consensas in the assignment and claim of status. )

L

The growing contemporary preoccupation anfi concern with status reflects
this situation. Terms such as 'status seekers', ’statq‘s striving', 'status
anxiety', have been frequently used in the popular press as different
commentators try to account for dissatisfaction and strife amoné segments of

p . :

society. 1 The current concern about occupational status, both in the popular .

\ . a

press and as a soclological variable, demands that it be given more systematic

4

. and critical attention, particularly in view of the importance of status for the

individual's wellabeing.

'IFor an account of XX century concern for status see VancﬁrQ Packard
The Status Seekers, (New York Focket Books 1961) g :




to

This thesis is an effort in this dﬁirection. Specifically, it ;\;ill e#plofe
the re:lati‘onship between the application of rationality in work organizations and
conflict experienced in the definition of an occupational group's social identity.
Airline flight attendants of a Canadian airline provide the focus for this
case-study.

Prior to dealing with the central Iiséue, namely the occupational status
'}md identity of airline flight attendants, thg problem as related to group

[}

“attributes is first stated. The approach is to analyze the structural and

symbolic values and.the systerg of social and structural relationships in which
o ,

i

. the group is involved and dep.endent for status.

This study will first ;;rovide an account of the beginning of civil aviation
and the jet era in order to have a hist{)r:ical frame of reference within which to
view and analyze the effects and the‘ impact of change. Then attention will be
directed toward the importance of status values for the flight attendants and
how these are honored or rejected by the many other groups with which flight

attendants are in contact. Conflict regarding definitions of status and self-’

image, as perceived and interpreted by flight attendants, are then analyzed.

et 25 s 8 oun's &

2 RSt g 7 il
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. 2. WHO IS A FLIGHT ATTENDANT ? AN INTRODUCTION TO THE
EMPIRICAL PROBLEM. ° -

'Millistering Angels of the Airline' 'Superwomen'

'Great Playmates! 'Sw'u;gers in the sky!

'Glorified waitresses' 'Unsung Heroines' '

— y

'l want to be thought of as a professional not assg swing‘E'r/m the sky!'2

These ‘article headlines and adverE;smg ads appearing in Canadian
newspapers during the [;eriod 1938-197 6,‘ predent conflictiné imagés of fliéhtt
attendants as they are viewed across time and by different groups.. These images
give us a first insight into the problematic status and social identity of a'irling.‘
fiight}atte;ldants. Nursé, maid, mother, glamorous girl, eiltertainer,
professional .... who is a flight attendant ? What values, qualities, functions

!

and attributes does she assert and exemplify and how are they ultimately

[N

validated by the different’grayps upon which she is dependent ?

t

s
@

Airline flight attendants have been in a paradoxical situation in North
. America over the past decade. Regarded as sort of superwomen in the late
'30s and '40s, the introduction of large jets, of mass travellfng, and big

operations have created complexities and ambiguities in the role which affect

N \

the flight attendant's occupational status and image. With bigger, faster and
safer airplanes, the world has become smaller, better known and a new

commodity to sell to a growing variety of people. The twin prop-engined,

4

' }
2w.A. Perth, "Super-women required for hostess jol‘)s,"goronto Star,
1940; Dick Rummel, "Glamor Aloft," The Vancouver Sun, 4 May 1940; /

"Hotesse de l'air: un mythe qui bat des ailes," Marie Claire, September 197
pp. 5-13; Ed Gray, "The Barbie Dolls Revolt,' Airfare, April 1975.

\

“x
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twenty pas senger plane, going at 200 m. p. h., is today replaced with four

jet-‘épgined planes carrying apprpximavtely 450 passengers at a speed of

. ’ . |

- 550 m.p. h. This process of growth brought rationalization, competition and &
then government regulat\lons These, in turn, have changed the occupation. ?

l Today, 'the number of fll%ht attendants has increased, work hdé)ecome NN .

segmentalized, tasks sim};lified and requirements for entering the occupation
\

lowered. Moreover, l\ight‘attendants have become elements in organizational

promotional campaigns which have used their image to promote routes and
. ' - .

Pt
v

servit::es in order to attractbdstomgrs. The flight atteqdant's image -has become
one of young, glamorous wox;len, I’going places' and pan}opé;'ing male customers.
. ki

All this, at the véry time erhen til\e process of rationalizat‘{on and standardization
has shrunk the area of job responsibilities a;ld changed the intrinsic rewards ‘ 1

] ' - 3
from the job on board. Passéggers\mea\nwhile, have become an unknown mass. ; .
Yet, flight attendants still symbolize ;\n t}<1e eyes of most peopleﬁ, a larger worldﬁ
that goes beyond‘the fole they fulfill inside the airplane. Their lifestyle is
independent, uncommon and unroutine. \’;‘hei; activities and associations seem
to be valued and des 'Lréd by people in gen(;\iial. Consequently these two sides of
reality make the flight attendant's 'ass_ignmél\‘lt and ;:laim of status complex"and
problgfnatic. They indicate a status and an iXJentity which is insecure and
difficult. They also indicafe ar;tag,onistic evah‘}*@tions and expectations whieh
require different if not contradictory modes of bghaviour.

A\
This study is focused upon two central issd\es: 1) the effects of

discrepant definitions concerning the status of occuhational groups in a
\\ .
. complex social system such as modern industrial soc\!iety;
i =

1
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¢ . °

2) how_people respond whek4heir identity and status is ‘insegure and under

i
.

constant threat.

As a flight attendant for more than ten years and in constant interaction

. . \
with passengers, stewardesses and people in general, I became aware of

—

L}

discrepant definitions of 'self', of a definite mismatch of definition and

~ .. .+valuation concerning my \'vow{{ role as if was view‘ed by dif‘fere;lt social groups:
e.A g. friends, fa;nily, customers and péoplé in general. Thus, it is here, from
this feeling 'bf inconsistency concerning status or image among different

role-definers; and a deep interest in understanding how people respond when their

status is threatened and their identity is confused and insecure, that this

[y

project begins. : '




‘3. PLAN OF THE STUDY .
Chapter 2, introduces the conceptual framework. Tv;rd key variables, '

status and role are analyzed and apblied fo the notion of work. Some imporitan'l:
- , Y
issues concerning the dynamics of evaluation - conceptualized both objectively

and subjectively - the ambigu{ty of occupational status scales, the changed role

[ Twrewr L LR

-of work and its implications for the individuals involved, are analyzed. The
¥ b i

‘ s ,
theoretical implications of this discusston are presented as'a guide for the

empirical research.

7

Chapter 3, introduces the research procedure, methcgas of data 7

)

collection, definition and operationalization of the major concepts.
- * ¥

Chapters 4 and 5, present the nature and the status of the occupation in

" two time periods: the beginning of civil aviation and the jet era. Three

€

interrelated contexts are considered; the technological, Social and the work
organization. Their effects upon the people involved are then analyzed.

Chapter 6, introduces the objective index of status and the total status

rank. Implications for the empirical research follow.
- Y

Chapter 7, introduces the subjective definition of status as seen by the

flight a?tendants and how it is validated in their social milieu.
Chapter 8 describes the place of the flight attendant in the work
organization, and Chapter 9 introduces the influence of the client as bestower

and observer of status.

Chapter 10, concludes the study with observations and statements »

concerning future research
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In a\lmost every society, status as an evaluative variable, is an

_

important aspect of an individual's life and identity. In modern industrial
society, the work role has become an index of status. Its impact goes beyond
the world of work and it has consequences in all cor\ltexts important to the
individuals. It is by a work role that individuals identify and appraise themselves
and are identified and ‘appraised' by others.

However evaluation in modern industrial society is highly con;rovez:sial.

The highly differentiated occupational structure and the proliferation of more"

-

or less integrated systems in which people participate, ‘have produced a

bewildering multiplicity of normative and evaluative standards upon which

i
t
behaviour is based. Status is multidimensional and problematic. These

conditions make it difficult for an individual to affirm a positive status and to
maintain it in more than one context.
The impact of these conditions upon individuals is controversial as well.
’So‘n;e social scientists open the possiﬂbiltty of conflict, others de—emphas;ze it.
\ ,
To updersténd tixe problem of status we have to raise certain que’stions concérning

its importance and dynamics and its relationship to'the nature of work for the

individuals involved. .

[
N

The aim of this chapter is: a) to develop a conceptual frame upon which
. -

status, as an evaluative variable, and réle, as a beha,vibral variable, are viewed

°
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and analyzed; by to point ot some of the crucial characteristics of industrial

. society which make status by a work xjole, problematic to ascertain;

+

c) to see the implications of these factors upon the individuals concerned.
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. either asa classificatory or an evaluative term. The'ggw\ﬂj distinguishes a
. . . 3

*''a person ... entersa social pos;gon with an identity already esgtablished. His

2. STATUS CR I ' T

Wi ! " )
In most of the sociological literature, the concept of status is viewed \

a \,

definite position, while the latter implies social evaluation. i..inton, who can

PR R 2 o liiad

be taken as representing the classification approach, defines statuses as

5 &

'polar positions ... in patterns of reciprocalt behaviour'. 1 Status represents-

e

a 'collection of rights and duties.' Role refers to the enactment of these

&

rights and duties. "This approaéh links status with role. Likewise, Hughes
states 'a status is ..., a definite social position for whose incumbents there are
definite rights, limitations of rights and duties', and, like Llinton, he adds, )

'a role is the dynamic aspect of status. 12 p

- N

In a similar view, K. ‘Davis equates status with position and identity,

1

- ‘ . - ~
identity refers to his position or status,' and he defines status as 'a person's

... rights énd obligations with reference to others. 13 Role is defined as the

actual behaviour performed by a person in a given status., In additioh he adds
the notion of prestige and .e.steein, as evaluations. Prestige is defined as the

'invidious value ... attached solely to status.' He claims 'anybody who happens

14

to hold the position énj:oys the préstige that goes with it.'* Esteem is viewed as

©

1Ralph Linton, The Study of Man, (New York; Appleton‘Century, 1936) p. 113,

2Everett C. Hughes, Men
1958), p. 57.

: ~
and ThetWork, (The Free Press, Glencoe, Il.

3Kingsley ljavis, Humin Society, (New York, MacMillan Co., 1949) :
pp. 83-189. C -

A4

\
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"the-‘evaluation of... role.' It is the 'value attached to any given role. 15 g / -~

A
Lo
~
v '

\ . ‘ .
Briefly, prestige is viewed as the 'invidious' evaluation of a position compared to

‘others, and it is carried over to its incumbents. Esteem, as it is'related to .

role or the process of carrying out the stipulations of the position, is the

evaluation of 'how well' individuals carry out their obligations. ' .
M. Weber uses status by incor'porating' evaluation within the term and, =~ :
like many modern theorists, he conceptualizes status as 'a unique mode of ', 2‘,

. N 4 4

hierarchical ordering, ' that based upon social honor or prestige. Claim to honor

or prestige, for Weber, rests '... on oneg or more of the following bases:"
S,

~(a) mode of livihg, (b) a formal process of education which may Z:onsist in

o

~“empirical or rational training and the acquisition of the corre'sboqd' ‘ modes of !

life, or (c) on the prestige of birth or an occupatigq. 16 Claim to status-honor is 2

manifested by 'a specific style of life ... from all those 'W}'IO wish to pelong to the

circle' and it is determined by 'a specifit, positive or negative, social estimation

of honor.'" In turn, this evaluation of persons, in Weber's view, leads to

’

differential treatment of them. .
Consequently, status; in Weber's térms, involves the translation .qf

different sets of rank-assigning criteria into social honaor, within a conimugity.

4y . ’

" » - . | ° i
Thid. o L b ~ :
6Max Weber, The Theory of Social and Economic Organization, trans.

and edited by Talcott Parsons (paperback ed., New York: The Free Press of
Glencoe 1964), p. 428.

»

.
"Hans H. Gerth and C. Wright Mills, ed. From Max Weber: Esgays in
Sockology (New York; Oxford Umversxty Press, 1958), p. 189. ~

e o
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° Sociai honor or i)restige is based upon a value ;systgsm which différ-s from the
rationality of the market system. _Thé market sys'tejm is based upon monetary
i or property values, whereas.the statnsi system is based upon 'style of life.*
From this postulate, ;?Veber derived a general speecification of't;he apprépriate
conditions under which a status claim could best be validated: '... when the
bases of the acq’uisitior}'and diétrib_ution of goods are relatively stable, ...
st‘:atus is favored. '8 ,Conver sely, every period of «significanl technological,
economic and social change, affects the basis of status and thr‘ea}tens its
"1;egitix_nacy. This means that s‘tatus—honor 1s linKed to a consideration of the
basic values characteristics of the social.system. Such values influence the
nature and the .basis of ‘thé s‘tatus system, c .

Weber also suggested that occupational groups could also be status groups

insofar as tﬁey are capable of (a) éetermining a communal style of life, and

o
i [

(b) succ:assfully claiming social honor as a result of (a). Thus, 'status groups'
imply. that*a community exists, within which there is a concensus on the
criteria for evaluation and the evaluation itself.

Weber's conceptualization Qf status as an evaluativ;a variable based upon.

the prestige of an occupation, sets the stage for its use here'and becomes the

~

conceptual basis of analysis. "Occupations, in modern industrial society, .have

v Fe M &

“e;ialuative connotations. They not only relate the ixidividual to an economic

position inside the social system, they also define a work-situation which in turn .

[
.has congequences on the values people use to differentiate, identify and appraise

-

8Hans H. Gerth and C. Wright Mills, pp. 193-194. ”
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themselves vis-a-vis others. These values and their manifestations. in the
socio-structural contexts are important to the individuals‘ooncernéd ‘and

/ _ L
determine the patterns of social estimation among people. Consequently the

. use of status as an evaluated position, emphdsizing the value-ladén dimension

" implicit in all human actions, isan impogtant concept which enables us to study

the process of values and meaning.peopl‘e use to make their life relevant.
The next section will look at the concept of role as it is related to the

concept of status.
S,
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‘ definitions and uses.

@,

Roles are alqways reciprocal. For this reason, the expectations of each

. values and behaviour ascribed by the society to any and all persons occupying

3. ROLE-

Like status, role has been differently defined and conceptualized.’

Literature on the concept abounds and indicates a striking diversity of -

Role will here be used in relation to status. The use and definition of

. {2‘)
status as an evaluated position based upon social esteem and honor, ditects us

to a definition of role which takes into consideration the process of méaning
and values underlying human behaviour and which can be u.sed empirically.
A (;ommgn definition of role refers to it as a set Qf expectations .
regarding behaviour. Expectations are a set of 'standards' applied:to ’ ‘ {
individuals occupying particular po".sitions in a social system. .When a role- v /

> /

incumbent puts' these expectations into effect, he is said to be performing a role. .
. ¢
individual in the role relationship are important in any analysis of role.
While there is a certain agreement on this definition of.role, disagreements
concern tﬁ‘g‘focus of expectation. Linton, and most structural theorists, in

o

associating role with status, divests status of any social hierarchical connotation.

Role is '... the sum total of the culture patterns associated with a particular

status, 1% These culture patterns underlying behaviour consist of ... attitudes,
this status, '10

SRalph Linton, p. 114. ' ’ o .

101pid. ' .
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Likewise, T. Parsbn, 11 F, Zna;liecki, 12 A, Rose, 13 conce;;tualize
role as the normative behaviour patterns a@qciated with a position within thé
social structure.

This a;;proach refers to role either as a set of norms or prescriptions
-rights and obligations- defining what the behaviour of a position member should
be, or, the 'actions' individuals engage 'to vaiidate' their position. The
obligations refer to actioné expected of the occupant of the position; the rights ~
refer to acti‘ons which he may expect from others occupying a reciprocal role.

‘ An alternate approach to role is found in the socio-psychological
writing of Cooley, 14 Mead, 15 Pa;k and Burgéss16 and others. These theorists

-concentrate mostly on the role of 'self' and 'others' as important factors in l

guiding behaviour. Cottrell’ s17 definition of role best éxpresses this approach:

HTalcott Parsons, "Age and Sex in the Social Structure of the United
States," American Sociological Review VII (October 1942), pp. 604-616.

12Florian Znaniecki, The Social Role of the Man of Knowledge, (New York, -

Colombia University Press 1940), p. 19.

13Arnold Rose,"The Adequacy of Women's expectations for Adult Roles
Social Forces, xxx (1951), pp. 69-77

H4charles H. Cooley, Human Nature and the Social Order, (New York:
Scribner, 1902).

15George Herbert Mead, Mind, Self and Society, (Chicago: Umversny of
Chicago Press, 1934).

16Robert E. Park and E. W. Burgess, An Introduction to the Science of
Sociology, (Chicago: U91ver31ty of Chicago Press, 1921),

171,eonard 8. Cottrell, "The adjustmentiof the Individual to His Age and
Sex Roles, " American Sociological Review VII (October 1942) : 617.
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tgelf' and 'others'. In this context, perception of expectations and the way

'A role (is) ... an internally consistent sex\‘ies of conditioned responses by

one member of a social situation which represenis the stimulus pattern for l

a similarly internally consistent ser,ies of conditioned responses of the other(s)
in that situation. - Dealing with human behaviou; in terms of roles, therefore,
requires that any item of behaviour must always be placed in ‘some self-other
context. '

This approach views pehaviour as the result of a process based upon

roles are enacted are mediated by the 'self! and are derived from an

interaction situation. Here, coordinate with the concept of role, or 'what the

actor does' is the concept of self, or 'what the actor is.'’

rd

¢ . .
Role is here referred to as the member's orientation to the part they

play in the system. The 'self-other' context of behaviour and action as inter-

action, is given great emphasis. Role is the inner definition of what someone
in a given posiiion p’erceives that he should do.

While these two apprbaches appear to differ, they may also be seen as
complementary. The first approach defines the concept role in terms of
expectations based upon prescriptions or norms; the second, supplemexit‘s the¢ |
first, by adding the concept Uof 'self' or the evaluative component of expectati?ns.
They suggest a definition of role which takes intcz consideration not'on]y
prescriptions and norms as determinants of behayiour but also the individual's
subjective assessment of the interaction situation. Ultimately, expectations

and the subjective assessment by the individuals of these expectations are revealed

in behaviour. ) P ;




The concept of role is incomplete without the concept consensus.

Consensus aé used her'e‘, refers to the degree of commonality or identicalness
in role perception among a specific group of role definers. 18 Norx}m{.ive or
structural theories make the assumption that consensus is neces éary for social ’
' " ’
stability and that there is a degree of integration between exp(\e.ctations
-self /others- and actions. Parson has termed this p'rocess 'tﬁe‘com.plement— ‘
ax"ity of expectations,' 19 Znaniecki as 'social circles. 120

. However it is easily demonstrated that complete consensus on role
expectations for a specified position is seldom fouéd. Modern role theorists
have attacked the argument of consensus on the ground that thé ever widening

'social circles' characteristic of 2 modern world and, the tremendous

differentiation of functions characteriltic of modern industrial society, produce

a bewildering multiplicity of normative and evaluative standards upon which

-human behaviour is based. Levinson21 argues that the phenomena
characteristic of modern society: the diversity spurred by the tremendous rate ;

of technological change, geographical and occupational mobility and its opposite
R
18Neal Gross, Ward S. Mason, and Alexander W. McEachern, Exploration

in Role Analysis: Studies of the School Supex;mtendency Role, (New York:.
3 hn Wiley and Sons, Inc. . 1958) pp. 21-43.

19Taleott Parsons, The Social System, (New York: Free Press, 1951)

20F1orian Znaniecki, Social Relations and Social Roles, (San Francisco:
Chandler, 1965).

.

21paniel J. Levinson ""Role, Personality and Social Structure' X
Sociological Theory, ed., A. Lewis Coser and Bernard Rosenberg, (London:
MacMillan 1964) pp. 284-97.
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trend, the standardization of culture on a mass basis and the growth of large

. scale organizations, héighten the importa_ncé of status while reducing

-

integration in the values, thus in role expectations ampxig individuals. These

\
two phenomena institutionalize conflict.

Con'sequently, for modern role theorists role is seen as a'multi-
variable concept in which 'self-concept, ' 'other's demands' and the actual

performance are treated as variables. This formulation of the concept role

will be used here. Role is defined in three ways: (1) there is first the idea of

the actor's orientation or view of his role. This is the actor's self-concept, his -

. definition of the situation; (2) the second way of looking at ;ole is that it is a set
of expectations or demands made upon individuals by 'significant othe‘;'s' of the
'role: set;' (3) the third definition ovf role involves the action of a person; his
performance or what he act.ually does.

This definition of role offers the potential for visualizing the impaét of

self interpretation and evaluation upon prescriptive behaviour -rights and .

-« obligations- and the way self -assessment and expectations are revealed in

%

actual overt behaviour.

S
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. 4. THE DYNAMIC OF STATUS EVALUATION

I bold to the view that as a status refers to a 'unique mode of evlaluation'
based upon so"cial honor or prestige, so role refers to the expectations
associated with the prestige of a posifion, In any soclial system,!differené .
positions or position-holders are awarded different gradations of honor. This
gradation of honor or prestige indicates the standing, the significance and the
social idéntity of the role-incumbents and determines their status expectations. 22

The most visible manifestations and expressions of status are symbolic,
of which, the most important source rests on @e development of ;1 peculia? style
" of life which becomes the symbol or the charactéristicé trait ;)f the group. These

o
characteristics become qualities individuals attach'to themselves and usé to
define and differentiate themselves from other social groups. On the basis of
" these qualities they claim and expect different degrees of 'deference’;
depending upon particular social contexts, 'others' confer the deference. As

such, status is not only an attribute, it implies a social relationship where role

incumbents' status expectations are recognized and honored.
]
&

This process of status evaluation is dependent upon (a} a network of -

social relat\ionships, (b) recognition of the agreed upon criteria or values of

-

status, and (c) the opportunity for interaction by means of which claims to

)

22For a detailed analysis of the process of "status evaluation" see .
Edward A. Shils, ""Deference", Social Stratification, ed. J.A. Jackson,(Cambridge :
Univ. Press, 1972)pp. 104; s. N. Eisenstadt "Prestige Particigation and Sfrata
Formation", Social Stratification, ed. John A. Jackson, pp. 2-103 '
E.A. Shils, "Charisma, Order and Status,'" American Sociological Review, 30,
February, 1965) : 199-213. '

.
’ ~
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honor based upon these values can be observed and evaluatea. '
Evaluation can be consensual or conflictual. ’ Consensus rests upon:
(a) the unity and integration of the values of a society used in the allocation
of honor( ’These values become the genéral ‘-rules and expec;tations which
r.egulate behaviour among role incumbents; (b) agreement of individuals or
' -~
groups to accept and to adhere to these values; (c) cogni‘tion throughout society
concerning the status characteristics and saliency of each status position.
Conflict, results in a lack of agreement in status perceptions among role
definers. 1 It rests on disagreements over the factors mentione;i above which
,in turn; brings disruption within the status system and people's relationships.
Conseguently in any analysis of sgatus, the nature of society, the £
integration of values and how these ax:e adopted bmvarious social groups,
the social relationships and contexts in which individuals and groups interact #
and participate, become important elements to’ be ‘considered in the i)roc’éss‘of
evaluation. . . "

The following pages introduce the basis of status in modern industrial

-society, its structure, elements and social processes which are responsible |

for consensus or conflict in 'the process of evaluation by status.

g . ke v . A awe el
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5. THE WORK ROLE AS A CRITERION OF STATUS

In modern industr ial society, occupation or the work role has become

a major determinant of status and a referent point for individual identification.

R a
P
N

Studies and research in industrial sociology overwhelmingly report the

\

importance of the work role not only as an index of social differentiation but

also as a major determinant of lifestyles. 23

4

A work role by providing a work situation, absorbs individuals into a
’ \ ¢ ’
group. This group provides the individual with a sub-culture and conventions

which influence individual lifestyle and attitudes towards other individuals and
. »

.groups, both within or outside the work situation. The (;on{:ept'of lifestyle
includes the. goals, the activities and the symbols which arta relevant to the " g
group, the community and/or society in general, that is the soc;o-cultural
order into which the group is thought to participate. These characteristics, ,
.of which the nature, the quality and the social relevance may widely vary,
become the status-entitling properties, the 'invidious' elements which influence

status conceptions among people. ;

It is on the basis of the possession of these entitlements that individuals

grant status to themselves and claim it from others. It is on the basis of the

23%vidence supporting the work role as an index of social differentiation
and as a determinant of lifestyle has to be found mostly in community studies,
See W. Lloyd Warner, M. Meeker and K. Eells, Social Class in America,
(Chicago: Harper and Row, 1949); as well as

s P.K. Hatt, C.C. Worthet al., Occupatlons and Social Status, (New York:

Free Press, 1961); ¥
- Holger R. Stub (ed. ) Status Communities in modern society, alternative to
class Analysis. (The Dryden Press Inc., Hinsdale, Ill., 1972).

~
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pereeption of these entitlements by others that status is g'ranted or denied.

/7
Consequently, ag a social role played in relation te’other people, a work role
is a source of status insofar as its symbolic attributes become significant
elements of personal evaluation. However as status is dependent upon other
groups' validation, the many social contexts’of modern society characterized

by multiple evaluation systems, make gvaluatior'ls difficult and open up the

’ - possibility of conflict among role-definers.

How. are the criteria underlying status established ? By whom ?

How are they related to the various groups of society ? Are the criteria used by
[
each group the same, or is there ground for disagreement ? If disagreement

about status criteria occurs how do individuals cope with it ?
7

b ‘\“'w-'»«;.a}—u.,ﬂ-




" 6. THE DISTRIBUTION AND MEASUREMENT OF OCCUPATIONAL STATUS .-

k]

The criteria °uncier1ying bccupational status are related to the general
characteristics and values of the social system. By definition an mdustr§a1
system is chara}cter ized by a high degree of structu.ral 'differentiation, .
aggregatlon and rationalization. '24 Given these characteristics, those roles

{
el
which coordinate and which require unusual degree of expertise tend to be most

highly valued. \

Studies of occupational prestige report a well defined and clear ordering
, of occupations, if they are well known.z'5 Moreover, an empirical study based
upon cross-national comparison of occupational rating, carried out by Inkeles

and Ross126

indicates a large degree of congruency between functionally
importani roles in different societies, independently of cultural differences.
However the significance of these scales have been at times highly criticized.

These scales are based upon judg ments of two kinds: there is first an

objective index, where the researcher defines.the criteria which validate and

differentiate occupations into ranks. On the basis of this ranking, respondents,

are asked to give a subjective judgment regarding the prestige of the

24Theodore Caplow, The Sociology of Work, (aneapohs, Minn. ;
University of Mimnesota Press, 1954), pp. 30-31.

25For some of these studies see National Opinion Research Center,
"Jobs and Occupations: A popular evaluation,' Opinion News 9 ( eptember
11947): 3-13; \
Robert W. Hodge Paul M. Siegel and Peter H. ROSSI, "Occupatwnai Prestige
in the USA, 1925-1963," Amerlcan Journal of Socmlog'y 70 (November\1964):
28 6-~302.

26A1ex Inkeles and Peter H. Rossi, "National Comparisons of Occupational
Prestige," American Journal of Sociology LXI (January 1956): 329-339.
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occupation. These subjective vdlues 'impressionistically' assessed by the

researcher, are substantiated by respondents, then ranged into a u;iivalent

‘v

e \

distribution, the total status rank. . _ 4

o ¢

This distribution is based upon the assumptions that prestige, in its

objective and subjective dimensions, is estimable and that individuals are able

to make a 'total position judgment.'

2

While most researchers agree that these scales are a good and general

“index concerning the nature, ,place and attractiveness of ocbcupations, they have

1 . ”

important weaknesses. They\fgil to recggnize the very nature of prestige and
the many facets of industrial reality, or the issue of the extent of the general
consensus involved. If status prope’rties are substantial things, able to be
objectified according to certain objective criteria - every individual has a, -

!
lifestyle some of whose.components are enduring and observable - the subjective

factor, the 'opinion-like’ c]::aracter of status is not. Status as such, is the
outcome of evaluative juﬂgments regarding the distribution of relative 'invidious'
properties perceived im an occupation by indiv id'x\xals occupying different
positions inside tl;e(—social system.

"this issue raises some.important questions concerning éognitive and
evaluative consensus in status ;‘ssignment. We have described xﬁociern industr ia’1
society as being composed of multiple and differ’entiatedgo‘cc‘upational groups,
each bemg differently related and having different cognitive and evaluative

knowledge of each other. This social diversity suggests variations in cognition

and evaluative standards underlying value judgments. Consequently, while

these prestige scales do portray a relative prestige of occupations 1n the

[P
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hlerarchy, .they should be looked at with caution in regard to their

underlymg assumptions. Moreover, both assumptions, the cognitive- and

evaluative consensus amor groups concerning the factors conditioning status,

, § .
" have been seriously challenged empirically. There is evidence that the
relative social honor attributed to two professions, for example, by respondents
at different ends of the social hierarchy, may vary considerably. In Britain,

respondents who were themselves manual workers have accorded\muoh higher"

* social sta\tus to a surgeon than to a Emckbroker; whereas respondents, who were :

themselves professional men, have tended to give these two, equal status.

There is ;1}3,0 evidence that manual wonkers nank their gyn occupation higher
than clerical occupations. Clerical workers rank their occupation ﬁigher than
) manual occupations. 27
These findings suggest that in modern industrial society .(a)r there i8 no
¢ complete consensus coencerning the criteria used in the allocation’of status;
(b multipAle groups, differently.located in the, structural scale, use various and
Idifferen'&criteria,; (c) cognitive knowledge concerning l;he total characteristics

of the occupation is, 4t times, uneven and unclear among individuals and groups.

Consequently these findings dismiss the major assumptions underlying what has
been called 'evaluative consensus' concer:ning‘ the structure and process of
E status evaluation and have important consequences ‘upon the process of status -

’\& F

.. claim and status validation among role incumbents ‘ Y

The first issue concerns the ground and the extent of legitimation of
. ?

’

- ' 2Twilliam H. Form, "Toward an Occupational Social Psychology "l
Journal of Social Psycholog, (August 1946): 85-99.




to .extend favourable status recognition to the work situation or do they
. / R -

criteria and claim for status'? : \

/ ‘ \// . , \t

. : ’ ' L
status claims. If there is no consensus conoerning the criteria‘of status !

1
<

~among the various- groups into w}uc}; mdxwduals participate and depend for

status evaluation - as dlfferent groups have different knowledge and use

different yardsticks for evaluation - role incumbents may find contexts or

[ . » ’ °

groups which legitimate their status claims and groups where their claims are

hot validated. .

i

The second issue concerns the impact of these ditferential evaluations

"

4 L '
- upon role incumbents. K there are contexts and groups which will not

valxdate the mdlvldual' cla1ms for status individuals in these contexts will be
. - !

, B
. ! ur

confronted with mcong‘puent evaluatlons of themselves and their social 1dent1ty,

3 R )
o~
: ' la o —

which will generate different degrees of dissonance and conflict. One o.t’ the

v

contexts in which the rate and rapidity of change has mostly upset the * {
attributes generaclly thouéht‘as prestige-giving and the social relationships

i ’
which conférred honor or status to role incumbents is the work context. The

Ny

next pages introduce the work context and the problematic issue of status

evaluatioh in order to see effects and'responsés to conflict situations. If the

‘
k] 7 ? T

work context fails to meet the individpai' § expectatiens, do individuals seek

3

psychologically withdraw from such a situation which dogs not support their




7. ON THE MEANING AND FUNCTION OF WORK IN THE INDUSTRIAL

LABOR FORCE.

. [
0 -

The major forces of change in the industrial system are the rate and !
magnitude of technological change and the application of rationality to the work

context and its incumbents.

rd

The effects of these factors upon work and men have become the concqi'n

and the object of study of many social theorists and researchers.28 Ona
structural basis, tzese factors have created a diffuse and complex division of
g

labor, an increasing involvement of individuals in formal organizations, a

complex system of rules and regulations gnverning human behaviour, a sharp
decline and deflation of skills and requirements, a centralization of authority and

an increase and massification of services. They have also introduced

1

problematic changes concerning the value and meaning of work ~ by imposing

' limits upon the freedom of workers and filling work with depersonalization and

oppressive routines, for most people in the labor force.

o )

28How occupational roles are affected by the structural arrangements of the

" work environment has been a major area of inquiry by sociologists since the XIX
century. Karl Marx, questioned the effects “of structural changes and what happened
‘to man when the economy and the means of production changed; Max Weber in The

T heory of Social and Economic Organization, p., 251, questioned Marx's analy;i-s.and
concluded that the effects of the structure are more complicated than those presented
by Marx. One general effect of the structure which concerned Weber was the
tendency of Srganizations to become more burefucratic under industrialization
regardless of poljtical or economic system. E. Durkheim in The Position of Labor
in Society (New York: The Free Press of Glencoe, 1964), was also concerned with
the relationship of the modes of organization and the social structure with the
performance and well being of those in the work force.,, The problems these theorists
have raised have generated a good deal of research and controversy. Refer to
Malvin Seeman in "On The Meaning of Alienation", American Sociological Review 24,
December 1959; 783-791; Robert Blauner, Alienation and Freedom, (Chicago:
University of Chicago Press.1964); C. Wright Mills, White -Collar, (New York:
Oxford University Press, 1951) -
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_The literature on the meaning and function of work for the contemporary

" labor force indicates important \fari;tions as to the importance of the work

' cc}ef@r@e oqutatus‘ satisfaction. Specificélly, most studies indicate
a relationship between work satisfaction and'occupatioﬁal rank. Satisfaction
with one's occupation increases sharply and regularly with higher occubatioﬁal
statt;s. Whereas in occupatisns with lower occupational status there is a
tendency to call other contexts into pla}: when apprdising oneself. I;florse and
Weiss29 found that profee“;sio_nal an& managerial people were more likely to assign
importance to specific work roles for non-economic reasons than those in
'workiXfg class' jobs. Chinoy, 30 Hyman,.31 Reisman and Bloomberg32 confirmed
these findings. Pveople in low status occupations, i. e. automobile workers,
packing-house workers and members of the working'r class it} general whose jobs

" are not distinguishable in terms of a clearly defined prestige hierayc‘hy, do not

regard the work context as a source of satisfaction. Rather they emphasize'the A

G

29Nancy C. Morse and Robert S. Weiss, "The Func¢tion and Meaning of
Work and the Job" American Sociological Review XX (April 1955) : 191-198.

30g)4 Chinoy, Automobile Workers and the American Dream (New York:
Doubleday & Co. Inc., Garden City 1955).

~.\

31yerbert H. Hyman, "The Value Systems of Different Clagses: A Social

« Psychological Contribution to the Analysis of Stratification." Class Status and

Press of Glencoe, 1953) pp. 426-442.

' o ' ’

Power, ed. Reinhard Bendix and Seymour M. Lipset. (New York: ThéTge.e

32David Reisman and Warner Bloomberg, Jr., "Work and Leisure: ‘ -

Fusion or Polarity ?"' Research in Industrial Human Relations, ed. Conrad M.
Arensberg et al. (New York, Harper & Row, Publishers Incorporated,
1957) pp. 69-85. .

U U U
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importance lof extrinsic rewards and non-work contexts. Dubin33 found that
work or the work place is not a 'central life interest' for almost three-fourths
of a sample of industrial workers he studied. Orzack?4 using the same set

of questiéns as Dubin, found that for four out of five of the registered nurses

\

he studied, work\a‘lnd\ the wo;k place‘were 'central life interest.’' Wilensky?5j

in a study of 1, 156«\embloyed men in Detroit, found that more than three times

a; many people in a low socio-economic lev‘el were indifferent to work as an

attribute of prestige and self-imdge, thanthose from a higher socio-economic

level. : *
What are thus thg effects of these;structural and value-changes

concerning the manifestation and expression of prestige in work situations ?

If work has ceased to be a significant element for personal evaluation for a

significant part of the labor force, what are th% human consequences of this
devaluation process in the work situation ? What are the individual responses to
negative status assessment, 'undignified' demands and claims made by the
ixixterrelated'gerups in face~-to-face felati(;nships ?

“

The evidence from the above studies has led theorists and researchers

v

to different conclusions about how people reporting dissatisfaction with work,

33Robert Dubin, ,"'Industria‘l Workers' World: A Study of the 'Central
° Life Interests' of Industrial Workers, " Social Problems 3 (January 1956)
. 131-142. .
E J

347 0uis H. Orzack, "Work as a 'Certral Life Interest' of Professionals, "
Social Problems 7 (Fall 1959) : 125-132.

-

35Harold L. Wilensky, "Varieties of Work Experience," Man in a World

. at Work, ed. Henry Borow, (Boston, Houghton Mifflin Company, 1964) x|

pp. 125-154.
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as a consequence of the effects of change on work, respond to the work

situation and its network of social relationships.

1

Theorists have suggested that people dissatisfied with a work-role

passively adjust to the situation accepting an undesirable environment with

3

resignation. This kind of theorizing suggests the familiar 'alienation’ theme.
Although there are indeed some alienative conditions in mast work situations,

researchers suggest that the situation is far more complex. Blauner36

C
after a review of the major empirical researches, suggests that there seems

to be a polar ambivalence of work that any theory of alienation does not fully

'

explain, For even the most alienated work is never totally unpleasant nor
completely rejectéd by the worker. The need for work, social interacbtion,

some status and identity in society at large, keep even unskilled workers on

the job after they are free to retire. 37 Responses to work situations, even in

«

low status occupations, are different according to different situations. 38

Moreover, E. C. Hughes, W. A. Faunce and R. Dubin suggest that responses may

vary according to individual characteristics related to time and self-investment:

)

"into an occupation, the more culture and technique are associated with

it, and the more deeply impressed are its dtitudes upon the person.. 139

36Rrobert Blauner, "Alienation and Modern Industry, " Alienation and the
Social System, ed. Ada W. Finifter, (New York: John Wiley & Sons 1964).

37For a detailed discussion of this subject, see E. Friedmann and
R. Havighurst, The Meaning of Work and Retirement' (Chicago: Unlversity .
of Chicago Press, 1954).,
/ )
' 38Robert Blauner, Alienation and Freedém, (Chicago:’ University of
Chicago Press, 1964), pp. 58-88. /

39Everett C. Hughes, Men and Their Work, p. 36

'... in general ... the longer and more rigorous the period of initiation

a

I i b o s
©
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',.. changes in the function and meaning of work ... may be expeéted
at various career stages ... new entrants into the labor force vary
considerably in their level of self-investment... 140

. These .f‘mdings are further confirmed By the Hoppock's study of
New Hope, 41 where the curve of job satisfaction is heavily skewed toward
'sqtisfaction. These findings should ogcasion no surprise. The survival of
any set of social institutions implies 'somg degree of lsatisfaction. Although
occupational satisfaction increases sharply and regularly with‘highe:(
occupational status, workers' attitudes toward work are seldom the worker's
personal reaction to an environment, but they seem to be culturally defined
- nurses are &xpected to be better thought of tljlan office clerks, and office

clerks more than laborers - and to be heavily influenced by the occupational

worlds created by those who work together or within the circumstances of
\ .

}

_their work. What is important to note is that there is no simple correlation
: 3 / 3
between the objective conditions presented by an occupation and the rtative

0

satisfaction of its membg‘x;s.

40willlam A. Faunce and Robert Dubin, "Individual Investment in

Working-and Living." The Quality of Working Life, Vol 1, ed. Louis E. Davis .‘

and Albert B. Cherns (New York: The Free Press, 1975) pp. 299-316..

41Robert Hoppock, Job Satisfaction. - (New York: Harper and
. Brothers, 1935) -

&
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Blauner, 42 Hughes, 43 Goffman, 44 Faunce and Dubin, 45 geem to

.reject the alienation theme and put forward the theory of active adaptation.

This adaptation takes the form of the development of occupational images,

. behavioural techniques and attitudes. These images, techniques and attitudés,

A
by stressing certain relative valued aspects of work, its rewards on the job

and off the work situation, provide status, status maintenance and status

improvement inside the group and in the network of social relationships.

Research on low status occupations have confirmed this suggestion.

Psychiatric attendants are likely to minimize the less glamorous features of

their work and focus upon the most highly valued element in the hospital
subculture: care of the patient. 46 Black laborers, performing the least
prestigious jobs, tend to develop collective pretensions to give their work and

co;xsequently themselves value in the eyes of each other and of outsiders. 47
[ 3

s

&
42Robert Blauner, Alienation and Freedom, (Chicago: Uliiversity of
Chicago Press, 1964)

43Everett C. Hughes, Men and Their Work, p. 42.

44Erv'mg Goffman, The Presentation of Self in Everyday Life. (Nev'v York;
Anchor Books, 1959); Stigma, Notes on the_ Management of Spoiled Identity.
(Englewood Cliffs, New Jersey: Prentice Hall, Inc., 1963); Where the Action
Is; (London: Allen Lane, The Penguin Press, 1959)

45william A. Faunce and Robert Dubin, "Individual Investment in
Working and Living, The Quality of Working Life, Vol. 1, ed. Louis E. Davis
and Albert B. Cherns, (New York: The Free Press, 1975) pp. 299-316

¢ »

46Richard L. Simpson and Ida H. Simpson, "The Psychiatric Attendant:
Development of an Occupational Self-Image in a Low-Status Occupation." °
American Sociolagical Review, 24 (1959) pp. 389-393. '
> .
47Everett C. Hughes, Men and Their Work, p. 45.




Likewise, permanent telephone workers tend to develop enhanced occupational

A Y

self-images which identify them with the stable and prestigious company. 48

o
i

"a

Jazz 111_usiciams:‘.19 and musicians in general®0 have intense pride in their skills
and confidence m their ability and tend to protect their image against possib(e ‘
intruders. \
Moreover, findings resulting from studies concerning the measurement
,of occupationalﬁ prestige, further confirm this theoretical position. 'They
indicate tha;t evaluation tends to be influenced by a certain degree of involvem;ant,
ethngcentrism and a general tendency to increase the importance of their own
occﬁpation by the groups involved. Consequeﬁtly, this tendency of individuals to-
emphasize other assessments of their status entitlements has important
conseguences on hovs./ they respond to dissonant situations in the work context
and in face-to-face interaction. | )
This thesis will thus look at the i8sue of status, its manifestation,
expression and change upon it as it applies to a group of flight attendants. While

the issue of dissonance of status evaluation among role incumbents and their

résponses will also be treated, emphasis will first be given to the symbolic

48j0el Seidman, et al. "Telephone Workers, ' Man, Work.and Socié\y,
ed. Sigmund W. Nosow and Form, (New York: Basic Books 1962) pp. 493-504.

49Howard3 Becker, "The Professional Dance Musician and His
Audience " American Journal of Sociology 57 (September 1951y . 136-144.

5°Roberl: R. Faulkner, "Making Us Sound Bad: Performér Compliance
.and Interaction in the Symphony Orchestra, " ayieties of Work Experience,
The Social Control of Occupational Groups and lqli, ed. Phyllis L. Stewart
and Muriel G. Cantor. (New York: John Wiky'and Sons, 1974) pp. 238-248.
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5. SUMMARY AND THEORETICAL IMPLICATIONS ' I

The primary assumption of this study is that\ work in urban in;iustrial
éociety has become an important referent for a person's identification and
evaluation. : ‘ |

Status has been defined as the evaluation of role incumb_ents in terms of
prestige or 'social honor' inherent in a work role and manifested through a
specific 'valued' lifestyle. Evaluation is discerned in 'role playing' or in the
expectations attached to a work role which define behaviour among people.
Status is thus acquired in terms of the favourable or detrimental characteristics
associate% with an occupation and it is dependent upon a p;'ocess of social
relations which validate or fail to validate the status claim.

The starting point in the analysis of status and status evaluation is with
(a) the elements of the occupation which account for the prestige of the
;;cupation and the social identity of its occupants; (b) the audience or the
network of 'significant others' included in the 'role sét, ' and (c) the extent ’

L 4
" these status elements or values become relevant indices of status pérception

\
for the individuals concerned and the important contexts or groups within

which they participaté.

While status elements ;ccordiné to their functional importance can be
identified _and evaluated by the researchei', the process of status ev;).luatioxi
ixiside groups and among individuals is far more complex. The major
charaéterisiics of industrial societ; - a highly differentiated occupational
structuré and a multiple system of social relationships which relate people in
interaction at different structural levels - maké status multidimensional and

.




problematic. These conditions make it difficult for individuals to maintain
the~irl‘positive evaluation in more than one context, using the same criteria..
The s‘tatl'ls one occupies in one context, such as primarly groups, may not be °
validated in other contexts, such as thé work situation, where rfxajor structural
differences and functional relationships may invaliddte previous values and |
determine different status criteria, such as functional attributes, tasks and
requirements.

If prestige is segmentalized among different contexts or groups, and these

groups hold different evaluative criteria concerning the status of an
A @

- occupational group, what is precisely the impact of these contradictory

evaluations upon the group(or’ the individuéls ? How do individuals respond to
éontradictory evaluations in contexts whe;‘e their status and identity is
misconceived ? This is a controversial issue. Major sociological theorijes

raise the issue of alienation as a response to a disjunction between mal;'s self

and the .wo;Id around. Empirical findings report 'active adaptation' ,asna response

to a work situation is related to two main conditions: the notion of
* 4

identification with a work role in terms of time and self-investment inside an

occupation. These conditions differentiate the individual's responses to
‘conglicting work situations. However, adaptation as a response to conflicting -
evaluations in face-to-face relationships depends upon a proces ‘ of development
of ‘occu;.)ational images, "' attitudes and techniques, which people/develop in
o:der to offset conflict, and to prote(;t themselves from possible implications

damaging their status and identity.’ \ ‘ .




’

These pointg suggest several implications for the study of

3 .
occupational prestige in an impirical setting: ‘

(1) the occupaiional'prestige of particular role incumbents depends on more
. ) »

th;;n the place of the occupation in a rank scale. The occupational

- sbianecen s T

prestige of an individual is an amalgam of objective elements and

.

subjective criteria which aefine most relationships and behaviour among .
- individuals. o .
(2) Iiis necessary l:o consider (ai phe objective and the subjective criteria ‘ -
- ' N vyhiclh regulate relationships and foster ;nvidious éomparisons among |
. N

occupational groups; (b) how subjective status criteria are objectively

met in structural contexts in which individuals participate; (c) how

different audiences or groups perceive status criteria and act upon them;
(d) the extent and degre& of conflict inside the occupational group as a
consequence of a context which fails to meet the individual's status -

expectations. Finally, (e) the 'occupational images' and attitudes among

- role incumbents which de-emphasize conflict and support the group -

D U PR,

self-concepts. ' .
These theoretical implications constitute the frame of reference and

the guidelines for the process of research and analysis.‘ , ‘ N

-
-




CHAPTER 11

.RESEARCH DESIGN

1. INTRODUCTION

The approach to this research is aimed at description and understénding.

The aimg of the inquiry are: (a) to trace historically the occupational status

of airline flight attendants; (b) to analyze the effects of the rationalization of
/

work ﬁpon'their status and identity; (¢) to find the means by which airline
/
flight attendants deal with discrepant definitions of their social identity.
The guidelines for the inquiry are provided by the theoretical .

& »

conceptualization which was presented in the previous chapter. This chigter
deals with the problems of conceptualizing reality as.a mean to arrive at
a valid portrayal of the empirical world of flight attendants., It includes a

description of the analytical and research procedure, the case study, methods

of data collection and definition and operationalization of concepts. |

e et e e bt o Ao AR st B 1T
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2. ANALYTIC PROCEDURE

The analysis starts with an historical inquiry of the ogciupa'tional status
" of airline flight attendants during the period 1938-1949 and 1950-1977. ';[‘his
includes the st?.te of technological development in air transportation and the '
place ofhthe fluiglit attendant in the organizational context of .the two time
periods. Techﬁélbgy is viewed as the major variable against which s;cial

‘:;md structural conditions, influential in s&ucttiring occupational status .
dimensions, are al;alyzed. | ‘

The analysis then proceeds in finding out the elements of status
a.géociated with the occupation and the problems linked with statl}'fvgva}gag;;pn.
The work role of flight attendants is analyzed from two points of&m
objectively, from t}‘1e point of view of the researcher, and subjectively, from
Fhe point of view of the flight attendants. These two perépectives, the . 7.
objective and subjective, are analyzed and con';xpared to see simila; ities or
- differences in status €valuation. The flight attendant's self‘—concept will then
be compared among several audiences of ‘evaluapion. Thesc'a audiepceé will
include the general publi;:l, the peer groups of the attendahts, and the
"passenéer, :n order to discover the extent of cor;sensus or dissensus in the
evaluation of flight attentlianfsf ﬁ?

While the elements of evaluation by the general public is drawn from
compar isons of prestige scores awarded to flight attendants, as indicated by a
‘ pfestige §§:ale,-rthe other two referents of evaluation are tested solely by tﬁe

perceptions of flight attendants, or the extent ﬂiglit attefidants believe the peer

group and the passengers recpgnize or éeny their claim of status.
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‘3. RESEARCH PROCEDURE AND METHODS OF DATA COLLECTION.

B

»

This researchtpfoject, as previously mentioned, originated out of a

personal feeling, as a flight attendant, of discrepant definitions of 'self' and

. out of a desire to understand the sym‘bolic process underlying human behaviour '

i <

\' - ° in conflicting face-to-face situations. Consequently, the first step in the

-research process was ) ‘to find a more substantial expression of th‘gs 'feelix;gv',j
(2) an objective, iﬁsight into the problem and its causes, l(3) a way to collect
data that are scientifically valid, objeCftive and c;paable of in;erpreting ‘and
representing the symbolic world of the persons in\(olvcé;d.
The settix;é for the researéh was provided by a large Canadian ’airl‘ine.
: While the choice of airline was mo sﬂy dtlctated by its easy accessibilify ain;i
| ) convenience, since the authgr‘ is p‘r'esentfly e:mployed by it, there are reaso'nsL v
to belie;/e that this airline is similar.to most North American airlines m tt—;;‘ms
! 0£ size, routes, employees and social heterogeneity of its p;.ssengers. ’
An ‘exploratory stgdy was first conducted among a small ngm:)er of flight , .
attendants of the above éirline. T his exploratory study épns'isted of three
‘ s ) ¢ :
x . written diaries, kept by three flght attendants. Qhey were asked to give a’
written report 9£ their work, 'what they ﬁked or disliked about flying; relafions;
o v

leading to con‘fﬂlict and tension on board, ways of handling the situation or the .

z

problem and relations with other social groups with whom they associated. These

{'eports covered severalflights. .

/ " . -

\ . oix board with passengers and other crew members; problems and situations . )
I
These fir st exploratory diaries gave relevance and substance.to my
"feeling' of status discrepancies among role definers and became the agaans
o - ” . 1

&
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by which the major variables for the study were identified and a

questionnaire construc}ted.

Choice of methods and a researé:h procedure for the full study was

then devised. It consisted of the use of a questionnaire supplemented by some
. ) ‘ j
‘participant observation and the use of more diaries. These diaries provided

 a descriptive basis for further analysis and give a more substantive
" " interpretation to the results of the questionnaire. The historital research
and the collection of data concerning the gtructure of the organization was

q §

carried out mostly by content analysis of newspapers, ny{gazines and
organizational booklets. - | ’

Congequently, four techniques.og collecting data were used in the course
of the research: administration of a questionnaire to a stratified ran;iom
sample, the lise of written diaries, pdrticipant obgervation and content analysis. "

Each of these techniques will be described briefly.

a. Content analysis.

This technique was used in the analysis of documents and newspapers in
N ’ ) <
-."” order to collect historical and organizational data. Newspapers covering the

period 1938-1977 provided one source of data. Company books and pamphlets

concerning work‘prgocedure, training and qualifications were also used.

b. Questiomaire and sdmple 7

4

*  The questionnaire, constructed on the basis of information obtained from
- the first exploratory diaries, was later refined by several tests conducted
among the group of flight attendants and by group inter,views;

The major areas of inquiry concerned: (1) general characteristics of

~




.the respondents; (2) Self-conceptions related to work performance and

relationships with passengers; (3) Rel_ationshipsﬂwith the public in general
;
concerning conceptions of 'flight attendants';; (4) Rex:ception of the uniform as a
group 'symbol'; (5) Occupational rewards and relationships within /t.he group.
Most of the questions were left openv-ended in order to get more
information on particular points, to leave room for the free expression o'f all
kinds of ideas and to avoid forcing individuals to respond in an overly
restricted manner. A sample is included in the appen'dix. (Appendix I)
A word about the administration of the questionnairé and the sampling
procedure is necessary. The questionnaire was first administered to a total
of 90 flight attendants representing approximately 50% of the flight attendants of
one small air-base. I This air-base became the pilot study which supplied useful
information concernihg the degree of “under standing of the questions and the ' N
response rate. The response rate was fairly good. Thirty-five ql;estionnaires
® '
were returned, approximately 45% of the people sampled. This pilot study helped '
in clarifying some of the ciuestions. With a revised questionnaire, (Appendix 2)
z;vo major air -bases? were then sampled. Here, the questi(;nnaire was
administered to 450 flight attendants, approximately 20% of the base personneAl.
146 questionnaires were returned from these two bases, approximately 32% of
| the people samplec‘l. The total number of questionnaires received from the three
bases was 181, or 34% of the total sample. The‘sax}xple was 8 stratified random }/ ’
. sample selected from the air -bases seniority list.
2 L
. 1This base consists of Vancouver base.
2These bases consist of Montreal and 'I:oronto baseg.

~




¢, Diary

N
The use of written diaries proved to be extremely useful in the process

! Y

of under standing the symbolic world of flight attendants. The choice of this

technique, combined with participant observation was thought {o be useful in .

the collection of data which would be, as much as pessible, free of the most °

t
* N

common problems inherent in each technique. -

The problems most common—in the use of written diaries are well
documented (Gottschalk 1945:38; Danzin 1970:227; Allport 1542; Madge 1962). ‘
These problems ihclude a reactive efiect, entary and incomplete reporfs,
and dependencé upon the willingness and time' disposal of the people willing to
participate in the research. However these probléms can be partially offset
by the additional use of participant observation and questiomnaire.

~The diaries here used, had to cover a full month's flight schedule.

Twenty flight attendants were chosen at random during flights I operated and

were asked to write a diary of what they thought about their work in general
and their work on board. A sample of the guidelines about what to write is
: 3

attached. (Appendix 3) At month's end, 11 of the 20 diaries were returned

and they yielded'the basic data for‘\ the analysis., * | 1

d. g¥ticipant bbservation .
The usefof this technique was a further complement to data collection.
; i
The major proplems peculiar to this method are well documented (Abel 1947
|

Cicourel 1964; Vidich 1964; Bruyn 1966). They are: the control effect, biased

viewpoint and the major issues of vziiidity and reliability. Hopefully, however,

‘these problems can be minimized by the use of the other two methods employed




»

in gathering information from respondents.
. . |

M ’

I assimed several roles.” At times I adopted the role of 'participant ‘

as obsei'w}er, ' but most of the time I was a 'complete participant,' '
in-the senge of ‘being; deeply involved with the study-subjects in day-to-day

-

situations, with or without their knowledge of my research objectives.- ..
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4. DEFINITION AND OPERATIONALIZATION OF CONCEPTS

In developing a conceptual framework for the analysis of occupational

status and the problems associated with the process of conflicting evaluations, -

two levels of analysis wére outlined: (a) the societal or the objective level o\
occupational status as applied to the group of flight attendants in the Canadian
oontext‘c?overing the period 1937-1977; and (b) the group or the subjecrti\;e
level of status as perceived by the flight attendant;c, themselves. Consequently,
this research is conc‘erned with two different sets of criteria. The choice of
suitable indicators of the concepts.to be used in these two levels of inqu'u:y,

is the major problem here.

(a) Occupational status.

Status, as prevniou'sly mentioqed, is here defined.gs a 'unique mode of
evaluation,' based upon social honor or prestige. Prestige is conferred by
certain 'invidious' structural and S);’mbolic characteristics associated with an

s
occupation and its occupants. Prestige as such is socially validated by forms
of deference given to the occupational group by its audience_ in interactive
situations. |

3

’ 1L The objective indéx of status: is defined as the place flight

attendants oécupfr inside the social structure. This place is determined by the

relative rank of the occupgtional gr.oup ag compared to others, according to the
functional requirements, education and income of the occupation. This
objective index is obtained, first, by an assessment done by myself as

researcher, of the functional attributes of the occupation, education or training

$
and income, then by a classification of the occupation into one of the major
* /
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socio-economic categories. For this purpose, a 'standard socio-economic

scale is used here.
2. The subjective index or self-concept of status is defined as the
evaluation ox: perception of real or perceived elements which members of an
" occupation or 'others' attribute to the occupation as prestige-giving, The
. a
) indiéabors used to illustrate the group self-co‘ilcepts are the elements of the
" work role flight attendanlts emphasize as béing of particular attraction and
importance.
(by Conflict
. Conflict is here seen as a state of ps:).'chological tension coming from
a lack of unity or agreement concerning éef'mition of a role and an identity.
Conflict as such é.rises when individuals fail to meet the expectations implicit
" in self-concepts or when people apply different definitions concerning the
incumbent's role and status.
The indicators used t:; illustrate the extent of conflict in a soqial setting

are the degree of dissatisfaction of the role incumbents in interactive situations.

(¢) Responsges to discrepant definition of status.

These are’ responses or cour ses of ‘action flight attendants adopt to
counteract conflict, maintain their sta‘tus and still provide the service required
by the work role. The indicators are bebavioral or verbal tactics, flight

S
attendants use when conflict arises in interactive situations. \J\
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5. SUMMARY

, B
This chapter has dealt witlll the problem of conceptualizing reality

as perceived by subjects and the researcher. It has first introduted the

research précedure and the methods of data collection as used in the research

7 o et i S st 30T 2

project. Definitjons and operationalization of the major concepts as they

apply to the present research have been described.
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CHAPTER 1V

THE HISTORICAL PAST OF COMMERCIAL AVIATIO

1. INTRODUCTION

In the course of recent history, the astonishing growth of air-

transportation approximates a general social movement. In the space of

approximately fifty years, air transportation has become a very important

part of our modern way of-life. In order to understand this process and its
effects upon the occupational status of airline flight attendants, thi's chapter
deals with the dgvelopment of civil aviat'ion. It concentrates upon the technical
conditions, the social and structural characteristics and the relatiéns which
defined and distinguished th;z occupatipn and its occupants'in the period
19281949, These interrelated areas, thé technological, social and
organizational or structural are examined as th.ey apply to the field of air-
trabsportati(;n.

The technol'qgical developments are seen as the variable which influences
the social and organizational conditions. These, in turn, become the predominant
elements structuring the social perception of status. The %ole of technology as
a major determinant of change has been an object of research in various branches
of the social sciences. In the realm of aviation, technology or technological
innovations include those dealing with aircra.ft spac;e, navigation which makes '
year -round, all weather time tables possible, speed' and f)hys ical comfort.

These factors are important elements effecting social perceptions concerning .

'flying' and the image of the industry. They also influence interaction patterns

T N T C T S -
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' that take place between passengers and flight attendants. FinaJl)‘l they . |
\ y '
influence the context of the occupational role and the symbols which
’ . ) ¢
accompany it. :
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-+ 2, FIRST COMMERCIAL AIRPLANES AND FIRST FLIGHT ATTENDANTS.

" stewardess was changed to flight attendant as a consequence of the

implied in the name stewardess.

49

4

The history of civil aviation is one of struggle and achievement. It
began in 1930. As 'every historical change creates‘ its mythology,' so did
commercial flying, The woncier of the first historical flights, the dazzling -
exploits (_)f Lindbergh and people like him, were still well alive, At the

beginning, the first commercial flights were used to handle mail Passengers

were only incidental and no special attention was provided to facilitateg their

L 2

journey. The task to look after these few passengers was up to the co-pilot
dur'u;é his free time. However as air-transportation became more popular
and ’/r\ore extensive, tge necessity for hav‘ing someone give undivided attention ‘

to the comfort of passengers was realized and the occupation of air -stewardess !

b
{ 3

madé its debut, By 1937, all airlines had stewardesses on board their

W e

‘shinﬁx planes. ' ‘ T : ‘

\

\Ellen Church played 2 dominant role in founding the occupation. The
‘ !

v

reason for its creation was practical and psychological, as Steve A. Simpson,

¢
|
1
H
M
2
1
H

Boeing's Manager at San Francigco, declared:

',.. imagine the psychology of having young women as regular members
of the crew. Imagine the tremendous effect it would have on the ‘
travelling people. Also imagine the value that they would be to us in the
neater amd nicer method {Jf serving food and looking out for the
passengers.

. IThe term air-sbewardesé, or stewardess is used here alternatively
with flight attendant. In these first years the term used to designate the
occupants of the position was stewardess, inthe late 60's the designation of

introduction of more men in the occupation and to avoid the sexual connotation

»
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{

I am not suggesting at all the flapper type of girl. You know nurses as”

well as I do, and you know that they are not given to flightiness -
I mean in the head. The average graduate nuyse is a girl with some
hor se-sense and is very pfacticaL The young women that we select
would naturally be intelligent and could handle what traffic work aboard
was necessary, such as keeping records, filling reports, issuing

. tickets ....'2 ‘ ’

N

Simpson and Church had created an institution for women which was to

r;emain virtually unchanged for thg next few decades.

A

o ————————

2Quoted in Paula Kane and Christopher Chandler, Sex Objects in the Sky.
(Chicago; Follett Publishing Co., 1974) p. 98.
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3, THE EARLY YEARS OF COMMERCIAL AVIATION:
THE TECHNOLOGICAL CONTEXT.: S

The first commercial flights in Canada were conducted in 1937 by two ‘
twin-engine, 10-seat Lockheeds on domestic routes. {"I‘he air speed was ‘ -
200 m.p.h. In 1943, the first overseas flights started and were conducted by
four-engine Lancaster bombers, overhauled and convert;ed into 10-passenger

-

planes. At tk\is time, these overseas operations were mostly reserved for
gov;arnment or VIP personnel. It was not until 1947, with the introduction ?)f
pressurized aircraft (North Stars), travelling atAa' speed of 230 m. p. h., that
transatlantic flights became available and popular to thousands of travellers.
The early flights m 1937 were done on 10 passenger planes, sitting one
passenger behind ‘the other in a single row. In 1941, the pumber of passengers
carried on board rose to 14 and in 1947 to 2]:. The conditions were still at
best primitive. Airplanes were still encumbered by nurﬁerous fuel stops, .

flying suits and oxygen masks. A normal trip from Vancouver to Montreal,

a total of 2,444 miles, would take 15 hours west to east, and almost 18 hours

C el e At s i S AR

west-bound, with six stops. A regular flight from Montreal to London, England,
would normally take between 14 to 18 hours.
These early technological conditions, affecting the space, speed and

physical comfort on board determined the physical conditions on board, the

conditions of employment, the pléce_of the stewardess in an organization

(Raracterized by a pioneer spirit and a great potential for expansion.
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Table 1 gives us' é_‘numerical expression of thig beginning of com.niercial

‘

a ~+ flying and an insight into the rapid growth of the airline under study. -n this

3

- first period, 1939-1949, the size of operations was small, the route petwork &

v ' limited and the passengers using the airplane were a small minority. In
. ' ) 1939 the a/irline started with 28 stf;wardesses and the total revenue-passenger- .
miles3 or the total distance in milés the airline carried passengers, was ’:
approximately 27, 760, 090 miles. These factors had éAﬁxajor effect on the

- relationship between flight attendants and passengers on board. At this time

<

“the number of revenue-passenger—miles per stewardess was 98, 000 miles

a o

per year. In 1940 the employment of stewardesses rose about 30% from the

previous year. In 1949, the number of stewardesses employed by the airline

s nearly doubled over a four year period. This growth of stewardesses

resulted mainly‘fro"m an approximately 500% increase in revenue-passenger -

miles in the years 1939-1949. Despite this increase, in 1949 the number of

revenue-passenger-miles per stewardess was still low, approximately ~

115, 000 miles per year. This means that the stewardess of this period, due

- to the small size, the short raxige and speed of the airplanes which limited the

size of operations, still could maintain a close rélationshiﬁ with passengers.

’
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Table 1 - Incréase revehue:{bassenger—iniles and stewardesses
during-the period,1938-1949. :
) Revenue Number of - Number of
" Year pax-miles stewardesses pax—miles/ stewardess
=y 1938 1; 122, 179 - . -
' “regpay’ € ) .
1939 2,760,090 28 98, 000
. _ . 3
. -1940 4, 770,219 40 . 119, 000 _
" 1945 ., 10,506,075 . 86 - 122,000 = -
1949 16,.364, 733 142 115, 000
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4. THE SOCIAL CONTEXT . . -

- A
From its éarly beginning, the occupation of stewardess became o .

&

identified as a female obcupation. The first stewardesses came from the .

- . # ’
‘ nursing profession. In order to understand the special position of airline h

PTG S T AN

stewardesses, these pages give us an insight into the nature of womens' e
. \‘ " . " occupations and the size of the female labor force in the labof market in the
period 1941-1951. This description of the general field of work by women in

S .

, . . 9 .
. , the labor f&€ in the period span 1941-1951 will give us a time perspective

t

o of female ocCupations and a base for combarison. ~

. o In 1941, thew largest proportion of the 832, 840 women employed in ‘tile°
. Canadian labor force, (34.2%) were engage& in personal service occupations.
These ;ri;cluded domestic service dceupations and varied éervice occtlpaﬁions
] . in other than domestic‘ and protective service. This Latter}fiéld included i

' a 5
cleaning services in buildings other than private homes and personal services

such as those of waitress, .cook, heautician, and practical hurse. Another

Y

y ' 18. 3% were oécupied in clerical occupations. Among the occupations in which €

women in this group were engaged ﬂre the routine office activities of typists, ﬁ

(2] e

file clerkf, office machine op/er'ators, etc. Another 8. 8% were engaged in
3 © Commercial and Einani:‘lal aétivitips‘: including the work in storés o? ~ .
~4 . - ) .
_ , ) saléswémen and sales clerks. JTwenty-three percent were in manufacturing,
7 | . mechanical work and other oqcupétbns (incllid‘ing personnel in the armed fbrces).

~ . g B . . LN
This classification includes manual operations requiring not more than a.short.
. R ° N . .

. g
- - period of training ang\requbing only moderate judgment, dexterity or force. .
. - . 1j - ~ ’ . . AR ~ )

N
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Women in professional occupations were 15. 7% of all working women,

A professional worker, according to the census definition, is one;

. 4
e who performs advisory, administrative, or research work which
is based upon the established principles of a profession or science
: and which requires professional, scientific or technical training
equivalent to that represented by graduating from a college or -
university of recognized standing.'4 . -

Te&chers and nurses were included in this classification. At this time, the
nur sing proiession had developed already its rigid standardsb It required
three years training for general nursing. Services were perfoxjmed on the
basis of specialized training, standards of competence and a high{ciegree of
responsibility toward the community eind the professional association, 5
According to these ,statistical@figtires, the number of women
participating in the labor force\was very small, opportunities for work were
limited to low skilled occupations.. Women who were engaged in occupations
of a professional nature~were the minority, 15.7% compared to 84.3% m
non—;{:es sional work.. Consequently, stewardesses were chosen from the

{ T
nursing professwn, namely from the small ‘group of women mvolved in

w

professional work. These women had an already established professional

-

status and a higher social and economic level, as related to other

occupational groups. Thus relatively high status was initially assigned to

stewardesses. _ N
> . v
4Census of Canada; Women in the Labour For,%;: Facts and 'F‘igures.‘

Labour Canada. R

5For a detailed description of the history of the nursing professmn, see
Briant A.- Smyth, A History of the Nursigg Profession. (London N
Heinemann Ltd. . 1960)
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Table 2 - Percentage distribution of working women by leading occupational .
' groups, Canada - 1941-1951 -

Occupational group ' 1941 1951
. : U
Personal service 34. 2% 21, 0%
Clerical 18. 3% 27. 5%
Commercial & Financial * 8. 8% 10. 5%
o Manufacturing & Mechanical 15. 4% ‘ 14. 6%
Professional 15. 7% 14. 4%
s -
Others ** 7. 7% ! 11 9%
Total . 100.1 - X 99. 9
‘ *Includes saleswomen
**Includes armed forces
Table 3 - - The Canadian Population and Labor Force - 1941-1951
Population and Labor Force ‘1941 1951
Total Population .11, 489,713 13, 984, 329
b Labor Force . . 4,195,591 5,214,913
Female Labor Force® 832, 840 1, 163, 893
"Women as Percentage of Labor Force . 18, )% 22.0%
o

Sources:‘ Women in the Labour Force 1971: Facts and Figures,
/ Labour Canada Women's' Bureau.
# b
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5. THE ORGANIZATIONAL CONTEXT

The brimitiv? conditions of ﬂy‘ing, the size of the first aircraft and
thg special nature of the job dictated the place of the stewardess inside the
organization, and ipfluenced the conditions of hgr emplo}fnll.e/mt. Further her
status imagery was used by t‘he Company in p‘ersuading the public to fly.

a. The Position

In the'early days the stewardess was an izitegral part of a flying crew.
A crew ié defined as the people trained to o;geraté the plane. It is divided
between the'cockp‘it crew or the people responsible for the manipulation of the
control systems of the aircraft, and the cabin crew or the peopkle‘responsibl‘et
for-the ‘care, service and comfort of passer‘xgers. From 1937 to 1963, the L
c;-ew requirement for aircraft flying domestic routes jncluded a pilot, a
co-pilot and a stewardess. With the beginning of transatlantic flights, in
1947, another stewardess or steward and a navigator were addea.

The stewardess was g vital and integral part of the flight crew. Her

! .
position inside the plane was clear and well defined. The system of authority

7 f

was simple. She was in charge of the whole cabin, namely of the service,

*

information, entertainmenf and comfort of the passengers. She reported
directly to the Captain who was responsible for the whole aircraft. In this

position she was a full -fledged member of the flight operations, in close

contact with the pilots and the organizatioxi, with whom she identified.

The uniform identified her as well as a niember of the group and of the

organizétion. The first uniforms were navy-blue for the winter and grey or

beige for the summer. Both uniforms;: summer and winter, kere identical in

o b B b AR
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styleland consisted mostly of a suii, scarf and a Royal Canadian Armed . \\ / ‘ / )
Forces wedge hat. Army nursing bags were also carriéd. The level of /

authority on board was expressed by two bands of silver stripés on the sleeve, /
, . % ] T
‘T his ﬂpniform was generally described by various newspapers as 'trim’' and , y

. ;
. B
y *

'chic, ! . ' ' :

b. Qualifications and Normative Requirements.

3 : N

As previously mentioned, in order to qualify, an applicant had to be

a registered nurse. The 1939 issue of Canadian Nurse outlined the
qualifications necessary for this new profession:

. (a stewardess) must be a girl of good education and she must have
. .a pleasing and courteous manner. These things naturally follow when
she is anurse. It follows too that she will be in excellent physical
- condition... (The dirline) is strict about this and stewardesses report -
+ for medical examination every three months. The regulations say
that a girl must not wear glasses and they add definite specificatiohs N
regarding her height and weight. Shé must we1gh as little as
95 pounds but not more than 125 pounds. She must not be under 21 2
nor over 26 years of age. Married women are not acceptable . ...
even if their husbands are dead or divorced. ..!'

. Parental consent was required. In addition, stewardesses had to be:
) L

.. prattical and pdsed women, cheerful and tactful and experienced
in the art o}\helpmg people forget their nervousness and makmg them
feel at ease’,..16 .

In 1947, with the introduction of larger*aircraft, the regulations regarding

\ . R
height and xqedical examination were changed. The height limit became five -

|
feet, 'six inches and a medical examination was due every six months.

)

Some L‘of these early requirements were based upon very little

\

-~ )

6Quoted in"TCA's First Ladies Take to the Air," Horizdns, n. 479,
April 10, 1977, p.4. .
w ) ' ~
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information, :The only guidelines were the pilot manual and some ingsight
derived from the experiences of other airlines.
c. 'Tra‘mmg ,
- In 1939, the basic training a stewardess\underwentabefore becoming a
full-fledged member of a flight crew, lasted six weeks. Dur ing“ this period
she was given some basic notions concerning the dynamics of flight and
navigation, navigational aids, meterology, manipulation of the heating, ’
ventilation, emergency Hevices and other systems designed for the physical

comfort of passengers inside the aircraft. She was also required to know

the air—ro]utes operations and the geographical.features of these routes,

i
4

the regulations concerning the Government and Company air-policies, an'd
the medical effects of altitude upon people during the three phases of flight:
climbing, level flight and descending. Other to,pios in wh?i‘bh‘she was trained
included general procedures about food and beverage service, grooming,
appearance and uniform regulations, report writing and rules fégar;iing the

: @
availability for duties. JA 1944, familiarization flights were added and the ‘
traininé was shortened to four weeks.
d The work role: functions aﬁd duties

®

In writing about this eardy time of civil aviation, articles, in the
“ ° \

A

pdpular prebs, were mostly concerned wiﬁh what a stewardess does, what
hfestyle she leads. As the Magazine Chatelain reports in 1939:

. if you think she is there for.decoration and effect you don't know
a thing about the busy life she leads flying through space at more '
. than two hundred miles an hour ...! - |
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4

In effect, the functions of the stewardess were multiple and diversified.

|

On board she was in charge of the serviceL care and comfort of passengers.

She was the link between the Captain and t\e passengers. On the ground, as

in the air, her function was to be a graciolis hostess, meeting, escorting,
helping and entertaining passengers during flight departure, arrival and

lengthy delays. She was the link between thé\ organization and the passengers.
Her duties were varied. Before boarding, | - \
. '... the stewardess secures a list of the passengers' names ... and
together with this, any other special information concerning the
g " ~ passengers that will aid her in their treatment ... checks for food

supplies, reading material, first aid kits ...

At boarding time:

-

... she greets the passengers, assigns their seats, helps them to
fasten their seat belts before take-off and landing ... '7

During flights,
»

&

... acting as a guide, she gives the usual information abotit the air-
route, weather condition, flight routine, expected arrival time and
’ the like. ... she points out the various points of interest and answers
numerous questions concerning the geography of the co ee!
Again, '... her tact enables her to engage passengers in conversation
that wﬂ&c’listract them from their nervousness and she allays their
fears during a perhaps tedious flight... - ¢
It is her duty to make the passengers enjoy the trip as much as possible.
... she serves éqmplimentary food, distributes reading material and
Co remedies any discomfort. She tends to the general well being of every
0 passenger ... A

She is attentive to passengers who need special attention, for example, -

when flights are taken by persons with small babies, or when persons
are very i{ll and are travelling to procure medical care. .
... passengers are treated according to her code, like guests ina

- home. ... she may make up a hand of bridge or help with a crossword -~
puzzle ,..!' ,

A
t . >
et rerer—————— .

’ TJohn Alexander, "On Duty in the Skies, " Chatelaine, J une 1939, p. 16

nca o cndr——
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In brief, what it was like to be a stewardess in this first period of - .

ST civil aviation, can probably best be visualized by this repdrt made by a
woman reporter playing stewardess for twenty—four boqrs onan . P

- intercontinental flight in 1940: ) ' L,

'... I hung up the overcoats of two men from Toronto, gave a newspaper
to a woman from Chicago, watched the card tricks of an attorney from
Akron. 1 served hot chocolate to the Captain pilot, handed out weather
reports to passengers, checked the towel supply in the washroom. 1
vserved chicken dinner to a drugstore owner from Billings, Montana,

and sat in the moonlight of the cockpit of this Northwest 21 passenger
giant . ., and as the pilots checked the winging lights below and made
out reports, they told me that life was dull, piloting a luxurious

airline. And they told me too, it was the greatest life in the world...'8

‘ , v
e. The role of advertising

At this time, invitations to the public to fly focused upon comfort and
safety. The first forms of advertising concerning safety described it as a

property of the aircraft and of the facilities installed on the ground, to make

flying safe and enjoyable. Advertising slogans of most airlines, assured

8

passengers on flying.

',.. the most modern, high speed, twin-engined type of commercial

aircraft currently available .. for it benefitted from the most modern
a developments in the science of air-transportation, .’

) . Wy
Additional assurance of safety were made concerning the ground ‘.facilities.

They advertizeg about . " . -
LN airpoi:ts with bard-surface runways, emergency landing fields, .
radio aids to air navigation and the most modern scientific weather

reporting services..'

]
. ’
-

87essie MacTaggart, "In 12 tons of Luxury Jessie Serves.Meals ﬁigh
d Over 'Bad Lands'," Toronto Daily Star, Saturday, February 3, 1940.
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Comfort was adverftized in addition to safety. It was described as a
\,

property of the aircraft and of the service supplied on board, Advertizing

L3

assured passengers of the conveniences of the aircraft interior:

'1.. the luxurious full reclining and swivelling passenger seats,
comfortable {inished in soft-tone upholstery..' -~ °

“and of , ™ . ;

' stewardess-service on board. '9. , . ]
' _ . - N i
. . . .

' |

t

. ' .
L [N
¢ # \
+ s A d ‘ \
) L]
!
. » . ..
- L}
i 9Don Bell,. ';Wlngs Across Time, ™ En ute, Apfil 1977; ‘ -
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: have‘tw"o themes: elemeniygr_k as 'unordinary' 'unroutine' cRATETTErtzed

v ) ‘ I

6. THE MYSTIQUE OF FLYING OR THE CHARISMATIC YEARS

"Aloft," wrote Lindbergh, "I live only in the moment of strange, '

immortal space, crowded with beauty, pierced with danger. "' 10

R i

This was’ 1927. A few years later," commercial flying became a reality, the
myth of the pioneers, their tenacity and courage, was carried on to civil
aviation and its incumbents. In Lindbergh's words there are two essential ¢ .
themes which became part of the myth or the mystique of flying. These are
the themes of 'sgperman' and of the community \of souls in the air, the
éioneering spirit.\‘

’ These pages describe some of the particularities of these themes as‘\
thejr apbeared in magazines, newébapers, and general litefature written in\
th;: decade of the 40's. They are important in understanding the appeal and

the status of flight attendants,

a. The theme of superman/woman .

This theme is ba;ed upon certain dual elemenfts characteristic of the -
speciél work environment and of the nature of the job. 'i‘he en\.rironment is.
see\t\xX as\'embraclng two op:oséd elements: elements of beauty, puriﬁy and i
wonder (space, sk,y, moonlight, flying at 10, 000 feet above earth. The plane
had no technicél name, but it }vas generally described as 'the shiny plane!)

and elements of danger (these elements are implied in the unforseen weather

and mechanical hazards). The descriptions of the nature of the work, also

&

0Lance Morrow, "Lindbergh: The Heroic Curiosity," Time, May 28, 1977

o

——
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.
’
; C )
w

-by a 'fast life' are related to the ided of work as-a 'call, *discipline’

-

and responsibility. ' Work in the sky is differentiated from ordinary work and,

ordinary days. Usually, the flight crew's work started when the work of other .

-~

- A - °
" people ended. Despite this idea of 'unordinary' and 'fast' life, the idea of

L)

dexterity, ability, and 'vocation' is highly emphasized.

¥

b. The.theme of 'pioneering spirit.'

. This theme is’linked to the early characteristics of the gréup and to

t

éarly operations, It includes elements of a collective character illustrating the

solidarity, ténacity and attachment to work, characteristic of the individuals
A LY

N

In brief, these themes not only-challenged the customagy ideé of work,

Y

of the time.

but invested the flight crew,% stewardesses included, with charismatic and

exceptional qualijties. These thernes may have had some grounding in the

actual experiences of flying during this early period. Now, they continue,
9 N “

even though the experiences of flying have changed quite dramatically. The

‘myth is stilt alive but its existence is being threatened. ’ C |

‘ 1
" o “ ,

4

[N
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" other occqpations, elevated her occupational status in the larger society.

S

‘7. SUMMARY

. .
. v

i

P e

e This cl\)apter has introduced the main characteristics which -
dist‘m;;uished and defined the occupation of flight attentiant and its occupants }

in the period 1937-1949, - ‘ . ’ i ‘

"Three main interrelated oon%exts, ‘the té?hnological, social and {
orgadization, thought to be important in structuring status elements and status -
,perceptim;s have bet;,n introduced and analyzed.
* Technological factors influenced the social and organizational

conditions during the fi,rst‘decade of commercial flying. IWhile‘ the amallnes;s

6f operation, the size, speed and comfort of planes, were 'unporatant in
d«letermin'mg the‘place of the stewardees inside the organization of the airline, the
high job qualifications; the praise and curiosity gbout flying, as compared to o
Life as a flight attendant was not only a source of prestige due to the

paz:ticulér and uncommon lifestyle, but prestige@‘as partly due to the special

professional qualifications of the occupants.

]
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CHAPTERV ' 7 ol :

THE PRESENT TIME OF COMMERCIAL AVIATION

1950 - 1977

v

1. INTRODUCTION .
‘ The technological innovations in air-transportation, the turbo

propeller and Met, brdught about a revolution of great proportions which - | N
affécted the industry and sociQ z;.s a whole. These innovations, which included,

increased aircraft speed, all-weather flying, size and comfort, 'bécame major
N . .

determinants in rationalizing the occupation.

The phenomenon of flying in the early days is difficult to under stand

for the world of 1977. The air above the North Atlantic, so lonely half a

o

century ago that Charle§ Lindbergh said he communed with ghosts and guardian

spirits, is dense now with 747s. The New York - Paris odyssey that took

Liﬁdbergh\ thirty -three hours and thirty minutes, takes an average of seven

'

e A gy

> hours nowgidays. Newspapers and media do $ot write anymore about 'shiny

n

planes' but technical names and complex terms abound; stewardesses are not

seen as 'ministering ange%s of the airline' but tﬁey are identified with the image
. . }

and-use people make of ai/n:éraft. Moreover, we are today at the threshold of a .

a7 )

new era in air transportation which will defimtely change our vision of travelllng

o

and again bring extreme changes to the occ’upational groups employed in the field, .

’ The immediate landmarks are the arrival of the Supersonic jet and the 'Skytrain. 11

o

! .

lwhile supersonic travelling is today the fastest and the most luxurious
way of travelling, the 'Skytrain' designates no-frills, no-reservation flights, ™
its'fares are the lowest in the induptry, passengers go scandby -and tbey can buy
. their meals separately or bring their own. ' v

- . ! ¢
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. These are just two developments which will pfobably cteate siggificant chang® .’
¢ . . S S
., . Y
\\ ‘ &

‘ an the airline mdush'y, the shift from one L;echnique to an&ther has been
N ,

&'u

1 . - .
equal to the jet revolution.

%

“

- rap\ld and wu!e in its implications. The,se ),mphcations are of a soc;b econon;y:

. . -~ -~ o f

and orgamzatxonal nature. They are a reflectlon of the change that any - . - \

tec‘hnological mode;n society goes through.a ‘ l o k f) v e
In 'this cha;ter; I Wil‘i present ihe spécffic changés in aircraft technology -
. as it is related to s;}éed,_ size and (;omforyb.h‘ I will also 'as‘se\ss, the impact: .
o{ iht;sg ch;mges on th\e process of gro'vs:th _and ral;ionalization. T'hemdiacussion \ A‘
of three interrela:tédv ;:oht\fts, the technologlcal, %he socio-economié and. LN
- the' organizatnonal will again be the frame of referen:.!e within v‘vl;wh tile

status of axrline ﬂight attendants wi]l be analyzed . . :
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' domestlc routes, three on transatlanti and two pilots. . ‘ .
\”i\ " !

’ x:eqinred%ne to two stewardesses depending on seat configuration, and o

*in 1&?54 and Vickers Viscounts in 1955, heralded the era of easy, comfortable

“and modern flying.

- the case of heavy headwpda It reqmred a maximum of two stewardesses on

i - N ' ,
- enormous growth in passenger traffig and employment in the field of air - .,
. . i f.d . '
trangportation. . g } e
. : - ’I N ¥
. - . ) A
N\ ( ! ’ 3
— L P .\-
K . A K 4

I A

. . .
- "“- ~ n
l“‘ : i .
2. .THE TECHNQLOGICAL CONTEXT T - 1 . ;
— . ,
,. Ina relatively short time, the decade 1940-1950, commercial aircraft R
L] } . N g [N

" progressed from a gimple structure to a hxghly complex machme In the san%l

short time, the decade of the 50's to the 60's, a new era.in mass fransportation -
L -

was opened. Two major technological innovations'in aircraft, the turbo

propelier and the pure jet, initiated a revolution g‘ghose effects are'hard td go

. 2 ‘ . m* o
- unnoticed. . ‘ -
- M » .

o, " v
I T ~ >

. The introduction of tprbo-prooell'er driven aircraft, the Superconstellation

-’ ’

> (3 o~
The Superconstellation, capable of flymg 4000 mlle‘s range, at an

<

au-speed of 310 m.p. h., ca.rrymg approximately 60 passengers eliminated o :

the necessity of landing at various poinfs o/n transatlanfic routes, except in !

-y,

®

N

two pilots. * A
\ ' . : )

Five years later in 1960, the pure jet was

. N P T o

ajrcraft\gpeed onre‘than.w% and it tripléd seat capadity; it generated an

L4
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¢
In 1960, the first medium si%e jets, the DC8, flying at a speed of .
" . ? d
550 m. p. h., carrying a maximum of 123 Economy and 16 First Class passengers,

+ made their appearance. In 1967 a new model, the Super DC8, was introduced,
increasing the number of passengers it could carry to approximately 200.
The 70's introduced bfgger and faster jets, 747s and Lockheed 10 11s, increasing < C

the seating capacity to approximately 350 Economy and 30 Firet Class, and
-~ . T ) ’

L)

N

~

. € L .
due-to economic reasons, a good number of these same planes were converteg

'

to ingrease the number of economy seats at the expense of first class

/assengere and the facilities required to serve them. These planes could

’1\ ' s

230 Economy and 34 First Class respectively. At the end of the 70's, mostly .\
| ]

carvy a botalaof approximately 400 and 300 passengers respgétively. 2 JFor

/

short trips, small Jet plane§ were introduced. In 1966, the DCW 1974 the

! AN - A ‘,\?2“ .
B727, carrqug respectwely approxxmately 90 and 144 passengers By \ ~ :

19‘70 311 flights were doge on jet driven aircraft. These technical innovations ‘ !

' ( ‘in the realm of aii'craff technology expanded the airline's routes, :the flight
¥ frequencles and increased the facility of flymg ‘ ' . 4L
) v . ‘ i N
) When the Superconstellation was rint;ropuced with its range of 4000 miles .

. <

and an alrspdfed\f 310 m.p. h., compared to the maxjimum 2000\m11e range and N
200 m. p. h speed of prevmus amcraft transatlantlc travel and all the .

Carr ibean islands could be served with non- stop flights An extended network

y v
N -

. of}x{estic routes wag also operfed by the introd;jtion of Viscouhts, followe‘ N
by medium-range Vanguards. The. introductién

14 re " N « -
the jet, whieh could go with

3 \‘ . )
’ » - \ N Iv i . ¥ y ~ » "ﬁy“ ) .‘ ‘ ..v " A
' " [PTbe Gazette, "Ajr Catsda Adding Seats" Montreal, Friday, Mérch 18,1977, . *
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. . , i v . . ' " ’
over 100 passengers in 'at home' or 'better than home' comfort from\g\dontreal
& d " 3 < '

v to Vancouver and back in less than a day®nd be ready for an ovérnight trip to
Europe, was a priniary factor in expanding routes and increa$ing flight

frequenty. This, inturn, bc;th stirmnulated and served increased passengér
1 - , to- * bl

L B P
demands for air-transportation. With the advent of jet-driveffaircraft,

e -
' K

-

airliners becagne the niost popular modern carriefg of passengers trévelling
. { ) .

between citiesland continents. By\1960,’ stheduled airlines accounted for

v

almost as man_s; intercity passenger —mile§ as buses and railroads Q:inbjn%d. .
Developments in aiegraft technolo"gy also affected ?he‘unumbt'e'r of flight

crew needhéd per. aircra‘ft. The small and medium size aircra‘ft required”

a;;)roximately 3 to 6 cabin crew and 2 or 3 pil&ts. Bigger pla;1é‘s requri}'ed

L

. approximately 5 to 15 cabin crew members and 3 pilots in Sw fly and, ¥~ ‘

' W
* servicg the aircraft and its load of passengei®.
-

. , . }
. The effécts of this transition to jet equipped aircraft, spurred

4 . , T . .
tremendous change in all aspects of life; it enablpd 2 great mass of people to .

L , ‘ . .
fly faster andfarther, it made the world accessible and smaller and it created
) ¥y

.

:gr{eﬂter' comkpetition, regulation and rationalization e airlifle industry.

-~




3. THE SOCIO-ECONOMIC CONTEXT.

~

Technological innovations of the type explained above produced in turn,

some socio-economic chahge which had_an impact upon the role, image and

1

v

. status of flight attendantsw™

The jet revolution made civil aviation onre of the world's fastest growing

‘and most important industries. In order to illustrate this revolution and the

. ) . ‘ol Cd : 9
effects upon the industry, I will first introduce two interrelated processes, the

process of growth in terms of passenger -miles flowh and flight attendant

. employment during the pemod 1950~ 197é and the process of governmental

1S
-

. control mﬁsed upon the operatlons of airlines. MaJor changes in women's
* w

2 parti'cipetion in the labor for'ce.ow}er the period 1950-1976 will then be

)’ .

. C. v
introduced in order to put the general issue of the occupation of flight attendants
“ £

into a broader social context. ’
: ‘ ‘ g - ) v
a. The process of growth: tpassengers and flight attendants.

-

In 1940 the numger of passengers on prbpeller driven aircraft was

’

small. In the two decades that followed \4950-1970, during which time there

. .
were major improvements in aircraft technology, ‘the fig\une for passenger-miles%

j [ - .

flown by scheduled airlines.showed an incredible increase. N

/
. A8 Table 4 indicttes, during the period 1950 1955, the total numb?of
passenger -miles flown rose approximately 113%, from 1955 to 1960, the’increase

(o

.was in the range of 112%; fncrﬁx 1961 to 1965 60%; flom 1966 to 1970, 67%

“ k] [ /,/

T hese two decades *1950~- ,1970 constituted the golden age of C1v1l avxatlon w1th -

. \

a growbh rate of. approxxmafil/—lz to 15% ye&mly The year 19'71 saw the first

drop in pas nger-mlles flde This rise and declme in passenger—mlles




r

* became the trend in the following years. On the whele we may say that between
* %
1971 and 197‘6 the increase was on the average of % yearly.
& \ \
This long ferm expansmn in prgduct and demé‘nd has been accompanied

%

¥,
\]

by a rapid increase in flight attendant employment, During the period 1950-1955

L

. i« . - .
(passenger -miles increased 113%), the number of flight attendants increased -

r ;5;:.*“ ,

« from 150 to 304, it represents a rise of 100%. From 1955 to 1960
C

(passenger -miles increased 112%) the number of flight attendants increased to
. 730 or 150%.” It remained stationary until 1965, to increase to 1,073, a 40%
oy .
. . o, i
rise thé following year. This incryse was probably due to future project%ons

v
‘trafhc increase and the iptroduction of a ]et fleet on domestxc routes which .
v !}t

made possible a higher seating capactty. In 197 1, _with the introduction of the *
,747, the number of flight attendants was 2, 260, a rise of more than 100% from . -
s * ' '
4

. .1966. From 1971 to 1976, the increase in flight attendants was about 5% yearly;
T his seemf tor correspond with the fluctuation of passenge;—;éges rise and” . .

decline, characteristic of the 70's.

-+ . .
~ t

‘ . This uneven growth in passengers and flight attendants can be explained \

£

;o
. \ -
by the rapid‘rate of technological innova\ions in ghe industry yhich increased
/
seat- mlle capacnty, the range and frequency of flights and at thewame txme a_
i ) -~ N

\r 3 Ja N
» major economic slowdown in the industry. ¥ During the tter part of thls )

AN

['i \J ’ -
period, the airlize offered fewer m-fhght services and a higher seat depsnty
P 3 f .

4 Th{sfbepéiitted it to use progor tloﬁately fewer flight attendants hiit to services

et

vk,

(%4 ~ A
mqre passengers m a shorter time. -

wz.--m\

. ——
-, -

.
e

___‘_._.._.‘__. . / . . ) -ﬁg h
» 3Paul Gessell, “d’ anadian Axrlmes Face Bleak Year," The Monjweaiiar '
Saturdgy Japuary 17, 1976 :

ey \ \..77“
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@
Fyrther, these two factors, ‘high seat density and less or standardized
. T . [y
sexices affected the number of revenue passenger-miles per flight.attendant.
h §

& - ~
This served to shorten the time of interaction or contact between flight
attendants ang passengers. As indicated by the Table 4, compared to the

4
previous era when the highest number of revenue-passenger-miles per flight

attendant was 122,000, these years - 1950 to 1976 - increased the number

revenue passenger-miles per flight attendant to an average of approximately

3,000, 000. _ e ‘
AN . Co ‘
. I
Tal?le 4 - Increase in the number of revenue paséenger -miles,
- flight attendants and revenue-passenger-miles per flight .
4 attendant, during the period 1950-1976. '

/ r ,
./ y s

Revenue, Increase -Flight Number

i

Y5 pax-miles Rey-pax-miles Attendants pax-miles/stews. |
M . Pl % ' |

/ ' ) b :

ry

" .
1950 . 451, 748, 000 150 3,011, 000

- 1955 ’ 963, 775,000 113 , 304 3, 170, 000 hg

1960 2,040, 877,000 , 112 oy . 2,795,000
1965 3, 542,.8,67,000 60 731 *4, 655, 000 | v
1970 .7 6,681, 7£o‘,#ooo 69 "1 1,959 * 3,410, 000 ~ :’
L 175 ' 10, 110, 076, 000- 46 . ’ 2, 914% 3, 469, 000 .
1976° " . 10,708, 039,000 4 6 2,854 % . 3;750,000 -
s v ) 1 . &

% ) . @ ,

* inc@empéfary summer flight attendants.

' L]

, o : , , .
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_recruitinen, was done on the basis of a high school certificate 7r.eq‘;a1 lével

' 1n;f1ight amenities and safety precautions, standardize airlines and make

td

b. Government control and regulations

The national and world-wide importance of air transportation, the need
for stability, safety and regularity of public air services, induced the Federal

Government to institute strict control over the industry. The bodie responsible

"

for the application of these controls and adherence to the rules bedame the

National government for natioual%ervi,ceé and the IATA (International
' s .
Airlines Transport-Assoc. ) for international services. These two bodies

make the airline industry unique in the extent to which it is organizeﬁ,'both at
the national and international level. Natiomally, the controls are in the area of
(I safety standards concerning the aircraft and the Ccrew, (2) responsibility for

r /
fixing domestic tariffs, (3) responsibility for negotiating bilateral air services . -
(
\\ ' 4]

and allocating routes. ’ .
@
fnternati_onally, the IATA body is responsible for (1) fixing fares for international
+ [y r~ ~ " N

scheduled services, (2) fix‘ing standards of amenities on various classes of

services and activities such as in-flight service and entertainment, and
~ ° / v
g ' 3

(3) passengers' safety st::mdards.A _ Y

. [N

These two bodies, by imposing strict controls over fares, sei-vice',

&

-
-

diff%rentiation difficult to achieve. Vs : " o

-

c. Women ip the labor force: 195021976 A

hed \

. i ' ) )
While until 1955, flfght attendants were recruited from a small and

¥
{ .

q\}‘alltﬂed portion of the labor force -- the professional group of nurses --

s

after 1955, ag the requirement of ,being a qualiffed nurse was dropped, &

-

as ) ‘ S

‘ . : oo ‘ ’ V. - o w
< . l .
N - " . \'.
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'

of education. In order to understand the new position of flight agtep'Hénts -

inside the labor market and gain a perspective of the place of the occupation

as compared to other female occupations, a review of the nature of women

occupations and the size of the female labor force in the périod 1951-1971

follows. ¢

, I : 5
As Table 5 indicates, in 1951 the female labor force in the&anadian
. s ' N
market was 1,163,893. Of these: 27.5%.of all employed women wete in

clerical occupations, 21.0% in personal service, 10.5% in commercial and
financial activities, 14. 6% in manufacturing and commercial work and 14, 4%

¥

in profess'ional activities. Moreover, in the decades 1961 and 1971, women in
I

/ ' o
the labor force increased to 1,760,450 in 1961 and 2,831, 000 in 1971. The
\ ’ . y\.aﬁ \
sector which absorbed most of the women was in large part the clerigal sector.

’

1t absorbed 28. 6% in 1961 and 32. 7% of all~employed women in 1971. A decrease

was registered in the commercial and financial activities as well as in the
J
manufacturing and mechanical sector.

<a
! v

According to these statistics, the largest\proportioxi of women employed
. . P

in the two decades,’ 1951-1971, was in the clerical sector. This term, used

synonymously with the term 'white collar’ occupatioﬁ?, has been applied to mean,

4 . .
in its broadest sense, 'occupations of the class which is socially above manual

labar, 14 or, 'the class of salaried workers, especially office and mercantile

workers such as ¢lerks, salesmen, bookkeepers, etc. , whose duties pex;'xpitvor

N ’

require a well groomed appearance. 15

YHorwell's Dictionary of Modern American Usége. ‘

' SWebster's New International Dictionary, second edition, Unabridged. .

¢ o +
o L]
v

v
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According to the new qualification and requirements,. fligixt

attendants are included in this category. They are part of the sector of

) c & occupations or fhe 'white collar' mass of salaried workers which

Zﬁi‘: R e

have developed and increased wigh the rationalization of works and the

development of large scale business practices.
o~

The reduction of requirements to enter the occupation has lowered the

socio-economic status of flight attendants, compéred to the period prior

to 1955. The change hasreduced them to a middle level of white cotlar

occupations.

1
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Table 5.- Percentage distribution of working women by leading occupational
o ’ groups, -Canada, 1951-1971

v

Occupational group 1951 ‘1961 ‘1971
Personal Service < 21, 0% 22. 1% ° 22, 3%
Commercial and Financial - °~ 10.5% 10. 2% 8. 3%
Manufactur ing and Mechanical 14. 6% 9. 9% 11 2%
Clerical 217. 5% 28. 6% 32, 7%
; Professional® 14. 4% 15. 5% 17, 5%
| ? rm .
Others 11 9% 13. 6% 7. 1%
_ Total o 9.9 99. 9 99. 9
. ) ¢ ¢
Table 6 - The Canadian Population and the Labour Force ’x
Population and Labour Force’ 1951 1961 1971
\ te .
Total Population 13,984,329 18,200, 621 21,568,310 *.
n Labour Force : 5,214, 913 6,342,289 8, $31, 000
Female Labour Force 1,163, 893 1,760,450 2,831,000 ,
Women as percenﬂage of ) : ¥ ‘ : \_/
Labour Force 22. 0% 27. 3% 33.3% . ,
| . N \

t

Sources: Women in the Labour Force 1971; Facts and Figures.
Labour Canada, Womens Bureau. - «
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4. THE ORGANIZATIONAL CONTEXT

* The growth in the public's acceptance of éir-transportation introduced

an increased trend toward rationalization in the work environment. As in the

-

“early days, the duties and functions of the flight attendant may still be broadly
defined as safety and service. As a recruitment brochure explains: it is the

job of the stewardess
' to welcome passengers, check their boarding passes and help them
with seating. To ensure their safety and comfort; to check that -
smoking and seat belt regulations are being observed ...'

.
A

Other duties include in-flight announcements, distribution of reading material
and serving of meals and beverages. T Lo

,'... most of all your job is to anticipate the needs of your passengers -
and offer these services ina friendl)“r, courteous manner. That may
mean helping an invalid to his seat, warming a baby-bottle or not:
disturbing a passenger who wants to be left alone ...’ 6

Beside these duties, according to Federal Air Aviation rule 12 1-391, a flight
attendant is oxi t;oard specifically and primarily 'to provide the xho’ét efficient

. ’-
.~ egress to passengers in the event of an emergency evacuation. ' However,

AY

these duties are carried out in an environment which has become extremely

. );'

i »

99mp1ex and subject to constant change, .

In these pages I will look at the process of rationalization as it has been

~\ applied to the work environment and the conseq‘uez}ces for flight attendants. '\

[

R
.
¢ " g

“61The Sky's the Limit ... ," Air-Canada Brochure. Perdonnel Bureau
Mc1313-Bil(473)26M | ' - ; -

- . 4
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" a. The rationalization of work

e

The increase in seating capacity, the great éxtension of routes, the
frequency and availability of flights-introduced by the jét, have required precise
& / ' ' o
organizational planning and restructuring of the flight attendant's work.

s

“

1 Aathority

[ 3R

*

4

On the aircraft, authprity has been segmentalized énd'the work load
divided among the crew. The captain is always in command of the 'ship, ' but \

" the position of the flight attendant has changed. "The line of authority and the

v
L}

liomc;geneity of the group has been divided. On eyery aircraft, there is a
. ; ) 14 -

person in pha‘rge of the whole cabin, the 'in-charge flight attendant' or 'purser,’

. ™ -

followed by an 'assistant purser' (depending on the'size of the airéraft) and
the gréup of the flight-attendants’ On'Bigger planes, segmentation is even more

. , \ .
extensive, since a flight Director is added as the person in charge of supervision o

over the work of the cabin crew. Moreover,—Qge persons, purser or flight

st i
o

.- Director, are the link between the p[lot- in charge and the cabin crew andS are the
only persons responsible for any type of communication befween cockpit and
cabin crew.

. ¢ /

. Unlike the old days, today the structure of operations for pilots is'kept L

T

v

useparate from the cabin crew. The sfze"of operatiens and the introduction of
multiple types of aircraft has i-pquired a division between the two groups: pilots

belong to the 'flight jq{erations,' while the cabin crew belongs to the 'in—flight

service' department. This division assigns the;n differ ent schedules of

L}

‘operation and-at tlmés,/even different working qondltir}ns." o

. . . vy .
N » . S . v R

[y

-
%
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2, Work-tasks ’ . . - ' .

"Service tasks, duties, functions and emergency procedures have‘been

% 9

élearly defined, written down and subdivided among the~cabin crew members.

Each individual inside the plane has becomesrespons lble for a partlcular formal !

v J

work task and cabm}area 7

The large size of the operatfon of mass travelling, has reqoir'ed

‘.

standardization and simplification of tasks .service a\nd amemtles There has
been a large scale development of food serv1ce anﬂ‘f\ on /yplafnes -added

diversmns such as in-flight music and fxlms’ Dependmg on the lengthéuf the
flight, the time of departure or arrlval, different mealsoand b,everages or both,

aye served. Some beverages, like wine and alcohol, in the ecoilo;ny section -

L

«are served with a charge. For the service of me‘ali{tzight attendants are"

& ! . : s .

provided with carts. Hot meals are kept in the hot.plate on the upper part of
C
the cart, whxle the serving trays prepared beforehand are p-laced on the lower

\

level. Fllght attendants place the bot casserole on the tra¥ and serve it to the

Ld

P T ST U -

passengers. In this way a quick and easy service is guaranteed.

'

In first class, service is more elaborate. Gastronomic apecialities are, at ™
& . ten

12 : a .
certafn“times and on certain routes, offered accom’panied b int‘age ines,, -

. but tasks and procedures dre standardized to £it all flights and situatlons
> . X ) e

3. Requirementa and qualifications

This routinization and simpliffcation of ‘work, wit:h comfort speed and-

A v -

g the high level of sa.fety developed by the fntroductton of the jet have. also cbang’ed

¢

’

——— e <
T \

€. 7Alr Cannda Passegger Service! Manuﬂ\GOI, 602, 803 and
_Manual 356 378. ..
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k .and redyced the stringency of the requirements and qualifications - - -

characteristic of the occupation. In the late 50's andhearly 60's, the

qualification of being a registered nurse was d}ropped as part of employment.
- N \ '
1 . ‘.

N ‘ u v
‘The requirements changed as well; the minimum age for entrance beca;geﬁ 18,

» s

A 4 : N - .

_the educational requjrement became grade 12. Still required were good y <

physical, mental and emotional health, height*and weight limits, .and a pleasing

appearance. Still, at this time, applicants could not be married or have ‘

¢hildren and if a stewarde&s married, she had to resign. ,In 1965, as:a result

of civil rights legisl:ation and unibn pre;sure, some of these requirements were
p

changed. Stewardesses were no longer forced to quit flying because of

marriage or family obligation. At this time a 10 year contract and extra

¢ monetary rewards were introduced as part of the conditions for employment.

But because of union pressuré in 1971, these contract conditions were eliminated.
. ) .

6

4. Training .
- In the two decades, 1950-1970, training underwent several changes in

accordance wlit.h the new conditions of flying and airline policies. The

b ]

rela;(ation of the qualifications and requirements governing the hiring of

«

- stewardesses, the simplification and uniformity of tasks on board, the high

. of every airline introduced changes in the process of training sew flight :

/

o,

\,/ !
safety standards made possible by the jet and the standardization chafacteristic

attendants.

The training course lasts between three and four,weeks. During this

time, the new flight attendants become acquainted with the layout of different

aircraft by means of books or brief visits to the aircraft. They are taught how
/
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ke . " - . ' (
i . “=w"to serve meals and drinks; and they are trained how to use different safety
| ¢ cy :

\ : ", equipment which is carried on board. 'I;he applicant alsorhas to pasg or attend %
l ‘ - ' grooming ¢lasses held by pr?fessionals or semi-professionals 'image makers'8
. ) . J \‘ ’ !
, " ©®° ,  who make decisions abotﬁ the 'look' of the would-be-ste“?a”rdess according to

\

; . the image of the flight attendant expected by the airline. In this course, the “
|

i new stewardesslearns 'posture, grace, eating habits, how to lose weight,

|

surface beauty, make up; hﬁir and the like. ' She is shown thé kind of
appearance expectgcf by the airline. "
| ’ - “5. Lifestyle
Despite the routinization and rationalization of the work offlight
attendanté, the occupation in' a number of ways has remained unique. Two
/ elex;\rents make it so: the special place of work and the particular lifestyle . ’ 1
made possible by the occupation. An important feature of the work plac':e, being i 1
an airplane, is its variability. National and international airiine services b ‘

i

‘ f‘ R
- 1
13

»

create a unique mobile work place. Not only is the work ﬁace usually in motion,
often at great speed, but the distances that are travelle‘d in a short time, may
be correspondinély long. The special cha;acteris;tic of the work ;Jlace requires . ; |
. ‘ |
flight attendants to k?ep very irregular hours of Work, to be away from home ' ‘ “
for a certain time and to deal with extremely varied groups o; people. Flight

attendants spend an average of 150 days in places other than home, either in

local cities or overseas. , During this time, they live in hotels and spend most

v '

ider, "The Grooming of Airline Attendants - Constance Style, "
May 12, 1973. ? ‘

L] . N o 1




of their time getting acquainted with different placed and habitg In a word,

they become 'experts' of the wgfla\-ﬂ 1

w

The increased ratio of revenue passeflger miles per flight attendant,

the additional services whigh are offered have been made possible by
'3 ¢

routinizing the work. This in turn, has made relationships with passehgers
\ “ .
limited and impersopﬂﬁl:as resulted in a relaxation of the qualifications
and requirements governing the occupation. Despite all this, flight

. ™~ ,
B ' attendants still lead a lifestyle which is uncommon and different from most

N
people in-the labor force.

b. _The rationalization of the flight attendant. . @ %;
. The principle of rationalization defined as '... the methodical

attainment of a definifedy#iven and practical end 'i)y means of an increasingly

]

precise calculation of adequate means .. 110 has nof only been a pervasive
, »

elemenit in changing.the work environnfent but it has also been 2 powerful |
element in the process of éiajge of the image of fli;ht attendants.

Thg/ growth made posdible by the jet developed a high d%gree of

competition among airlines seeking to attract passengers. Atthe same time,
é ' Y . '
(he cartelization "oM\the industry made this process very difficult and hard to

achieve. With fares, service angi\in—flight amenities controlled and regulated

there were very few unique features which a gpecific airline could use to

petpsuade the public to believe that they were unique from other airlines.

» . ' ’ .
10Hans H. Gerth and C. Wright Mills, From Max Weber; Essays in
Sociology, p. 293. ’




. The only forms of competition became standards of service, advertising and

‘ 84

‘' 3
’

sales product promotion. Consequently, the stewardess, bearing the image of
the company, the employee going places, glorified and glamorized and with the

most contact with the customer, became one.mean by which airlines sought

I PRERIE C

to distinguish themselves from their competitors. The following pages will
examine the image of~the stewardess as introduced by clompany advertising.

1. The use of imagery

-

Advertising and public relation agencies became the 'image makers' for . /

the airline stewardess. . The theme commonly used.for all airlines ce'ntéred J
around the promise of a Alovely hostess to introduce every passengex.' to the 1
subtle delights of the aircraft's co;nfort, hospitality and foreign places. China J‘
Airlines promised that you would be 'pampered by cfxeongsam—clad hostesses

as you relax in an oriental atmosphere,' Air Jamaica stewardesses were . (
refen:ed‘ to as 'tropical birds'; American Airlines introduced 'air-strips' on |

board and advertising campaigns whose famous slogans 'Fly Me - I'm Cheryl' ‘

and 'We really move our tails for you' became cheap jo‘kes used on board to f

' * 1

heighten the fun of flying.
All airlines did their best to use flight attendants to create a flying

dream machine where péssengers would be catéred to by submissive geisha-
‘ )

type girls. Moreover, this imagery touched off an endless series of flight
attendants exploitation books, starting with Coffee, Tea or Me, now in its’

twentieth printing to How To Make A Good Stewardess, which is purported to ; .

te

be a guide to the most effective means of seducing the different kinds of women

found on different airlines. All these elements affected the image of flight




“

attendants on board. The image of flight attendant became more like

/

glamorous, serwviceable young women gladly serving, but with hardvly' any

authority.

2. 'The symbols o
N

While the stewardess image changed from that of an attractive

wife-to—be', with all the inherent limitations that it implies, to a more

" glamorized 'BarbigDoll' or 'Playmate in the sky', the airlines 'completed this
image by introducing changes in grooming regulations and uniform design.

" At first, in the early days, paramilitary rules concerning hairdos and the

precise shade of lipstick were introduced, shifting later to a different kind of
. -
control; the introduction of new uniforms which included miniskirts or

different sets of costumes to flt any mood, As Captain AshWood claims:

'... as much agonizing thought, research and argument goes into the
selection of the stewardess's uniform as goes into purchaslng a new
fleet of multi-million dollar planes . _

. ‘ e
These images had important consequences on the public view of tha

stewardess and consequently of her occupational status1®

UCaptain Thomas M. Ashwood, This is Your Captain Speaking, A Handbook

for Air Travelers. (New York: Stein and'Day Publishers, 1974), p. 97-107. -

121p late 1977 and early 1978, most airlines began switching back to the

" "uniform-uniform' or the ' profesélonal look. ' This seems to be a consequence |

of the major changes affecting the occupation, as reported in these pages.
Further the changing conditions of employment - flight attendants remaining

. inside the occupation longer; the irrelevance of marital status and parenthood

and the increase in men being hired - meant that airlines could not possibly keep
the image of flight attendants as 'glamorous young women.' The emphasis on
glamour was in a way an impediment to good service and efficiency on board.
Thus, there ltas beei;a return to a more formal image and a focus upon
'Professionalism. '

.
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4 The status of airline flight attendants is part of the history of air
transportation. In the early part of the century," air travelling made headlines,

" operations were small and limited, stewardesses were associated with the
cockpit crew and shared with them a particular mystique and prestige. The
. \ \

novelty of flying, the special work environment and the‘ character of the

occupation were a break from the 'ordinary' and Ahe 'routine.' It challenged

the customary role of work and invested ‘stewardesées with 'charismatiAd .

'

" exceptional qualities. ‘ . § . .
The need of having stewardesses on board was both emotional and

practical. Sidce flying was still in its early stages and emei'gencies cropped

up frequently, one major problem of the industry rested in overcoming the fear

of flying and making passengers comfortable during their trips. Thus, the "

stewardess's role was to reassure passengers. In doing so she had to be a

qualified nurse, and to provide high standards of service and safety. Her

b
career was short. Most gh-‘ls left the occupation for an early marriage.

-

During t‘heg early days most newspapers qulic ized and portrayed the

stewardess as an exceptional person with exceptional qualities. Her image

! A : "
emerged g5 one of a competent, exemplary and extraordinary figure in a unigue

[y

occupation. She was gnvied and praised., , T \
This image gpas also reflected in the uniform style, coﬁsisting of capes

or long aviation coats, hat, and a military lool;:ing costume. (;onsequen'tly, the

special char{c}éristics of 'the occupation, the nurse qualifigation, the cloge

association with the pllots and with wealthy passengers, the curiosity concernlng"




airplanes and flying in general, «the myth of being 'charismattc”or 'superwoman’,

D L ST & SR |
became the social basis for status.. = _. e ) . . )
‘ y \ ’ ‘ ‘. N

"

L * Today, with 'rtlhé advent of mass transportation, travelling has become

\;é?ry: pop\ilar and at the disposal of a wide rénge of people. In this process, the

industry and the accupation of flying have undergone a wide process of
. L. - LY

’iransf_grxﬁation. Flying went beyond national boundaries and, the world became

B

its.domaifi. As the pioneering age was over, the industry became increasimgly

3 .
o ki
organized, bureaucratized and government regplated;/o/rglq ization took the *

> shape of'spe‘ciali\zation, differentiation and routinization of work. These processes

8 P

decreased the previous in-group integration among the crew. Authority on

board t_)eéame segmented along hierarchical ‘line's. Work tasks were made

”s(impl'e and routine. Requirements and qualifications were reduced. Moreover,

~
'

with price and ,route§ being government controlled, flight attendants became part

. .

i
*. of the Eompetitive ;Sx;ocess among airlines by promoting their images. These o ” :
‘ima,ges, por’traying fiight attendants as seductive young women, lacking authority I
~ but gladly Yserving: and pampéring male Custoxﬁers, were further reinforced py — J‘ ;
i : ) . {
unﬁorﬁsl - These becafne alluring costumes and flight’ attendanj:shad to attain a . v

B ‘sta‘r‘lda'rdized seductive look to enhance the organizational ’u:nfrg/re. All this occurrgd . R

«
> 3

at the very time when flight attendants were handling mere n’eutlnized jobs.: .
These fechnological, social and organizational developments ‘%mve changed the IR (
" S . . A
. occupation and the traditional basis for status. The transition from highly trained, -
‘., - - v . v ; ‘ .. ,

author itggwielding professionalsto merely element; in advertising schemes, the

’ ., & ».
0 lack of special qualification or knqwled%e, the mass clientele, the routinized

\ . 2

character of the job on board, have reduced the flight attendant's status and




Y

2

Al

S -

r

<

.made it unclear. These changes are summarized in' Figure 1. '
t 0 ‘ ' . -
| . .
+While flight attendants still characterize for most people an image of

access to a la‘rger wérld, on bogrd they are merely in/volveg in routgnized and
. . . X .
mechanical tasks which challenge their status. What are the consequences of |

this situation upon the flight attendants ? What conflict does it entail at the role -

-~ K .

- level when flight attendants aré confronted with discrepant definitions of their

status and social identity ? ,\.

2

o ’ ’

The following pages will investigate more closely the status of airline

4

flight atkndants in the jet era today. The consequences of their ambiguous !

status, _conflict and resolution at the personal level will be examined later.- .

4

- O
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CHAPTER VI

* THE OCCUPATIONAL STATUS OF AIRLINE FLIGHT ATTENDANTS

b ]

" 1L INTRODUCTION '

K

AY
Any analysis of occupational status is concerned with social judgments
. 3 '
of two kinds:" an evaluation by the researcher of the objective functions of an ",

ogcupation according to those attributes wlfich are scarce and desirable, and *

-

a subjective evaluation or the perception of elements attributed to occuﬁations

by actors it)_a particular society.
‘) \ ]
The first type of evaluation is goncerned with the relative rank of

n

occupations according to the given 'value orientation' of a society as determined

[

‘by the researcher. The other type of evaluation is based upon a degree of

consensus among actors about the desirable elements which we incorporated

1
. .o
in a particular occupation. ; bk

Both indices, although very controversial, are important instruments in

2

»
approaching the problem of status evaluation in moérn society. In the ©

discussion to follow, the status of afrline ﬂléthttendants is first analyzed

according to the functional aspects of the work role in the jet age. Then, the

. 6ccupation is further analyzed according to the status assigned to it by actors

themselves. These approaches, emphasizing different approaches to evaluating

the pytige of an occupation, .introduce us to the empirical issue of status

'
-~

evaluation, as it-applies to airline flight attendants.

¥
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2. THE OBJECTIVE INDEX OF PRESTIGE | ¢ T/ ’

4

< The idea that in all social sysfexps occu;.)a‘tié;ls'( a{z'éldifferengially rated
in terms of t'he prestige acco'réed to them, is a commori sociological
obs%ﬁétion. This éection will introduce some of the assumptions underlying'
this differentiation as well as the basic €lements associated with p;'éstige in |
modern industrial society. The evaluation of the occupation of airline flight

attendant will then follow.

a. Some assumptions concerning the objective index of prestige.

-

In urbanized industrial society, ‘l;hose holding to functionalist theoretical
¢ »
’

- assumptions have ordered occupations according to.a complex system of

evaluation derived from the basic needs of the society, and based upon education,
: S

~4 .
income and allthe functional characteristics attached to an occupational role.

'

Those roleé, deemed to be more important, are assumed to offer greater
rewards. The general’ ésémption behind this approach is fhe belief that roles,
in which the incumbent exercises authority are rated higher than physical ta~sks
Wh{ch r:equire little exercise of authority. Similarly an occupation requiring
gx:eéter formal education aﬁd skills is ranked higher than other occupations.
Clean work is ranked higher than dirty work. Self-emyment is ranked above
an employee Status, , Occupations gre classified according to their z;Lmﬂ;irity
with respect to these criteria and ciassifiéd into major socio-economic

S

groupings. One example is that used by the Bureau of the Census.

- [




N N .
- . . . .
'
M .
[l ; i
’ i
. 92 - . .
. s N
N

. .
- I M
. * ° .
. ; . ' 1 - -«
~ f
H
’ -

In Canada, the main groupings are the-following: | - \ . .
. B :
(1) Professionals: includes persons such-as professors, lawyers engineers
and s:mnlar occupations.

(2), Semi—professionals: inclndes persons such as teachers, nurses,
.1ib§i1: ians and similar oceupations. '
.o 4y
(3) Proprietors, Managers and Officials, large: consists of persons owning

or managing large business units such as banks, factories, wholesale

business and similar occupations.’ X ‘ .

-

(4) P rietors, Managers and Officials, small: represents owners and
managers of small retail, service and various contractors.

(5) Clerical and Sales: are a large heterogeneous category of clerical a
bMthnical workers whose work is primarily non manual and requires
various degrees of skill. .

(6) Skilled Manual workers: ~includes v?orkers whose woxk is primarily
) manual and involves a specific skill.

(7) Semi-skilled workers: includes workers whose woy{{ is primarily manual : 4
and involves a minor degree of skill. - P ;

(8) Unskilled workers: no sk is required.

-

(9 Farmers! -
- Each of these categories is Jifflgrentiated by the degree of education ' '

which is required and the incomé rewards. These are taken as indices of the

) . e 4
\ ,

relative importance of the funct i&ns provided by these occupétions.

-

f
‘ i
2 . .
. | <
. : t . -
I . . . .
f .
, .
.

~— . N \

1These categories have been as a 'sociologically common sense sdcio-
economic status categories' based upon sociological researches instead of
Census categories and are the same as used by Peter C. Pineo and John Porter, -
"Occupational Pregpige in Canada." Social Stratification; Canada,
ed. James E. Curtis and Willlam G. Scoft. (Scarborough, Ontario, Prentlce
Hall of Canada Ltd., 1973), pp. 55-68.
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* positions of authority vacancies. ,

ic Y ~ o

b.. The components and the ranking of the occupational status of. flight attendants.
o x .
' N T

The socio-economic factors determining status have been specified as

S
+ i n

occupation, education and income. F{I‘he latter two are functionally related to
: R ~ . )

the nature of work and its requirements. .

L)

.
i

A brevidus analysis of the occu[;ation from'its birth to today's jet age,
outlined .thej functional role of flight attendant as (a) ensuring the pas'senger's
safety, (b) ‘promoting public relations, and (c) attendmg pass ngers' needs
mchiding the serving‘of food and beverages. However, with the coming of thé

" jet era some of the e}éments of the occupat'ion such as job-content,. skill,

2

responsibaility, authority on board, as well as the stringency of the job

e
! \

! requirements have been changed. The s%{ill and knowledge required to cari'y'
out the {J{r.k role are écquired by a 4 to 6 week training perijdd followed ﬁy a
short pe:riod of training on the job. Ré;ponsfbﬂity concerns the carrying ou't
of emergency pfoced’ures, enforcement of safety rules and sta;ndar.dized
company regtilatlons: "Author/ity is segmentalized. To qualify for the
ocoupation,: a high school certificate or equivalent eduéétionz;l level is
re.quired. )Additional tx;ainl;xg supplies role ix‘lcumbepts with all the skills and:
knowlédge necessary to carry out role obligations. L &

There are two types of progressions inside the occupation: time

" progression and career prﬂogres‘;sion. The firs} is erepr‘ese‘xite“d by seniority.

It regulates positions and the assignments fligl;t attendants are able to choos'é
.to work. Careell" progression, is an advancement toward positi'o.ns,of author ity

on board. - '{n-charge flight attendant' and 'Flight Director', represent -

i

¢
LI
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“  The oc’cupat?‘on consists o(f shift work. Work can be carried out on
different flights and/)routes or at different times. Some of these elements axle
more favourable than others and are regulated by the seniority syst_em.
‘Seniority or time progression gives flight attendants increasing autonomy over
working conditions, such as choic.e of ﬁlig.hts, day or time of work, routes,
éR@QS or continent'sL t‘hey wish to flyv. When on duty, expenses, such as

transportation toeand from the airport to the city and hotel and meal allowances

-

are fully paid by the company. Income varies according to time and position

in the occupation. As of June 1976, the'income ranged from a starting salary
of $785 to a maximum or $2,000 monthly.
In addition to income, there are other yéwards. The occupation offers

g
travelling benefits, such as a certain number.of free tickets inside the total

routes-system of the airline, plus reductions with other airlines serving

' transcontinental routes. These additional benefits are also dependent uponr the

seniority system. Further there are auxiliary benefits related to the field of

o

travelling, such as special rates in resort hotels. These benefits add to the

-

economic rewards of the occupation and'are highly adv‘ertised by the airline
to attract potential candidates. The occupimts are mostiy women, alt}nugh )
lately tﬁere has been an increase in the nu;nber of men ;pplymg for the .
Position, and the); come from low or middle class level.

These socio-economic factors are characteristic of the occupation today:

[

a middle level of education, qualifications and skill learned Ln a short course

}

and a period of training on the job. It is a "white collar" occupation
|

incori%ratedlyyitlﬁn the category of 'clerical and sales.' However, the special

) N
- ",

e 4 o ——




rewards z;ssociated with _the occupation differentiate it from the occupations

includéd in the above category and assign to it an honorific value which

<

affects its evaluation. ‘ . '
¢ * °
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3 THE SUBJECTIVE STATUS RANK OF FLIGHT ATTENDANTS IN CANADA.

The prestige attributed to an occupatidn is not only governed by socio-
economic criteria but it is defined to a great exte(lt by people's perception and .

by conventions, beliefs and customs associated with the occupation. What peo,ple""

-

| believe about the worth and valyes of an occupation, is an important factor k,in ‘
the prbc'ess of evaluation. Thilect.ion introduces the gccorded status of ﬂight
atter_xdar{ts in Car{ada, the elérr;ents people associate wi
occupation and some empﬁ‘ical data supporting this view.

a. A study of occupational prestige in Canada.

A é;udy concerning the prestige of occupations inl Canada, made in'196:7
by Pineo and Porter, 2 along the lines of the NQRC stydy conducted in 1962 in
the United States, divides occupations mZ) eight socio-economic gioupings:
Professionals; Semi-professionals; Proprle!:ors, Managers and Officials, large;
Propriei;ors, Managers and Officials, small; Clerical gnd Sales; Skilled workérs;
Semi-skllled“workers; Unskilled worker;e,, plus farmers”(‘ahd people m;b in the
l‘labor force. The rank of o;:éupations was esﬁblished by asking a sampletof 793

indiv'lduals, representing the Canadian popu]atfon, to give their personal opinion

. ' .
. about the general standing of listed oc‘:qupations.

Flight attendantslor "Air—bgtesées" are reported by the researchers
under the grouping Clerical and Sales. 'LI‘khe prestige score given to the occupation
"by the Canadian poptilation is a national a‘}efage of 57. 0 with a standard deviation

' of 21. 1 (with the English sample according a score of 55.7, the French, of 6L 0).’

v -

2 bid. A o "

e g e e
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In the Clerical and Sales socio-economic grouping, flight attendants
are grouped with occupations such as Bank Téller, Bill Collector, Bookkeeper,
Clerk in an office, Insurance and Real E state. %gent, Receptionist, SalesMCIerk

in a store, Travelling salesman and the like, that is all occupations of a low

P LRI s AT R

° white collar nature, with some general skills anﬁl/or some forms of contact

-

4

N—s
with the general public.

4
-

The rank assigned to "air-hostess," 5§7.0 as shown by the table attached

-

as Appendix 4, is the highest rank assigned to occupations included in this

category. Moreover, certainoccupations included in the categoriés of

“"Professional," "Semi-professional,” "Proprietor, Manager and Office large o ~
and sinall," had similar rankings with air-hostess, while others scored slightly
above, as the table below illustrates: " - )

. N 1

\
: g
W
€ \ P
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»
Socio—eqonomic grouping & occupation Score St. deviation
- ) 1. .Professional . l .
Accountant : 63,4 - 19. 2
Public grade school teacher ' 59. 6 20. 5
. d o i
2. Semi-professional ) ) )
TV star ’ ‘ 65. 6 26.8
Registered Nurse . 64. 7 2.4
TV Director - 62, 1 2L5
Journalist . > 60. 9 20.0
Professionally trained librarian . b8.1 217
TV announcer : . - 57. 6 2L 6
Social worker . \ 55. 1 24.0
. Sy
3. Proprietors, -Managers and Officials '
Large. ‘ . } :
¢ Advertising Executive 56. 5 2.8 i
Buyer for a Department store ~5L1 19.3 '
4, Pro%rietors, Managers and Officials )
" Small ' . ‘
_ Advertising Copy -writer 48.9 - *  20.6
] Job Counsellor R8. 8 20. 7
Manager of a Real Estate Office B8.3 20.9
5. Clerical and Sales
Alr-hostess ’ . BT.0 2L 1
-
t
It seems evident from these findings, that although the occupation of
air-hpstess belongs today to a low grade white collar occupational grouping,
" Clerical and Sales, the general public accord it a higher prestige than is its
) due objectivély. Moreover, this inflated index of prestige indicates that despite

the effects of the technological changes upon the occupation, people acgord to




1

the occupation certain qualities which make it desirable.
‘ .

Thisg section follows with data‘eonéerning the elements of desirabﬂity

and attractiveness of the occupation and with some empirical data concerning

1

the case study.

>

" b, The subjec'tive attributes of prestige accorded to the occupation of airline

»
o

flight attendants.

A review of studies and general literature give us some insight into the

o

elements of attraction and desirability people identify with the occupation. A
study3 concermng the vocational interests of men and women in a wide vamety '
of occupations, tries to c’grrelate various occupatxons with the elements

)

associated with them by occupational incumbents. The occupatiqq of

"Air-hostess, ' is frequently grouped together with fashion models an ghtelub-TV

entertainers, and it is correlated with-elements of interests and/or attractions

13

which tend to be of the 'livelier kind' and are concerned with the 'sparkling part

of life'. When these interests were compared with the interests of candidates
€ .
opting for different occupations, the responses correlated with the above

' R el
occupations were as follows: ‘
: ¢
'thrilling, dangerous activities' vs, 'quieter, safer activitieg'
'taking a chance' vs. ‘'playing safe'
'work in which you move from .
place to place! vs. 'work where you stay in a place’
'great variety of work' vs. 'similarity in work' :

'entertaining othérs'
'continually changing activities'
tusually liven up the groupona dull day

3pavid P. Campbell, "The gyéh Between ‘Beautiful Women and Sciencé, "
The Professional Woman, ed. Athena Theordore. (Cambridge, Mass. :#

Shenkman Publ. Co. Ipc., 1971), pp. 135-141,

41bid, pp. 136-137.

xt
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. n?iddle class position carrying prestige and glamor.

1. Rate of applications to the airline
\

¢

At a conference in Chiéago, promoted by the organization ""Stewardesses

for-Womens' -Rights," a psychologist agsociated the occupation with a
' i .
'flighty personality’ and saw the reason why women join the airline as 2 means

'to keep things happening, to keep moving all the time. 5

s

Moreover, studies concerning the prestige of occupawdicate the

) occupation of air-hostess to be overrated by the gex\x%ral public. Ina study6 of

the occupation 2f telephone workers, tHe researchgr asked the women if they
agpired to more desirablé occupations. Among the occupations mentionecli, tﬁ(!:
occupation of air-hostess was cited by the majority as a desirable, "sec,ure,
o

To conclude, these findings suggest thz;t there is a special romance
associated with flying by people in general. The main'éttributes of prestige
according to the general public ge‘em to rest with @e idea of glamor, v.vith

various off-the-job ;‘Qities and with the constantly changing environment.

¢. Some empirical data supporting the accorded status ‘given to the occupation.

The empirical data reported here concerns the rate of applicationks

and the turn-over i'ate as it applies to the case study., -

k]

'"The sky is the limit when you take off on your career as a flight

attendant - It is a busy, different lifel You start as a trainee and then

i -

/

[ ]
SPaula Kane and C. Chandler, ‘Sex Object in the Sky: A Personal Acco?nt
of the Stewardess Rebellion, (Chicago: Follett Publishing Co., 1974) p. 87

‘6Joel Seidman, et al., "Telephone Workers," pp. 493-504.
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] ... spread your wings and fly! You can go far! ...' - says the airline brochpre?
“ . A .

But, it continues . .. ‘come ofiout of the clouds and down to earth for a minute!

'

... the job is not right for everyon‘é!. ' ‘Despite the caution, the position is one

\
. " 7 . ‘ . - R .
of the most sought after in the airline industry.8 : o . s
- v \ R

The airline \quuestlon had more than 10, 000 apphc{s in 1977,

. matching the number \of prev1ous years. Most of the applicants are young women
A \ v

and men, aged 18*0 24 H0wever few of them are hired. As the following |~

table mdlcates in 1973 only 8. 3% of the candidates were recruited; in 1974,

”» ]

a3%, in 1975, 13. 4% in 1976, 11. 7%.

Table 7 - Number of applicants recruited by year. * .
. \ . ) -

A

. . Year Total No. Individuals Total %. of Individuals
o Intervtewed (*) Hired - Hired o

- A\; 1
1973 7 9,786 \ ¢ 813 § 8.3% j
1974 8,064 506 e s%
1975 625 f\\ 84 13, 4% :

1976 2,765 \ 324 1L 7%
. Y - i !
\ i
! J\i 1
\ i

P

A
(*) The number of individuals interviewed does not represent the total pumber
. of applicants but the number of individuals chosen and interviewed by the
per sonnel office according to the qualifipations reported by the candidates
on the application form. " \

\

3

‘7Air Canada, Personnel Bureau Brochuréf Mc1313-Bil (4-73) 25M.

8Ken Romain, "Many Want Flight Attendant Jobs, Few Chosen, "
The Globe and Mail, Toronto, Saturday, April 23; 1977.

3
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This occupational attraction or desirability asseciated with the occupation

2. Turn-over rate of flight attendants in the airline.

e

seems to be kept among airline flight attendants themselves. As the following

table indicates, as social change and union pressure have elim'u%ated certain -

* occupational aiscriminations and age limitation, flight attendants remain in the
occupation longer. - In the United States an occupational survey9 reports that the

average flight attendant today has been on the job six years, compared to a decade

ago when the tenure was only 18 months. Moreover, the average age of cabin

crew is now 26 5 years, ‘compared to 22 years in 1966. At the airline in question,

urktil 1966 the average turn-over rate was approximately 40%. After 1969, the

turn-over rate dropped to 8% and then a mere 5% in 1976

L 4

Tabl(T 8 - Turn-over rate of flight attendants during the period 1933-1976.

9These data are quoted in Harold Watkins, ""No More Cheese cake in the

Y)!:AR TURN-OVER RATE OBSERVATIONS - ]
© 1939-1940 B 30% ...... Termination of flying duties mandatory
. oo at the age of 32 or upon marriage.
Teon 1945 50% Qualification required: nurse.
1950 30%
Y
1955 46% ..... . Nurse qualification eliminated.
Still age limit of 32, o
1960 30%
1965 30% ...... In 1969, a ten year maximim
. : employment contract was infroduced.
1970 8% For those hired before, the age limit
became 50 years of age.
1975 6% ...... In 1971 the age clause was cancelled.

Sky: Mature Stews demand pay, pensions.' The Montreal Star, Wednesday,

* ‘September 15, 1976.

e i P Ak =+ Sl et it 3




All these empirical data provide further evidence of the.prestige

attributed to the occupation by people at large, applicants, and role-incumbents

themselves.
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3. SUMMARY AND SOME IMPLICATIONS FOR THE -EMPIRICAL RESEARCH

The transition to the jet era has created a certain ambigﬁity in the status
definition of airline fli‘gl}t attendants. Theoretically, status is not only an attribute
acquired in terms of raﬁk and favourable or detrimental characteristics attached
to a work role, but it is also dépendeht upon the identification of individuals with
their work role and how the role enables them to enjoy desirable rewards.

The above findings indicatg a discrepancy between the objective status,
established by socio-economic criteria, and the }perceived' status, based upon
more symbolic properties of aiﬂ'me flight attendants. According to the
objective elements - the taslf oriented nature of work, skill acquired through
little training and on the job, and the level of education - flight attendants are
classified into thﬁ; 'white collar' occupational group. ?‘hey are categorized as
'Clex"ical and Sales.' According to a more 'subjectiv'e' index, the status accorded
to flight attendants I;y a more general population is inflated. - Mgreover, a more

de:ailed analysis of the attributes of status, shows t.hlis discrepancy to be due to
the extrinsic rewards of the occupation rather than the work roles themselves.
This lack of unity and agreement concerning the elgments of status provides
an additional explanation for the strains ;axperi‘epced by ﬂ{ght attendants. Conflict
' will.be greater in the work gituation, where the extrinsi¢ rewards are not visible.
The following pages will examine the elements ;;f status as viewed by'flight
attendants. These elements by which flight attendants grant status to themselves
will be tested in the different social contexts of the flight aftendant's role set -
among\her/ his peers, within the wo'ri( setting and with the passer;gers -in c'>rder to

S

determine the degree of agreement or conflict in the process of evaluation.

4
&
i
i
1




CHAPTER VII

THE STATUS OF FLIGHT ATTENDANTS AND THEIR PEER GROUP

‘ea

1. INTRODUCTION !

e
The kind of work people do defines their place in the social system. - But

"-w»,"z’w'-.‘.ﬂ-w B

less tangible elements of an occupation define the status incumbents accord‘ to
themselves. These elements thus become the symbols and thé values membjers
of an occupation identify as distinguishing and dﬁferentiating therrli from' others.
They are the standards the group members use to éppraise themse_lvés énd
claim status from others. This clapter explores the valges and meanings flight .
atutendants assign to certain elements of theif work role yvhiéh enhance their

status and which serve as a basis for invidious comparisons with other groups *

belonging to the same socio-economic category.

106
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2. THE FLIGHT ATTENDANT'S SUBJECTIVE DEFINITION OF STATUS

~

. This section introduces the subjective ciefimtion"of status as claimed by
flight-attendants. ' Th;e indicators used tg identify these elements afé’thc\;)se of
attraction and importance flight attendants assign to their work role. ‘The
elements of attraction make clear the distinctive values flight attendants employ
to differentiate this occu;‘)ation from others. The elements of importance |
identify the intrinsic meanigg, the wort.h‘ and the social utility group members
attr’@ute to their specific work role.

>

These findings and their interpretation are based upon data obtained from

v
rd

the responses to questionnaires sent to flight attendants of three major bases of .
the airline in question and from the diaries, written by a small group of flight
attendants.

From a bo'tal of 540 questionnaires, representing.approximately 20%4,°f the flight

S

attendants of the three Pases, 181 questionnaires.were returned. Of these,
35 repx:esented a preliminary stage of the study. Some revisions were
subsequently made. - Th{is, _some of the data tables do not include this number.
The t;)tal resp;nse rate represents one third of the group sampled or
approximately 10% of t'he total number of flight attendants of the three bases,
and they are the qugntitative basis of the study.
A s noted previously, of the 20 diaries distributed, 11 were returned and they
have been used as a supplement and interpretation of the qmnti%ative data.

A word oé warning should be said ab;)ut the small return rate which could
hdve an effect on the representativeness and validity of the study. While this .

constitutessone of the major weaknesses of the study, the responses concerning
. R ,

""I
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these data seem to correspond with responses found in the diaries.

JENSEN

a. The social basis of prestige: lifestyle:

The style of life people lead is often-a function of the work they do.
Moreover the influence of the work role upon people's lifestyle is related to the
demands occupations make upon their members. These include the ;amount of

L}

. time required on the job, the place of work, the social relationships and the

!

' symbols attached to the job. These eleménts influe

e people's taste, habits and
activities, in a word, they influence their lifestyle. 1 .
¢ Flight atténdants, when asked to indicate the Elemegts att;abt;ng/them to
their work,. indicated as the most important élem;nt of attraction the special
characteristics of 'flying' as an occupation. (Table ?'\ This was followea by
whaE_ we may term the-consequences of these characteristics %as: the
possibility to ;nteract and meet different people, travelling to di.fferen.t places and |
/ Co to be in touch with different lifestyles.
// ' The (u:haracter]istics of 'flying’ wer;a identified as:

... unconventional hours ... non-routine ... each day is different...
elements of the unknown ... variance of atmosphere, lack of monotony,
»,.. varied hours and routes ... getting away from ho?}. . the constant,
. : change of surrounding ... moving around on the job v s<having to sit
at a desk ... non-youtine type of life ... the variety of flying ... not
boring ..., most of the time it doesn't seem like work ... variety ...
) able to see the world and not being restricted constantly by the same
} " monotonous environment . . ., '2 .
\ \ . AN

Coa ) ’ : »

o ) % .
IFor a detailed study of the relationship between work role and lifgstyle,
see Graeme Salaman, Community and Occupation, (Cambridge University p
Press, 1974) N ' l

2E}werpts from questionnaire responses.’

o




, ’ - group with wl}bm they compare themselves, the referenee group of the same
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o

’As‘ these descriptions indicate, flight éttendants, independently of time

N

and qualification inside the occupation, identify their occupation as 'free' from

the constraints of 'routine', 'sameness' and the ' static and small environment'

of an office. The occupation is identified. as being mobile, free, different,
varied and as being part of a larger world.

Although flight attendants were not asked to ingicate a specific reference

’

.sbcial aggregate they most often referred to was clerical, from whom they clearly

e

disassociated themselves. A physically mobile environment such as an

o

afrplane, travelling at high speed and over several lands is a different system *

from the close work situation of an office. It places different demands on the

"wox"’kers and consequently it structures the lifestyle of its z‘nembers ina

totally different way. Compared to the close apd static work situatioh of an office,
flight-attendants indicuated"flying"\'as being sgtisfying, fulfilling in a way in

which most occupations are not. It.seems that the life of a flig(ht attenda;nt is’

not dull or routine, although cit may not be that glamorous. Only 5% indicated

that glamor, excitement and challenge‘ were major characteristics of the job.

* What makes a flight attendant different from other people of the same

v

social aggregate is the lifestyle. As a flight attendant explains;
'... the most impqrtant thing of this work is for me the possibility to
escape the daily routine to which everybody is subject to. We have the
possébllity to conform to the life of others or not... and overall...
the advantages of layovers ... the possibility to meet different and
various people, contrary to the office life where the world is smaller
and people are always the same .".. '3 )

. ‘ ’
SExcerpt from a diagy. -

L T R
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Social success is defined in terms of 'non-routine', varied places, meeting

interesting people and having interesting co-workers.: Flight attendants see |
"them'selves as being more free than most people because by their work they can
escape the daily humdrum, the routine to which most people are subject and

1 ]
which characterize most work in modern industrial society.

b. Work and non-work activities ‘

Included in the concept of lifestyle are the activities role-incumbents
carry on during their free time from work. The particular demands of the work
and the'type of people employed in an occupation seem to have an influence on thg
use peo'ple make of their free time}. 4 )

The nature of shift work, often at irregular times andl intervals, was d
fo \ ' ~eﬂxpected to have a considerable’effect upon their leisure patterns. Like the ' ' ‘
American Railroader's li‘fe dom'matéd by 'time dependéncy", 5 Ehe unstrubﬁlréd,

'unroutine' life of a flight attendant was expected to have the effect of

differentiating” her life from that of other people of her same social milieu. When

flight attendants were asked about their use of leisure, the activities they

e g

indicated they engaged in frequently were similar to activities taking place in

- . the wider soc“ie.ty. As Table 10 indicates, the largest number of flight attendanfs

spend their leisure time. in activities involving recreation and relaxation,

4por a discussion on the subject, see Joel E. Gerstl'Leisure: Taste and .
Occupational Milieu," ed. Erwin O. Smigel; Work and Leisure, (New Haven:
\ College and University Press, 1963) pp. 146-167.°

Swilliam F. Cottyel, The Railroader, (Stan ford, California: Stanford -
. Universipy‘Press 1940) pp. 76-717. ‘o :
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. Table 9 - Perc.entage of respondents indicating their reasons for liking the

job. (N=181) * ) .
) : .
. Reason ' % of Responden\s 4
> e o
The nature and the characteristics ' . 59. 8% : |
of flying - . ‘ ~ (107) "
Meeting and talking to people B BT, 2%
- (103)
Travelling to different places k © 40, 6% ‘ T :
- (73) ) N . ‘ 1
. ] - D
Working with different associates 24. 4% .
| (44) y
Autonomy of working time and C 21.7%
free time (39) )
Excitement, challenge ) 5.0% -
(9)
Others * : ) 1L 1%
Ve ' . (20)

* Respondents oduld.indicate more than one reason.

|
s

\
e



followed by a-minority of people attending full or part-ime educational courses,

- \
travelling, attending creative courses ahd volunteer or part-time work.
The activities included in 'recreation and relaxation' generally centered

around sports, home, family and generai hobbies. There seems to be a

tendency for people in the first 10 years in the occupation to engage more often

"in activities related to relaxation and travelling than people with-more time in

.

the occup'ation. People in this last category seem to spend more of their time
in afztivities related to education, creative courses or paxo't~time work _,than cio
others.
.These findings, although very vague, suggest that flight attendants'
activities during non-work time are not too differ‘ent from other péople of
)

similar social status. 6

c. The structural basis of prestige: the work role

The importance of a work role is established by reference to the particular‘

-

technique, exigencies and relationships involved in the occupation. In order to
have, an insight into what flight attendants value most in their work, they were
asked to choose from a list of work characteriétics, those elements which they.
thought were appropriate and most congruent with t,hgir work.role.

All flight attendants, independently of seniority or positions on board,

i
0

considered their work as being responsible, skilled, difficult, dangerous and
- - \ '

glamorous. " However the majority indicated that the moft im.;;ortant

?
<

6For further ltiférmation on the subject, see Alfred C. Clarke,
"The Use of Leisure and its Relation to Levels of Occupational Prestige "

American Soclo_lgglcal Review, .21, (June 1956) pp. 301 7. -

vt i e e S
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Table 10 - Flight Attendants' Activities in Leisure Time by percentage of
respondents per years of service. v

i

.Years of -service

Activity 1-5 years 6-10 11-15 16 more Total
Relaxation & Recreation 60. 6% 55. 4% 44.1% " 54.5% 53.8% °
only . (20) (31) (15) (12) (78)
R&R plus extensive 15, 2% 238. 2% 5.9% 13. 6% 15. 9%

“travelling (5) (13) (2) (3) (23)
R&R plus creative 12. 1% 1. 8% 11. 8% 9. 1% 7. 6%
courses (4 (1) (4) (2y. (11y -
R&R plus full or part- 12.1%  14.3%  23.5%  22.7% 17. 2%
time educational courses 4) (8) (8) . (5) (25)
R&R plus volunteer or - 5.4%  14.71% - 5. 5%
part-time work - (3) (5) - (8)
Total 22, 8% 38. 6% 23.4% 15. 2% 100%

.(33) (56) (34) (22) (145) *
Too few cases for x 2 analysis.
* Missing observations; 1 ,
Vancouver base is not included. in the total.
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1anguages. (Table 12)
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characteristics of the work role were responsibility and skill. (Table 11)

The element of skill is universally valued by the group. SKkill is associated

N

;vith"social'skills or the ability to handle people properly and eff iciently, to

be able to express and communicate with diffegent people in different

]
The element of responsibility is similarly valued. Responsibility is

associated with the ability to handle emergency situations on board, such as

-

fire, emergency landings, geheral first aid and the care and concern for

people.. (Table 13). As some flight attendants\éport,

'... at times, the life and the health of pedple depend upon us ...'7
Dangér and glamour are the least cited and important elements
associated with the work role. Despite the myth attached to air travelling.

and the 'flying girls', flight attendants do not identify their work with these

elements. Moreover, while some people may attribute or experience a

certain amount of anxiety when fly’ing, flying as a way of life is devoid of this

element.

These quasi-professional characteristics, respon’gi tlity and social

skill which flight attendants associate with their work role Xye the unique

elements which identify both themselves_and their work on board.

7Excerpt 'fpo'r'n questionnaire responses.

1 , . “ . A Y
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Table 11 - The most iinportant elements flight attendants associate with their
! work role by percentage of respondents. (N =181) *

Elements . % of Respondents
Responsibility 90. 6% ' 4
: . (163) ’
Skill ' . 60, 2% ‘ '
. (109) : D
Difficulty , : ' 35. 49, ,
' (64)
, {
Danger - T 25. 1%
(45)
Glamour o ' 18. 9%
(34)

N

* Respondents could indicate more than one answer.

Table 12 - Activities of the work role, flight attendants associate with
"SKILL". (N=98) *

Activities % of Respondents
~ Social skills: ability to handle people properly 60. 2%
and efficiently ; ability to communicate with (59)
people in their own language
Array of technical skills connected with the . 38.8%
use and knowledge of emergency equipment (38)
and procedures (..
‘ )
... only if one does it well 5 - 16. 3%
s - - s ’ . ‘ , (16)
Others ‘ L 8.2%
(8)

Missing observations: N.11 _ .

* Only flight attendants who cited "'skill" as the most important element of their

. work role (see Table 11) are included in this table. In addition, respondents
could indicate more than one answer. o




o
5’{3

115,

v

Table 13 - Activities of the work role flight attendants assocxate

with"RESPONSIBILITY." (N=141) *

v

i bt

Activities ' % of Respondents:
Being knowledgeable of ' 58. 9% !
emergency procedures - (83)

and first aid

‘'Being in charge of ~ ' 8. 5%

everything': passengers, . (12)
crew and service
/

Care and concern for people : . © 39, 0%
‘ (85) '

Being in a job without * 16 6%
much supervision 23)
& S ,.
Others . © 2.8%

' 4)

N=141%

Missing observations: N. 22

* Only flight attendants who cited "Responsibility" as the most 1mportant
element of their work role (seg Table 11) are included in this table.

In addition, respondents could indicate more than one answer.
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3. WHO IS A FLIGHT ATTENDANT: A SELF DEFINITION AND A CLAIM
FOR STATUS s

—

The previous chapter explored two major aspects of the occupation of
. ; ",
flight attendants: the importance flight attendants assign to their work role,

irrespective of time and degree of authority on board, and its effects upon’
’ i
their life situation. These two aspects erable us to draw a picture of flight

attendants as they see themselves and how they wish others to think of them.

Clearly, flight attendants see themselves as persons in an 'unroutine’,

-

'varied' and 'moving’ occupation which enables them to lead a life which is
different from the majority of people of their same socio-economic grouping. -

Compared to these people, whom the}) see involved in a close and static work -

p S , t
situation, they describe their life as being free from the humdrum and the

constraints of most work in industrial society. While this aspect of the work .
situation distinguishes and differentiates them from other social groups, they

view their work role on board as being ‘skilled and professional. Responsibility
' /

rests in the area of pilblic utility and service. SKkill is associated with the social

nature of work or the art of dealing with a wide variety of people and situations.
4 .
The elements of glamour and danger are cited only by a small number of flight

e

. attendants and they do not seem to be important characteristics of the work role.
<
Consequently, the hierarchy of values flight attendants choose to enhance ~

“their 'self' and their worksrole are values related to their particular 'lifestyle’

_ and the quasi-professional elements of their work on board. Their lifestyle is

\

different from 'anyone else', 'free,' 'unrestricted’, 'not boring' and escaping

" .the routinization of most work in modern industrial society.

-

[
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C
It is thus on the basis of their‘ lifestyle that they claim status and

v

social honor. It is on the basis of the professional qualitiés of their job that
they want recognition and esteem.




4, THE PEER GROUPS; ‘AN OBSERVER AND A BESTOWER OF STATUS

Speier's contention '... for honor to rise it is essential that there be

+

‘bearers, bestowers and ok\nservers of honor ...'8 takes us further into the
dynamic of status evaluation and into the process of legitimation of the flighf ‘
attendant's claim of status. This section will be concerned with the flight
attendant's peer group outside her work role. , |

By peer group we mean those persons or groups with whx/)m flight
£

attendants have most regular and meaningful contacts. These people were

. referred to as 'people you know very well'. The flight attendant's claim of

status is related to the [;articular lifestyle ar‘fd those attributes which they
identify with 'flying’." '

In order to determiﬁe if such a claim is re?ogn\ized and validated
within the flight attendant's peer group, flight attendants were asked to
indicate what they thought were the reactions and feelings of people.th(y knew
well, toward them as flight attendants. (

. As Table 14 'mdicatés the majority of ‘flig};t attendants believe people
of their same socio-economic environment envy and respect them. The'
reasons behind these feelings seem to be related to the special character?stics

and/or rewards of the job, such as travelling and professional status. To a

lesser extent the flight attendants believe that members of their peer group

see them as ,haviné a glamorous life. Thesge images are conveyed in Table 15.

v

1

hate

8Hans Speier, "Honozv'\ifﬁd»sﬁgglél Structure," Social Research,
F ebruary, 1935) : 76 T
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As some flight attendants express it best:

'... most definitely, (my friends) feel we are fortunate to travel in
so many different countries. ..’

“+'.., in general, they think we have got it made..."

'... when meeting people and friends during off-duty time, such as
parties, jobs usually enter into the conversation. When people find
out I am working as flight attendant for an airline, ‘the conversation
will usually turn to people asking me questions about my work
N and experiences during my travelling ... My friends find me lucky

because of the places I go, the days off I get. Most of them have
a9 to 5 job. To them my job is challenging and exciting ...

Again;

-

'... Most of my family and friends envy me ... they say "lucky girl,
travelling all over the world". 9

{",, ‘ . These findiﬁgs indicate that, irrespectNe of time spent inside the
occupation or level of authority flight attendants command on board, f\light

’ ‘att‘endant's definition of success - travelling, professionalism, being in a .
physically mob;le occupation, Eo escape the routine of the 9 to 5 job, to know,
'meet people and experience different lifestyles - is beiie‘;éd to be recognized
and validated' 'by the flight attendant's peer group. We may thus conclude that

flight attendants believe that their status claims or definition of sucéess are

recognized and validated by their 'significant others'.

\ -

¢ . l

v . "
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Table 14 - The flight attendant' s perception of the feeling their peer groups
have toward them as flight attendants by percentage of
respondents. (N =180) *

R
-
JCRRNURIPIPREN
o e Sl =
‘

Perception of feeling % of Respondents
Envy ‘ ' 76. 5%
(137)
Respect , ' - 43. 3%
‘ (1D
Pity ' ‘ ~ o 13. 0%
. s v (2 3) . «'
They think my work is bengath my 2. 8%
ability and education. (5) .
Others ‘ 3. 4%
‘ T (6)
L e
Missing observations: N. 1 *
* Respondents could indicate more than one answer.
Table 15 - The flight attendant's perception of the image they convey to
their peer group by percentage of respondents. (N = 177) * ~
: i
Image , % of Respondents
A well travelled person ) ) 75. 1%
(133)
A professional person \ ST 40.7% R -
(72) . '
A glamorous person - o 23. 1% :
(42)
A glé;morized waitress - 136% ) "
. . (24) v
Others . : 15. 3%
(29y
Miésing observations: N. 4 : ‘ ” "
* Respondents could indicate more than one answer. .




5. CONCLUSION ’ . S

° -

This chapter has introduced a-definition of status as it is claignéd by

flight attendants and as it is validated by the flight attendant's peer group

.
| A Bw e e e

outside the work role. -

.
. N
.

a
The flight attendants' definition of social success is based upon the

elements of attréction and importance they assign'to thelr work role. The

\

elements of attraction or what is termed social success are based upon the -

o

'unroutine' and the 'frbedom' they associate with the physically'mobile nature

-

‘of the occupation versus the static work situation of an office. The elements

of importance, giving value and meaning to work are based upon the/”

¢

'imputed' professional qualities flight attendants assign to their work on board. -

'

These are: a sense of responsibility and the social skills which they see as

-

the major requisites of the job.
This definition of success is validated by the flight attendants!
perceations of the reaction of those persons with whom they interact most

often, - These people appear‘to give recognition to the flight attendants' status

by 'envying’ their lifestyle and by 'respecting' their professional gualities.

@

v v - °
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| CHAPTER VI
FL£GHT ATTENDANTS AI.ND THE WORK-ORGANIZATION
| . . '4 . B b .
1. INTRODUCTION ‘ - - C
. ¢
Ti}is chapter is, concerned with the reaétion of people to Ehe work' o

situation created by the ox;ganizatiohal structure and technological dévelopments

. within it 'f‘he last chapter showed how the flight attendant's occupation leads

! +

“to éxpectatibn of freedom, resbonsibility and the display of social skills. This
cl;apt'er is concerned to see whether the organizational structure ngilécts and

. o
{.:

meets the flight attendant's status expectations. e

'
m
esemar umamit !

The indicators used to show whether status claims are meF}nside the

work situation are based upon indices of job satisfaction. The issue of job.

-

ever Blauner's conceptualization
* [l .

and operationalization of the concept according to the elements of control is

satisfaction is complex and controversial,  ho

used here as basis of analysis.

-
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2.* THE NOTION OF JOB SATISFACTION

i

¢

Evidence from empirical research indicates that there is an important

positive relationship between job satisfaction and the status of an occupation.

N it

An individual' s*satisfaction or contentment with 'self', is also related to

As'atisfaction with one's status and position. The rationale behind this finding
is that an individgal's satisfactions are strongly influenced by the s‘tatus of‘ an
occupation pluil the degree to which they have met their achievement

. aspirations. The extent to which individuals“are satisfied with themselves and

their work is believed to be a good index that desire for status and aspirations

are met and that there is positive identification with the ‘work role. Inversely,
if expectations were not met, a negative image of 'self' and an alienated

_relationship with work will ensue - the extreme being the desire to leave the

occupation. 1

P

However, the concept of job satisfaction lacks an adequate definition.

E)

Most researchers agree that there are many facets to it and that job satisfaction

is not a unidimensional attitude. 2 Blauner'sS conceptualization and

—_— -

IR obert Blauner, "Work Satisfaction and Industrial Trends in Modern

Society,'" in Walter Galenson and Seymour Martin Lipset, Labor and Trade
Unionism: An Interdisciplinary Reader., (New York: John Wiley and Sons,
Inc. ¥960) pp. 339-360. ’ .
In this article, Blauner operationalizes job satisfaction by counterposing it to
alienation.” He refers to Bendix and Lipset's statement: 'The Marxian theory
of why men under capitalism would revolt was based on an assumption of what
prompts men to be satisfied or dissatisfied with their work.’

2p, Herzberg, B. Mausner, R. Peterson and D. Capwell, Job Attitudes:
Review of Research and Opinion, (Pittsburgh, Pennsylvania, 1957)

~

( SRobert Blauner, "Work Satisfaction and Ihdustrial Trends in Modern
Society. " p. 339.

\_ .
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. Operationalization of the term seems to take intd account this multidimension
and it will be in part used in (thi°s study-. '
Bl'auner icientifies four major variables in job satisfaction. These are;
occupational prestige, integrated work groups, occupational communities and
most important of ;':111, control. Control is dividgd up into three areas: control
over time, physical movement and pace of wox:k, control over the environment,
and control expressed as freedom from hierarchical authority.

We have previously described flight attendants' expectation of status.

- ) thile they identify their work with elements of freedom, social responsibility

and skill, their objective status is identified as requiring few qualifications. It . |

is similar to the occupdtional category 'clerical and sales'. Thus, the empiric;il

\

issue is whether a work environment such as the one provided by the ’ {

1
organizational structure makes possible a positive identificafion with-reference to: - ; |
' 1 ) ; [

freedom, social responsibility and skill. ) .

Of all the variables Blauner identifies as important indices of satisfaction,
the notion of control proves to be the most appropriate. As Blauner poiits out: . oo
A
... it is possible to generalize on the basis of the evidence that the
greater the degree of control that a worker has (either on a single )
dimension or as a total composite) the greater is job satisfaction... 14 |
-

3 \

Following Blauner, control over the environment, time, movement, pace of " :
. ; : , :

o : .

, work and freedom from supervision, will be the major variables to measure !
. ] e

satisfaction. Control as such means the degree to which the flight tendaptsl :
L] Y] [

determine the choice they‘fhave over their space, time and bebavior. The

’

- : ' 4Robert Blauner, Ibid., p. 346. . . T

<
[

i
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institutional context, with its rules and dictates in organizing work, bmay .
diminish or enlarge t'his systexg of control, thus affecting the levels of
job ‘satisfaction.

Consequently in applyipg this nofion olf control to thelwork situation of
flight atiendz,mts, jv*ve ‘will consider (l1) the extent to which freedoni,

4 .
responsibility and social skills which flight attendants expect in their work are

»  diminished or enlarged‘,by the organizational system, and (2) the extent to

" which flight attendants believe that the symbolic imagery of control is
validated by their uniforms. *

Before deal'mg'wfth these issues a brief view of the-organizational

structure as it effects the role of flight attendants is presented.

EPR-LE At
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3. THE ORGANIZATIONAL CONTEXT: THE GOALS OF AN AIRLINE AND B
THE FLIGHT ATTENDANT'S CAREER PROGRE SSION /

This section introduces two organizational features: the goals and
identity of the organization and the flight attendant's career path inside the

occupation. The aim is to examine the nature, the degree and extent of control

" these features exercise at the role level and how they influence status inside the

group.

a. Organizatioral goals.

An organization such as an airline, in order to operate efficiently and

meet the needs of a modern society, has to operate in rational terms. Being-

in a service industry, its goals are: (1) to efficiéntly serve its customers,
’ ¥
AN
(2V to successfully compete in an industry which is extremely complex, heavily |

regulated by government interventi on and highly competitive. At'the same time,‘

.

these goals have to be met in an environment governed by the need for maximum
4

safety.

These goals are attained by what we have previously indicated as a

G T L e A B K W A W o

process of séandardizatjlon and rationalization of the work environment, and kg
the use of symbols in 6rdef to enhance their compétitive image and increase
sales.. These processes have created a ' complex hierarchy\pf authority and
division of work. Work on board has become more strictly" govern;sd by

normative rules and regulations concerning service tasks, security measures

~ and appearance. - These rules apply to all flights and require adherence by the 4 |

role incumbents.\/ These regulations r?(lect the.organization's image and goals
A .

and are in line with salescampaigns. As a result, work on board is strictly

e




regulated, functionally specialized, routine and impersonal.

Although this process of rationalization and standardization is extended

N .
. and applied to all flights, the types and the characteristics of the flights
differentiate the flight attendant's work..

Flights a're characterized as short or'long; ""exit oriented" or
"distance oriented." 'Exit qrie‘ntéd’ flights are of a short length‘:vgithin '
nafional boundaries. Flight attendants assigned to them are usually; required
to work a seque‘nce of them, usually increasing a workiné day up to, and in

.
excess of twelve hours. Moreover, on these f}l‘ights,' there is a high turn-over
\of passen\;e\rs, service tasks be(;ome more demanding and stressful due to

the short time. People are forced increasingly into imper sonal and

i
standardized communication.

'Distance oriented' flights are mostly to foreign nations. The service on board
is more elaborate and flight attendants are rewarded with attra?ﬂve

destinations, more fime to carry out the routine service, with few or no |

S

"stopovers and a small turn-over- of passengers. These factors allow flight

[

attendants to do their work and at the same time to engage in social
_relationships with passengers_jn a more relaxed manner. . , |

e ’ '
/

: Consequ@ntly these factors: rationalization, standardization of work’

procedure, the image flight attendants are supposed to emulate and the flight

characteristics, are all important factors to ¢onsider in a study of work
{
satisfaction.
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b, Career inside the occupation.

There are two types: of progression inside the occupation: one is a time
progression, the other is a 'career' progression. When a flight attendant joins
the airlin;al she is assigned to a resefve schedule. She works a maximum of
16 days a month and she is 'on call' énd assigned to a variety of 'open' flights,

that is, she may be called at any time or assigned to flights without advance

4

warning. As time progresses, she 'bids' a monthly schedule, choosing from a ‘

q , .
variety of flights., That is, within the occupation, she progresses through a

series of positions, from 'reserve' to 'blockholder'. Blocks are the total of the

assignments flight attendants work in a month. They inay be overseas or

1

domestic flights, short or long flights or a mixture of the two. The bidding and

the awarding of these blocks are governed by a seniority system, the most"

senior flight attendants are awarded the chosen flights or the block., Prestige ~
‘ . k]

is assumed to be attached to overseas flights.- Domestic, long flights are next
L4 [
most preferred to short routes. Days off are also advantageous factors in the

2

choice of blocks. Seniority in this sense, gives flight attendants autonomy over

their work schedules.c

The second progression is toward a career progression. According to
'opt;ging positions' and the Company's needs, after“a few years as flight
éttendants, individtlals may progress tov\vgrd pésitions of authority on board,
either attaining first the position of 'In charge flight atten&ant‘ or fPurser', and
later to pi'ogres;s toward the position of 'Flight Director'. Bi;i for monthly

blocks in both of these categories are again regulated by the seniority system.

i

. /
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To summarize, the processes of rationalization, routinization.and image

manipulation oriented tov&ardl attaining organizational goals, determine as well

the conditions of work of the flight attendants. The career system inside the

™

occupation, by assigning different amounts of 'control' over the work si}lati‘on

)

5
S
!

- A - according to different seniority levels and qualifications, 'creates an in-group
status system.

The effects of these processes upon the flight attendant's expeetations of freedom,
responsibility and social skill in the work situation, will be analyzed within

this context, ’ 2
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4, THE IN-GROUP STATUS SYSTEM: DIFFERENT LEVELS OF JOB
SATISFACTION

| .

a. Some expectations

We have previously stated that the degree of job satisfaction inside
: 2
organizational settings, is related to the amount of control members of an

occupational group exert over their work. Control at the organizational level
means (1) control over the efwironment, (2) control over time, ‘movement
and pace of work, (3) control as freedom from supervision.

Control over the environmént is attained by the challenge of distance,
space and the sense of‘ accomplishment inherent in having access to distant

places and cultures. Although-in a service industry, control over the

environment is usually defined in terms of social control over customers,

"control over the physical. environment is explained by the structure of the

work organization which awargs different routes to flight attendants according
to their seniority levels and offers promotion to higher authority levels.
Control over time, mov?ment and pace of work is attained by gaining

access to attractive flights: 'distance-oriented’ flights are thought to be more

attractive than 'exit-oriented! flights since they provide flight attendants with._

more satisfactory routes and a mort; relaxing work. 'Exit oriented' flights or
reserve schedules are defir;ed as 'unattractive' by their lack of challenge,
time limitations and the inhibition of interpersonal relationships on board.
Control from hierarchical supervision is attained by positions of authority or

greater responsibility on board, such as becoming an in-charge-flight-

attendant or a flight Director.

-

i
1
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Control as such is influenced t;y two variables; length of time inside
the occupation and the levels of authority exercised on board. The length of '
time inside the (;ccupation or seniority affects the amount of autonomy, flight
attendants exercise over their work and the type of flights they operabe.
Authority positions affect the amount of freedom from supefv ision over
Ol\l board. Consgquently, as length of time and authority pbsition inside the
tline' affect the amount of control exercized by the group-rpembers over their
work, they become important elements a£fecting status-claim inside the
work organization. Accordingly we would expect the data to show that:

. (1) the extent of work !satisfactiox; flight attendants experience in the work
setting will differ. The most senior flight attendants and/or the most
qualified will report a higher degree of satisfaction than flight attendants
with lower seniority and qualifications. ‘ '

(2) The sources of jot;—dissatisfactlon will rest upon the different amounts

of control which flight attendants are able to exert over their work.

The empirical data suﬁporting these assertions follows.,

i
-
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b. Flight Attendants and work satisfaction

Work satisfaction inside the organizational setting will be investigated

S ' according to: (1) the extent to which flight attendants' expectations are

<

satisfied or diminished by the demands the organizaition places upon their work

P

>

role, and (2) the factors responsible for satisfaction or lack of it in the work

. : setting.

K9

A preliminary index of job satisfaction was made with the idea that the
way flight attendants talk about their jobs would provide evidence of the degree
to which expectations are met. It was then assumed that expectations to

remain with the occupations would provide evidence of job satisfaction or lack

of it. However, as various findings on job satisfaction report, the

relationship between length of time inside an occupation and job satisfact»io{ is

ighly controversial. It may merely mean that people have adapted to their \\\\

~

S R

'fate'. equently further evidence is provided by adding indicators of

control, such as types of flights and positions on board in ofder to support the

contention that satisfaction in ¢t ase of flight attendants, is not not only a

‘ t4
function of adjustment but also of the degre control they exercise over

their work.

1. Extent and reasons for satisfaction

It is apparent that the organization of work and the in-group status

'system drastically affect the attitude flight attendants have toward their work.

' . A prgli.minai-y index of satisfaction is reported in Tables 16 and 17.
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Table 16 - Expectations to remain in the job as reported by percentage of
’ respondents per years of service. - (e
Expectation & 1-5 6€10 11-15 16 & more Total
1 expect to spend the 19. 1% 34. 8% 60, 5%' 96. 3% 45 3%
rest of my working life  (9) (24) (23) 26y  (82)
. - in the occupation ™ .
’ I do not expect to spend 40. 4% 37. 1% J8. 4%, - 28. 7%
my working life.in the - (19) (26) (7) - (52)
occupation ‘ ) '
Undecided 40. 4% 27. 5% 21. 1% 3.7%  26.0%
(19) (19) . (8) (1) (47
. ‘( !
Total 26% 38. 1% 219 14. 9% 100%
- _(47) (69) (38) (27) (181)
X2 =48.90; d.£f. = 6; p <. 000 | |
L \
Table 17 - Expectations to remain in the job as reported by percentage of 1
) respondents per job category. 3
Expectatiaon Flight Attendants In charge(*) Total d
» — %
| §
. 1 expect to spend the rest 420.9% | . 63.4% 45. 3% f‘
of ‘my working life in the (56) (26) (82)
occupation \\
"1 do not expect to spend 30. 7% 24, 3% . 28.7%
my working life in the (42) ! (10) (52)-
occupation )
Undecided 28. 5% 19. 5% 26.0%
' (39) (8) (47) .
Total 24. 3% . 100%
. (137) (44) (181)
X% =9.45;d.f. =4;p ¢ .05

(*) Includes 3 assistant pursers.




)
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<

These tables report the responses elicited from flight attendants
concefning whether they expect to remain in the occupa.tic?n. The dif%erepces
are related to seniority levels and positions on board. If. we can assume that
expectations to remain in the occupation indicate satisfaction, then according to
these tables there is a constant and linear £)1;ogression in the number of flight
attendants indica'ting satisfaction with/ their work as they progress.through time
anq career levels inside the occupation, This progression forms a continuum,
at one 'extreme, flight attendants with the least séniorityi indicate they are

'diséétisfied and they intend to leave the pccupation. At the other 'extreme,

“\ .
flight ‘attendants with the most seniority indicate contentment and they expect bo.
rem;'lein in the occupation. |

Although these different attitudes toward work are visible at different
time intervéls or the length of service of the mémbers, five, ten, fifteen years
or more, there is a marked contrast concerning expectations to remain around
ten years service. Here the gl::up is distinctly divided into two halves. There
is a higher percentage of flight attendants with less than ten years service who
do not intend to remain in the‘occupatioq, while a higher percentage of flight
attendants with more than ten years se:rvice expect to remain in the occupation.

As [ noted before, the relation between time inside an occupation and

job satisfaction is controversial. Studies of low skilled occupations5 explain

jotr satisfaction of senior workers as rationalization of their work and status.

4 | .
“ : -

5See, F. Herzberg, B. Mausner, R. Peterson and D. Capwell,
Job Attitudes: Review of Research and Opinion.

} :
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T

T he high degree of ]op satisfaction,‘ as indicated by these workers, is explained

in terms of patterns‘of an adjustment process which workers go th}ougl} as they

realize their aspirations or goals cannot be met inside the work situation."

This ddes not seem to be the case with flight attendants. Seniority is not

!
s

-

e E R R

a

only a progression through time inside the occupation but'it is also a progression
toward increasing control over the environment as indicate% by choice of routes

and pace of work. The type of routes flight attendants are able to fly are valued

-
N

eleinents of satisfaction.
Table 18 indicates the relationship between types of flights and seniority levels
ingide the occupation. : . .

Table 18 - Types of flights flight attendants work by percentage of respondents
per years of service.

: Years of service
. Type of flights 1-5 years  6-10 11-15 16 or more Total
#
Mostly overseas or 25. 5% 27.5%  55.3%  48.1% 35. 9%
long-range domestic flgt. (12) (19) (21) (13) (65)
Short range domestic 61.7% 58.0%  18.4%. 18. 5% 44. 8% 4
flight or reserve 29) o (40) (N (5) (81)
schedule X
Others 12. 8% ,14:5%  26.3% 33.3% = 19.3% .
' (6) (1) (10 (9) (35)
Total 26.0%  38.1% 2L0%  .14.9% 100%
(47 (69) (38) " (2n (181)
x2=29.18;d.f. =6;p < .0001




136

This table (18) indicates that fligh} attendants with more seniority are
more likely to work on long-range 6;voverseas flights than are those with ‘litthlé ;
seniority. Subsequently they are_more satisfied. This is further indicated in
'I“able 19 in wfxich reasons given by flight attendants for being satisfied are

!

related to the flights they usually operatc.

' .

Table 19 - Percentage of fespondents indicating their reason to remain
or fo leave the occupation as per flights.

Types of flight /

Reason Overseas or Long Domestic short Others __Tetal
range domestic range or reserve
I like the job benefits  61. 4% 32, 8% 97, 6% AL 0%
(27) : (209 o8 (55)
f; depends on working 20.5% . 21. 3% 13.8% - 19. 4% ¥
conditions and family (9) ) (13) (4) (26) e
plans , \ :
Job is too tiresome, it  6.8%  34.4% 48.3%  28.4% ,,
lacks mental challenge (3) . (21) (14) (38) :
and I will change it if , ‘ o :
other possibilities - \ g ] ;
develop v -
Other , 11. 4% 11. 5% 10. 3% 11. 2%
) (P) (M) (3) (15) ‘
Total g 32. 8% 45. 5% 2L 6%  100% |
(44) + (61) (29) (134) (*) .

1
1
1
!

; :
=19.32;d.f. =4;p< .01 (The x{)z test does not include the last varxable )

M1ssing observations 12 - ,
(*) Vancouver base is not included in the total. .
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Conéequéntly we may say that satisfaction may be a function of adjustment

inside the work situation but also of differential degfees of ‘control workers have
)
over their work. \ .

With types of routes or flights, arother factor responsible for job
satisfaction is the type of positioﬁ flight attendants have on board.
As Tables 17 and 21 report there is a correlation between positions with ;

different degrees of authority on board - freedom from direct supervision -
!
and levels of satisfaction Flight attendants in dharge report to be more
. >
satisfied than mere flight attendants. Although the position of Assistant Purser

K

was, included in the study, data concerning this catégory are mot reliable due to

.

the small number. Therefore they are included in the category of "In Charge. "

]

oh
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The reasons given by flight attendants for their attitudes differ
according to seniority and position on bpard. These findings are reported

in Tables 20 and 21.
&

Table 20 - Percentage of respondents mdxcatmg their reason to remain or
to leave the occupation per years of service.

.

/

Years of service

Reason 1-5 years 6-10 11-15 1l6or more Total
I like the job benefits 20. 0% 28. 8% 53.1% . 85.0% 41. 0%
(6) - (15) (17) (17) (59)
It depends on working l 30.0% 23.1% 12. 5% 5. 0% 19. 4%
conditions and family (9) (12) 4) (1) (26)
plans’ ) . :
; - 0
Job is too tiresome, it 50. 0% 36. 5% 12. 5% - 28, 4%
lacks mental challenge (15) . (19) (4) - ©(88)
and I will change it if \
other possibilities ’
deselop
Other - 11 5% 21. 9% 10. 0% 1L 2%
- (6) (7) (2) (15)
Total ' 22. 4% 38.8% 23.9% 14.9% 100%
' (30) (52) (32) 7 @0y - (134) (")

x2 = 33.85; L.f. =6; p<.000 (The x2 test does not include the last variable. )
Missing observations: N. 12
(*) Vancoyver base is not included in the total.

1 ' j/

i A

s
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Table 21 - Percentage of respondents indicating their reason to remain

or to leave the occupation per job category. S |
¢ . ;
, . Position \ ) - |
Reason Flight Att. In charge* Total |
1
I like the job benefits 38. 6% - 48.5% 4L 0%
(39) (16) * (55)-
It depends on working .‘ 22.8% 9. 0% 19. 4%
conditions and/or family (23 ' (3) (26)
plans . . . .
Job is too tiresome, it ~29. 7% 24. 29, 28. 4%
lacks mental challenge (30) (8) (38)
and I will change it if |
other possibilities
develop
Others 8. 9% 18. 2% 1.2%
(9) (6) (15)
| . /o - r |
Total . 75.4% . 24, 6% 100%
(101) (33) L 134 (k*)
x 2 =3 17; d.f. '=2; p= .13 (Thex 2 test does not inclﬁde the last variable. )
Missing observations: 12 ) R
(*) Includes 3 Assistdant Pursers '
(**) Vancouver base is not included in the total : ;

As their time in service-lengthens, flight attendants are more likely to indicate
ghat they are contented and’satisfied with their work, that they like the benefits

an&he lifestyle and that they desire to remain in the occupation. In the words

-

of one flight attenda nt:

'!,.. 1 enjoy my job... ‘the autonomy, the days off, the privileges it gives
me. I can't think of ‘any othey profession I would rather be in ... I like
it and I will do it until I reach 25 years of service, then retire...'6

| "

.
K

i

)

6Excerpt from a diary.

.
{ AN
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Whereas the opposite is true for flight attendants with less time inside

. t

. the occupation. These flight attendants are more likely to perceive their job as

lacking challenge, as being tiresome, unrewarded careerwise, or théy entertain
other goals such as a family or children. Therefore they are considering

v

leaving the occupation or they have serious doubts whether to stay or leave,

'... as muchas the fringe benefits keep most of us here, there will
come a time when-I will no longer be willing to sacrifice time and
self-satisfaction for.this type of remuneration. ..’
'... not enough thinking or mental challenge but routine and small
satisfactions...' /

... I don't see how my seniority of five years will change 1y chances
of getting further ahead, i. e. having your choice of flights and better
conditions including a normal life at home which my present position
does not allow me.to have. ..

... four more years maximum, thenI quit to become a housewife
and a mother...'? ‘

]

. Alth;)ugh the correlation between levelé\of authority on board an&
reasons for job satisfaction is weak, as indicated in Table 21,
proportionately, there are more Pursers and Flight Directors 'In charge'

in cont}‘ast to flight attendants indicating that they are satisfied with their job,

" that they like its }:;enef its and that they desire to remain in the occupation.

€  These findings indicate that expectations and claims of status are not

LY

7Excerpts from questionnaire responses. -
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_uniformly met inside the organizational structure. Ii is apparent that the ”/:;7
type of flights attendants are a‘ss‘igned are a determinant in e}fectjng job .
satisfaction. It is also apparent that having a.ul:hority on boara simi]ax"ly ' ‘ 1
effects the degree of job satisfaction. ' N
- The next section will look at how the structure of the work enviro_nmént,
the flights, meet or diminish the flight attendant's expectations of freedom,'

responsibility and the display of social skills.

2. Factors related to_job satisfaction or lack of it in the work setting

So far we have explainéd the extent and the general evalilation flight’
attendants perceive and attribute to their work on: board. We. are now concerned
with the structural elements which account for satisfaction or lack of it.

In order to find the structural charadteri;?i?i's of the flights which influence
the attitudes of flight a;téndants they wéré asked to describe what they like or

¥
dislike about their assignments or the flightsl which they were moét, often working.

Further, they were asked to give an image of their feelings or the impressions

which they have of themselves while carrying out the obligations requir;ed on

these flights. L C
The rationale be;kgihd these questions was based on the belief that 'likes'
and 'dislikes' at the role level would‘ tell us somethi;g about what flight attendants
P term a proper role, that is activities they consider aé wor thy or lacking status

qualities. The/amount and the type of these activities as required by a flight

may cause flight attendants to develop positive or negativé attitudes toward their

work role and themselves on board. .
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Tables 22 and 23 indicate some of the sources and elements flight

attendantsyindicated as leading to satisfaction or dissatisfaction with the work

LI

role. .

/ ' Table 22 - Elements of satisfaction flight attendants attach to their conditions
of work, as per percentage of respon‘Hents per years of service.

L
'

i

Element Years; of service g
of satisfaction : 1-5 years 6-10 11-15 16 or more Total
Everything ~ 6.7% - 20.4% 73.5%  100% - 42,4%
‘ 2 an (25) (2L . (59
.. having a block © 23.3% 63.0%  20.6% - 34 5%
' (M (34) (N - (48)
Seniority system 46.7% = 13.0%  5.9% - 16. 5%
allowing you to fly with (14) (M (2) - (29)
same age people ’
Nothing 16. 7% 3.1% - - 5. 0%
(5) (2) - - (1)
Other 6. 7% - - - 1. 4%
(2) - - - (2)
Total ' . 21.6%  38.8% 24.5% 15.1% 100%
(30) (54) , (34) (21) 139 (*)

x2 =86.29; d.f. =6;p < .000 (The x 2 test does not include the last 2 variables. )

Missing observations: N. 7
(*) Vancouver base is not included in the total. M

+
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-

Table 23 - Sources of job dissatisfaction among flight attendants by
percentage of respondents per years of service.

~ -

Element ' Years of service ‘
of dissatisfaction 1-5 years 6-10 11-15 16 or more Total
™ A/ ' .
Working_conditions . 25. 3% 34.2% 1L 8% 6. 2% 717. 5%
N - (45) (61) (21) (11) (138)
*Company’'s lack of\\\ T e 23.9% 18. 8% 36.8% 48“??, 28. 1%
support and communication- (11) (13) (14) (12) (50) °
Others ' . 67%  15.6% 1L8% 6.1%  40.4%,
(12) (28)  (21) (11) (72)
Total : 25.8%  38.8% 21.3%  14.0% 100%
‘4 (46) (69) (38) (25) (178) *

[

Missing observations: N. 3
* Respondents could indicate more than one reason.

As these tables indicate, flight attendants are divided according to length of time

inside the occupation coricerﬁing the elements of satiéfaction they find in their

- work. The major sources of satisfaction are linked with the rewards of work

or the amount of control flight at\ dants are awarded a? they gain seniority

I

inside the occupation. The majo ~€6urces of _dissatisfadtion or dislikes lie
A[ *

with the stresses placed upon the flight attendants in order to provide a service.
According to Table 22 fligh Jattendants with more seniority tend to be

Y
more satisfied with their work tha J)those with less seniority. For this group

"satisfaction means: ” ﬁ

'... choice of fllghts, chol%of days to work and choice of time of
departure and arr iVal of fl

»
t
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'... work on large aircraft, on flights 1 enjoy (long hauls) and still -
get the days off I like ...’ ‘

... to go to London once a2 week ...’

e

'... the opportunity to visit different places and to change destination
monthly if [ wish...'

. _'... to be able to hold what I want; overseas for a change or to shop; Lr
or long haul domestic flights with a lot of days off ...'

... the opportunity to fly overseas in summer and south in winter ...'8 ’

Dissatisfaction for this group is dependent upon certain structural conditions

on board which limit their treedom over the 'pace-time' of work and most of
all the ability to perform and carry out a jobina' professional manner’.
" Dissatisfaction as such is expressed as:

'... being understaffed ... with the result of rushed communication
r with passengers during service...'

... too much stress on the crew for proper service...' -
'... pressure flights timewise, insufficient crew, equipment and food ...’

'... aircraft which do not have a pfoper resting area for crew so you
hardly have one moment away from the public ... '9 2

On the other end of the continuum, for these flight attendants with less

1
time inside the occupation, satisfaction means)little. Depending upon their

v

~ ' H
service length, satisfaction is:

... holding a working schedule ... have week-ends off ... the crew:
when was on reserve | was with different crew every flight and I
really never knew anyone. . .'10

S

8Excerpts from questionnaire responses '
9E xcerpts from questionnaire responses
10Excerpts from questionnaire responses




Whatever the degree of satisfaction, the lack of challenge, the

tiresome character of work on board which flight attendants in this time

category associate with their wérk, is illustrated by the following quotes:

'... working days going over ten hours a day on a three day cycle. .
Long never ending days, over four flights a day with no time to rest,
eat or refresh yourself between flights. . '

'... the amount of service, the ups and downs...'
'... the great amount of service on short and full flights which keeps
us away from the passenger and make us more like robots than human

beings. ..

'... b ups and downs in the same day. Rushed work with no time to
see, to think or to rest...' :

'... ldck of working conditions acceptable to a professional person
in a public oriented role...!' «

'... honestly nothing ... getting shuffled around ... inability to make
plans ... 11 -

Flight attendants working on short haul domestic flights, best describe

their working exper ience:

'... I worked a four day cycle wherel got up at four-thirty every
morning and each day was long and hard, with often six flight legs a
day. At the end of it all I no longer felt human ... If this is the

. direction of the Company ... then what attitude are we (the professional
flight attendants) supposed to adopt ... ?'12

3

'... Another thirty minutes flight ... we managed to offer coffee and tea...

on the next flight leg we served bar along with hot dinner in only one hour
and fifteen minutes ... and we had 61 passengers. However, the
following flight was a treat ... we had only 37 passengers ... but after
this flight we had three hours to wait around at the airport. '

11Excerpts from questionnaire responses
12Excerpt from a letter sent by a flight attendant to the Flight Attendants'

Union, (Canadian Airline Flight Attendant Association) and published in
"La_Lanterne," Dorval based independent newsletter (winter 1978) p. 4.

\
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At last, the last flight of the day comes and she describes it as: .
... we had about 60 passengers, normally we would have finished bar
and beverage on time. But one of the flight attendants stopped to talk
to a passenger which delayed everything and we barely finished...' 13 s

These different struéctural conditions which ‘a're characteristic of ;
d,ifferent flights, affect as well the feelings and the perceptions flight attendants
have of themselves on board. The tirésom“e, the increasingly task-oriented
character of work on board is more evident on a sequehce of short haul flights r

than on long direct flights. As these flights are generally awarded to flight -
/aEtendants with less time inside the occupation, these flight attendants perceive
themselves mo;e like 'robots', 'waitresses/waiters' 'barmaid/barmen'. ‘
Flight attendants on more attractive routes, with -higher seniority, often

perceive themselves on board as B;emg 'hostesses'. This is in contrast, to

'.\ more recent arrivals into the occupation and those working on short haul routes.

rr ,
\Q‘his latter group tend to see themselves as robots and waitresses. This is .

A : .
indicated in Tables 24 and 25. . . J

S
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.2 '

o

“Table 24 - Images flight attendants have of themselves on board by perceitage

of respondents by years of service.

Years of service

v b i R

' Image . 1-5 years 6-10 11-15 16or more .Total
Hostess ' 10, 6% 26.1%  44.7% 33. 3% 27. 1%
PN ()] (18) (17) +9) (49)
N 4 .
Robot 21.3% ', 20.3% 5. 3% 11. 1% 16. 0%
v (10 (14) (2) (3) (29)
_ Waitress. . Bartender, 44}. % <29. 0% 15. 8% 14. 8% 28. 29
Robot ' (31) (20) (6) (4) (51)
. {
_ It depends on flights. 12%8% 1L 6% = 18.4% 37.0% . 17.1%
(6 - (8) (7) (10) (31) .
______ o o e e e it e i e e = o . "
» All of the above 8. 5% 5.8%  1.%% - 6. 1%
' , (4) (4) (3) - (11)
N
Total 26. o%\ 38.1% 2L0% 14. 9% 100%
(4n N\ (69) (38) (27) (181)

T
)

Tl
'x2=29.97;d.f. =9; p< .01 (Thex 2 \test does not include the last two
variables of the table. )

s
-~
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fu

Table 25 - Images flight attendants have of themselves on board by percentage
of respondents according to types of flights.

Types of flight

Image - . Overseas or.Long Domestic short ngers Total
haul Domestic .haul or reserve

Hostess 40. 0% 16. 0% 28, 6% 27. 1%
(26) ‘ (13) (10) (4%

" Robot 13.8% | 21. 0% 8. 6% ¥ 16.0%
STy (17) - (3 (29)

Waitress, Bartender, 16, 9% 35. 8% 31.4% 28.2%
Robot . ) (11) (29) (11 (51)

It depends on 15.4% ) 14. 8% 25.7% 17. 1%
flights - (10) (12) (9) (31)

All of the above 6.2% 7. 4% 2. 9% 6. 1%
(4) (6) (1) (11)

Other o 7.7% : 4. 9% 2.9% . 5.5%
(5) (4) (1) (10)

Total 35. 9% 44, 8% .19, 3% 100%

(65) (81) (35) (181)

»

=16.60; d.f. = 6; p ¢ .05 (The x 2 test does not include the last two
var iables of the table. )

-~

-
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.
" . Likewise, as Table 26 reports, flight attendants in char"ge' such as ‘
" Purser and Flight Direétors, tend to have a higher image of themselves on . :
board than mere flight attendants. The& are more likely to see themselves ;
as 'hostesses/hosts' rather than 'waitresses/waiters' or 'bartenders' or
'robots', on board. .
a X
Table 26 - Image flight attendants have of themselves on hoard hy percentage 1
of respondents according to job category. v ' g‘
Position - ‘ °
Image Flight Attendant Incharge*  Total
Hostess 24. 1% 36. 4% - 21.1%
« (33) (16) -~ (49) |
~ I E
Robot 19.7% 45%  16.0% S 1
' , (27) . , (2) (29) 1 1
. ' J
Waitress 29. 9% 22.7% 28. 2% |
Bartender, robot . (41) (10) (51) . |
It depends on 17. 5% 15. 9% 17. 1% |
flights ) (24) (N (31) |
All of above 4, 4% 11.4%. 6. 1% . ‘ ‘
(6) (3 - (11) |
Others 4, 4% 9. 0% 5. 5% ) Lo
" (6) (4) (10) <
Tétal 75.7% 24.3% 100% -
: (137) (44) (181)

x,2 =17.48; é(. f. =3;p¢.10 (T};e x 2 test does not include the last
two variables of the table. ) .
* Includes‘ 3 Assistant Pursers.




¢. Summary . X _ .
" .

These i‘iﬁdings indieate that control is an important factor influencing

v , LY /
the responses flight attendants have toward their work. Satisfaction is not so
much in terms of intrinsic rewards of the job situation but rather in terms of

extrinsic rewards or the valued qualities flight atfendants perceive as being

M '

attached to certain flights rather than others. These qualities are thought to

w

enhance status characteristics and thus ’;iob satisfaction. 'Distance-oriented
“roduy” - .

flights' are perceived to give more status than 'exit oriented flights'. The
reason is that a sequence of domestic short-haul flights are characterized by
many stop-overs and turn-overs of passengers and are regulated by short time

» ) . ;
. dnd routine service. These flights, being within national boundaries, not only

are at times devoid of ¢ultural interests, but work on them resembles very
. ,

much work on an assembly line.. Flight attendants on.these runs have to work
very rapidly to carry out the required service tasks. The time in which

~service has to be carried out’places considerable limits.and constraints over

~

the worker s/ 'Distance:qriented' flights,' .overseas and domestic long:hauls, ‘

\ , s

b . . ‘ , ~
are net only more interesting but they provide flight attendants witli{‘mdre

autonomy-within the rules and the standards e}a\ubiished by the organiza'tion

i

They are more free to pace their work and to engage in social relationships with

1

: pabsengers without being too confinéd by ﬁné restri’cti}ons placed by the time
, - N ¢ * »

and job demands. H R ;loo T )

¢ *

In addition, timg inside the o“ccupatibn is an important factor in structuring

self-concepts. As a person enters into an occupation there is a process of

transformadion in self-coﬁe ts and beliefs, ‘and a self-seléection whether to -
, . '. ‘ 4

Sdod i SRS E o Sne —




stay or to leave. As any work structure confronts its incumbents with
{

contradictions between 'ideal' expectations and expectations as they are
experienced in practice, these contradictions are felt more intensively in the

. .
first years, and it is during these years that the individual, unable to find

~

satisfaction, may decide to leave the occupation.

¢

Consequently, as the processes of rationalization and standardization

N

oif work procedures have decreased the occupational stat%us, some elements of

statufare preserved by an in-group system which awards status-enhancing

flights according to a seniority system. Status inside the occupation is thus

-

3
dependent upon time progression and careér orientation. - This further adds

\

to work satisfaction. Flight attendants with more time inside the occupation

P '
or in positions of authority on board indicate that they are more satisfied

4
with their work than people with less time and authority.

Flight attendants who have spent a loriger time inside the océupat,ion

v

define satisfaction in terms of choice of routes and days of work, which in
. 6

turn, gives them control over’the flight conditions. Flight attendants with a

t}.
career orientation, such as Purser and Flight Director, define satisfaction in

terms of their responsibility @n board. , ~

The following section will look at the flight attendant's 9appare1, their
. ’y >

’ ¥

uniforms, as another form of organizational control upon the group. .
) , ’

/»4‘
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-

5. THE UNIFORM: A GROUP SYMBOL AND A FORM OF ORGANIZATIONAL
CONTROL

&
o The uniform as an organizational device, is a symbol which designates

) a groub's members. Its aims are: to suppress individuq‘l differences, to
) identify' the group as a whole and to certify its legitima;:y in‘the work setting.
To be recogniéed by a uniform means that people identify the person with the
uniform. Consequently the attributes shown by a uni%?rm assume great
. importance. They affect the identity of its wearers, thé attitudes people have'
toward fhem and they influence interaction between the grot‘}p members and .
t};ein audience. |
‘ \ The same conditions exist with respect to the ;iight attendant's u;xiform.
) It ide;tifies the individual as being a member of an aircrew, it legitimises her
or-his functions and authority on board, ' it symbolises helr or his sl<'i119 and
. . \;alueé.
However, as] noted before; with the beginning of the jet era and the
increasing rationalization of the air-industry, the uniform hag bé:come more of i

o

a sex-symbol identifying flight attendants more as glamorous persons than
- 3 ™ -

qualified members of a crew. Designed and chosen according to the

~ -

organization's marketing and advertising ideas, the uhiform has \created a
'Hefner -esque' image emphasizing' sex-appeal, glamor and friendliness, rather

f ’ than authority, competence and all those gttributes which symbolizéd flight
attendants in the first-years of air t'mnsportaﬂop.

\ | : ' - |

‘ " It is questionable whether a uniform por)traying flight attendants as

) g&ambrized six-objects meets the expectations and the image as quasi-

»
-




professionals which flight attendants have of themselves on board.

< In order to find out if the image portrayed by the present uniform 14 ~

-

matches the image flight attendants want, respondents were asked to check a
list of attributes conceriling uniforms and to indicate what they believe to be the

4

degree of importance the airline places upon them. 'i‘hese attributes were the
following: authority, profeSsionalism, competence, sobhisticatOion, glamor,
friendship, warmth, casualness and sex;appea-l.

Table 27 indicates the comparison of mean scores améng (1) the image

flight attendants would like to portray, (2) the image flight attendants perceive

the airline wants and (3) the image portrayed by the actual uniform. As

-

previously mentioned, flight attendants place great importancé on the attributes

of professionalism, competence and authority while in uniform. Relative to the
importance they place upon these attributés, t‘hey perceive the organization and °
particularly the acéua‘l uniform, as piacing less importance upon these attributes.
The brganization is _pex:cei,ved as‘assigning slightly more importance t.han
themselves to the attributes of casualness, sex, glamor, friendliness and

warmth while the actual uniform is perceived as lacking in all attributes gxcept‘
casualness. (This Ais indicated by differences in mean scores.) This discrepancy‘

between the image projected by the actual uniform to the general public and the

image flight attendants wish to achievé is further indicated by Tables 28 and 29

) * Qo

14Data for thisstudy were collected in 1977 when the actual uniform

~ rconsisted of 'a mix'n'match wardrobe' which.allowed flight attendants to choose

among several attires and colours. E

[}

.
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which rank the order of impqrtance of these attributes, the first according to
the flight attendant's wish, the other according to the importance flight- .
’ attendants perceive these attributes are projected by the uniform they wear.
Table 27 - Comparison of mean scores among the image flight attendants wish
to portray, the image flight attendants believe is supported by the

" Company and the image they believe is projected by the actual
' uniform. (1977)*

As the As the Co. As is projected

flt. att. s wish wishes by the uniform
- . mean s. d. mean s. d. mean . s.d.

3
} ,
Authority 4.21  1.24 3.71  1.52 2.26 120 .

\ Professionalism  4.67 .84 4.16  1.33 2.30 124
: Competence 438  L29 405 L4t 2.53 138
“ Sophistication 3.40 1. 39 2.92 1. 50 1. 88 L11
Glamor 2.50 139 2.61  1.50 1. 69 "\1\10
v Friendliness 3:90 149 3.92  1.40 3.26  L47
o | Warmth . ©  3.56 L63  3.68  1.58 3. (;6 L 51
Casualness 2.00 136 2.7 166  3.21 L70
Sex-appeal .42 . .98 .68 1.28 - L42 L00

(*) Respondents rank from 1 to, 5 the degree of importance which they placed
on each attribute, the degree of importance which they believed the
company placed on each attribute and what they believed is projected by
the present uniform.

5 - very important
1 - not important

\\//

__ a

.
Bl ey
<
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Table 28 - Rank order of mean scores according to the importance f&ght,
attendants place on each uniform-attribute. '

k Rank order Attribute
| ' S Eam
\ 1 ,:Professio‘nal'ism (4. 67)
l 2 ' | Competence (4. 35)
- 3 Authority (4. 21)
4" - Friendliness '(3. 89)
‘ 5 ‘ . Warmth (3. 57)
. 6 v Sc;phisticatibn - (3. 39)
Y L Glamor (2. 48)
8 < Casualness (2.01) .
é - Sex-appeal (1. 43)

b

Table 29 - Rank order of mean scores according to the importance of each

p attribute flight attendants perceive is portrayed by the actual uniform.
*  Rank order Attribute
“ i
X ,
1 Friendliness - (3.28)
2 . - Casualnegs (3.21)
|3 Warmth | (3.06) _
. \\ 4 D Cémpgtence (2. 53)
‘\\5 Professionalism (2. 30)
6 : Autho;'ity
\ \
7 ) Sophistication
, ,
- 8 ' Glamor
@ 9 Sex-appeal
° ' %
‘ 4
b
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These data suggest that flight attendants' expectation of their quasi-
"professional status is not'legitimated by the organization nor it is reflected
the image they port:ray when in uniform. The actual uniform, which the

BN
.organization describes as a 'versatile mix'n'match wardrobe designed to suit

IS S

your own tastes and create your own very special look' 19 is totally rejected by
the flight attendants. As a flight attendant states:
'... whenI wear a uniform I think I should give the impression of being
a projessional, of being competent and having authority on my job.
N \
. The uniform we actually wear, not being a uniform, passengers
identify them as such, and they do not judge us as professional
people ... but as a casual counter seller ...'
s
-Again:
. I think passengers think we are all mixed up.. The very
combmatlons are very confusing to them.. The impression I like to
project in a uniform is one of professionalism and authority. ' 16
" The present uniform, (1975-1977) does not portray the image flight
. J . k.
A attendants wish to portray. On the contrary, it creates an image which ) \
downgrades professionalism. This diserepancy betwg,e.n these two images, one ,
emphasiz{ng authority, friendliness and casualneiand the other emphasizing'
professionalism and competence creates a handicap for the role incumbents in
the work settiﬁg and it adds to conflicts of image and identity on board.

¢
’

. ” —-————— v ’ ' 1 .
P ... 155}y Canada Bureau Brochure Mc1313-Bil(4-78) 25M. , S

16Excerpts from diaries. ' <
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6 SUMMARY

[ N

This chapter focused upon tl%le extent to which the work context meets the
flight'attendant's status expectationﬁ. The indicators used were based upon

questionnaire responses to indices of job satisfaction.

i

It is by now obvious that the process of rationalization and standardization
i
on board has had important consequences upon the status of flight attendants. At
' |
the work level, the segmentation, task-oriented nature of work, the routinization
. § .

of tasks and the impersonality of relationships on board, have all affected the

status of flight attendants. However, status is ‘fecovered somewhat by an
in-group ;status system which awards extrinsic rewards according to the
seniority system. This status systeml is based upon types of flights. The amount
of attraction is dictated by the flight's characteristics such as destination, time;
service required and the types o% passengers. 'Distance oriented' flights are

thought-to be more attractive than 'exit oriented' flights where flight attendants

have no control over their environment and the pace of their work. Career

progression inside the oécupation is also an important element of status

-'I‘Ahé bro’cess of change hgs affected the image fliéht attendants wish to
portray on board. While they would wish to overcome the demeaning aspects (;f N\
their wo;'k by apﬁéaring more professional, the airline has attempt;ad bo~g1as’s '
over thg iﬁpersonality of the routinized work‘by.stxlélszs ing casualness, ‘
friendliness and the like. This merely detracts even more frqm the attributes\. |

. 4 d ,
of authority, competence and professionalism which fitght attendants would like

s
o
-\ satisfaction. { 4
i \——_\);i)
o
& to portray. -
L.____‘____:_\ \
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CHAPTER IX

—

FLIGHT ATTENDANTS AND PASSENGERS

1. INTRODUCTION '

To see work in full pers\pective wé have to take account not only of what
is done and how it is done but also of the interpersonal patterns that surround
the wor.k tasks. In the last chapter, the organizational context wz;s taken int\g
consideration. We have seen how the changed work context, following the
introduction of faster, biggex: and more comfortable planes, has rationalized
the flight attendant's work, and has made the occupation more dependent :1pon an
in-group s;aitus system. We turn now to thc; processes of role performance and
evaluation within the social system of the airplane.

The ai.x"pla’ne is a microsocial unit where flight attendants and passengers

\

are sef into reciprocal roles, each with its corresponding claims and

' expectations of the behaviour of the other. However, behaviour is not an

exclusive funct\ion of the structure of the role per se or of the skills or tasks
codified into the role. It also includes the assesdment individuals make of

themselves and of their role. Further, these assessments influence the i%age

.

people have of each other and they influence additional expectations and the way

\

- -
each role is enacted.

L]

The position of flight attendants is plagued with contradictions. The

elements flight attendants associate with their status differ substantially from the

objective conditions of the work situation. Flight attendants view themselves as

~

.sharing in the prestige of an occupation which carries vsath it 4n image of freedom

¢

1
.
! /

-t
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\

and excitement. This image is one commonly held by the general public. )

However, inside the plane, expectations associated with these images are not

v

always met by work requirements. Work on board is task-oriented and routine.
Among flight attendants status assessments are based upon extrinsic rewards
“which, in turn, are determinéd by seniority.

* The popular 'u?mge of the status of flight attendants widely advértized in the

60's and early 70's as glamorized service, become additional criteria which the

4

* passengers, in their reciprocal role, may use to evaluate the flight attendant's

role on board. Hence, behaviour geared to these different claims and

expectations is bound to be problematic. Since flight attendants are under

4

constant pressure to perform a service and to satisfy the demandé of passengers,

there is likelyto be (a) conflict resulting from these discordant images,

expectations and claims; and (b) attempts on the part of flight attendants to 3

t

maintain their image and status by putting inté action an ideology which, to some

extent, protects them from those who threaten thdlr 'self' i%nagé and their

»

R

occupational autonomy. '

In the sections to follow, situations on board will be analyzed according, to the

et

extent to which these differential value systems produce conflicting images and

claims. Further, I shall analyze how flight attendants are able to offset conflict

and difficulties caused in these face-to-face relationships-by the travelling v

people.

)
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.

2. THE WORK-ROLE: RIGHTS, OBLIGATIONS AND SELF-EXPECTATIONS
. / .

The official role of the flighktfattendant is: ) | i
, |
'... to ensure the safety and comfort of passengers ... to anticipate !
the passenger's needs and offer these services in a friendly, i
courteous manner ...’ 3
o
Moreover, according to Federal Air Aviation Rules, a flight attendant is on !

board specifically and primarily: -

'to provide the most efficient egress to passengers in the-event of an
emergency evacuation...!'

Thus, the flight attendant's role on board consists of providing service and
comfort to passengers, to enforce rules and regulations and to be read’y to fage

~

any emergency situ)ation éoncerning the health and the safety of all passengers
" on board. )
The flight attendant’s rights are linke;d to the paslsengef's obligartions.
Passengers, as 'alters' have the right to be attended and have their demands
.and request;x filled by flight attendants. However, these de:mandsohave\limitations
of which time and i:he special place are the most important. In addition, . the

degree of comfort has to be attained within the required safety margins. In this

a» ,
regard, passengers have the obligation to conform to the safety rules and to the

o

flight attendant's request to follow them, even at the expense of comfort.

As reported in Tables 30 and 31, flight attendants clearly recognize that

: . e .
their work on board consists of tasks and functions relatqd'to the service,

comfort and safety of passengers. In addition, flight attendants in charge tend

to.emphasize their :%gory and authority laden duties asseeiated with their.

position.

1

L‘.




161

o

°

l;

Table 80 - The most importapt function flight attendants associate with their
work on boax;d by percentage of respondents per years of service.

-f
t
) Years of service .

Function 1-5 years 6-10 . 11-15 16or more Total
Safety 27.7% 20.3% 2119 23. 1% 22.8%

(13) . (14) (8) (6) (41)

\ % \

. Service & Comfort .. 23.49% t& 8% "’}5. 8% 23. 1% 20. 0%

(11) 13) Ys) (6) (36)
. Safety and service 31, 9% 29.0% -, 28.9% 23. 1% 28. 9%

’ (15) (20) (11) (6) (52)
To be in charge 2 0% 2% 2L1%  15.4% 10. 0%

' (1) (5) (8) (4) (18)

' ‘ ) A

Others 14. 9% 24.%%  13.2% 15. 4% 18. 4%

- (7 - (17) (8) (4) (33)

Total . 26. 1% 38.3%  21.1%  14.4% 100%

(A7) (69) (38) (26) (180)

- - s’
. x2=16.86;d.f. =15;p not significant o T

. .Missing observation: N.1




Table 31 - The most important function flight attendants associate with the work

on board by percentage of respondents per job category.

“

Position on board

Function

. Flight Attendants In charge * Total
Satety - ' 24. 1% 18. 6% 22. 8%
\ ‘ ‘ (33) (8) (41)
Service & comfort 22, 6% 11. 6% 20.0%

(31) (5) (36)
Safety and service ' 33. 6% 14. 0% 28. 9%
T (46) (6) (52)
o — .
To be incharge =~ - - . 0.7% 39. 5% 10. 0%
k (D (17) (18)
Others _ ¢ 19. 0% 16. 3% 18. 4%
(26) (1) (33)
 Total _ T6: 1% 23.9% . 100%
(137) (93) (180)
x2=60o0l;d.f. =4;p ¢ .000 ol )
Missing obgervations: N. 1
(*) It includes 3 Assistant Pursers .
While these rights and obligations regulate tasks and activities associated
. M o Ty —

with the work role, there is a set of self-c;mceptions on the part of each party |

regarding the image and evaluation each party has of each other in the

relationship. The flight attendant's ;elf-conception is related to the social skill

required to handle problems and demands from an heterogeneous public.

-

’

'However, some of the obligations of the flight attendant's work on board which

involve menial tasks such as handling food, bicklng up dirty trays, used glasses

N
.
4 *
*

ar

3 Ik




and cups and, at times, cleaning up one's or somebody else's mess, make the

flight attendant's self-conception hard to be acknowledged by the Utraveliing

‘ public. If outside the airplane, status is a matter of symbols and even of

pretensions, based mostly on 'travelling', 'leisure', 'days off' and 'life in ¢

b

foreign lands and grand hotels} on the airplane the most valued aspects of the

work role are seldom visible. The routine, the long hours of work, the service ’

tasks and)b objects of one's work, such as dirty trays, used cups and glasses _
and garbage bag(sﬂbecrt an important part of the work and the side of which

passengers are most pware while on board airplanes. These tasks are the

A

tdirty work of the trade' ¥ and it is likely that the passengers, at some point, by

either acknowledging it or adding to it, make the flight attendant's claim to

desirable status inconsistent and ambiguous. - \

. v
v

Consequently, in the relationship betv@teen flight attendants and passengers, it is

L3

the passenger who can make thé f}i'ght attendant's life sweet or sour by ifnpinginé

on the control and self-conception flight attendants have of themselves and

n 1

their work. ' J

The following pages examine this aspect of the flight.attendant's work.

Further they examine the extent to which flight attendants think that their self-

;

.y - !

concepts are legitlyxated by the travelling public. ) =

* Who is a' fllght attendant for the travelling public ? An angel a hostess,

'

a robot, a glamorized waltress, a swlnger or a professxonal ?

o

A

1Everett C. Hughes, Men and' Their Work, p. 49.
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> WHG IS A FLIGHT- ATTENDANT ? HOW F}J\GHT ATTLDANT 'I‘@NK

- PASSENGERS: VIEW THEM . N ’ '

\ ‘ ,

. I, S What are those passengers thinki ] about the\fhght attendant asshe is

-~ \ wa].l!mg down the aisle handmg the busine&sman the mornm} paper or the tourlst

\ s, N

\ N

. - \ another drink ? These pages tell us somethmg of how the fllght attenda\ts think

' . that passengers vxew them. The source of all descmSQJ.ns comes dlrectly fnd -
.o ' ~ P - ) ' , g
’ ‘solely from ﬂi"ght attendants. . : o

— R

.. \Some kmd of picture wpes into our mmd when an occupatton is menttoned
+ > i
) ¢ ) /\
Bl \/ ' It may be based upon a careful ]udgment of past experlences or it can be a '(
: E o

~.

. v
. . stereotype, b%g? on limited‘ ,‘experience or: personal prejudices. Real or u.nreal
4 ‘ Y . 4 4 t . - : ,/\l ° . i

true or false, these images are of the utmost’ importan‘bebto relationship on S
) . . . o
° boai'd, since’ they influ_ence the symbali¢ processes among people and are major :

N . r .
5w

. \ L, cues-disclosing the evaﬁation people have of each other in’'the relationkhip. +For | '
4 1 ’

v

v k N . .
.- . the image is real to the person whgyds it and.to the perceiver, and both act
. ~ \ )

-

- ‘ as though it were real. . 4 | .

“ - v
{ N

Voo e Flight attendants were asked to rate the image and attitude they thought

passéngers‘ have of them as flight attendants, based upon their e’xperience.‘:
Tables 32 to 36 report these findings Wh le the first"ts'vo*ables report the image,

the others report the attitude and the reasons behind these perceptlons

* A - !
) N N .
o a" ™ ' ’
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PR . - ¢ .
. - f :
" . . *
- oo % \
L \ . Y
' ™ -/ .
£ »
\b' L. Y , . * ’
i . .o, -~ .. .
N ° .
» . 1)
< b 3 < - \ [ -
8 ! 1 hY



.-

- 165 u !
LI s K
{ ' '« ‘ =
. 4 ' ' T
co | 1 Lo
“Table 32 - How flight attendants think passengers view them by percentage
of respondents per years of service. 3 i o d,
- ® - i . - -
- .
N Perceived . . Years of service . ' .
"' Image o 1-5 years 6-10 11-15 16or more Total
.~ . ¢ ?
Well travelled i - 56.5% 58. 8% 60. 5% - 61, _5% i 59. 0%
person ’ . (26y (40) - (23)- C(16)  » (105)
4 ' o ' o
Professional ° 41, 3% 4“ 1% . 63.2% 53. 8% 48. % .
I r . (19) (30‘) (24) ) (14) .(BT)
. R ! El )h 1 w T ' N N , ‘ . 1 3
Glamorous person - 28. 3% 32. 1% 15. 8% -, 19. 1%,
(5 - ’ T (13) . (15) (16) CoT (34) )
Glamorized waitress 41. 3% 33.8% 18.4%  30.8% 32. 0% .
, S '(19) (23) - (7 (& . (87) .
. e P N
Other ’ o 10.8% . 162% ,18.1% . | 15.3% . 18-0%
. ) oL B (11) (5) 4 ,. (25
' Total o -25.8%  98.2%% 2L8% - 14.6%  100% (*)
g (46 . (68) ~  (38) (26) o  (178)
= M -~ < . . v %

M .‘ ; - 1 . - )
/\( ] N % 8 , . . e N t , v@
+ Misging observations: N.3 , o ‘
(*) Respondents could indicate ngore'than one perceived image.
( . . '

<
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Table 33 - How flight atteddants think passéngers view them by

: $
. :
\ percentage of respondents per ]Ob category. (N = 178)* ; '
Perceived * Positions
Image - Flight attendants In charge
Well travelled person 60. 0% ' 53.5% - *“\ T
' (81) S (23) o
Professional” ] 43.1% 60, 59,
)i Rt (26)
] AN
Glamorous person 3 . 20.7% 11.- 6%
‘ (28) (3 '
Glamor ized waitress X 36.3% 16. 3%
. . (49 {7
B , ] ' 'y
&
Others | k ~ 1.9% - <« ¢ 25.6% .
' , . o (16) (11)
o . / -

RS B & o
Tafpl ' & 75. 8% 0%

(135) (43)

Miss mg obseryation: N. '3 ~ g

*) Respondents cou.ld indicate more than one percelved Lmage.




) xTotal

L)

Table 34 - What flight-attertlants think the passenger's atticude\ii toward

them by percentage of Mespondents per years of service.

't

+

£

4

494 .
2L 7% 16. 7 '
= 1,
(o - (24)%\ !
- S }

Perceived » Years of service . e
attitude 1-5years  .6-10  11-15 l@or more Total
Respect; 50.-0%\ 45 5% 70. 6% 78.3% - 57. 6%
' ) (16) (25) » (24) (18 ' (83)
| ' A '
Envy ! 40. 6% 50. 9% 38.2% 34. 8% 43, 1%
I (13) (28) (13) (8) {62)
e s # . L
Indiffer ence’ 50. 0% 43. 6% % §4.1% - 52£% ‘Q& 5%
. - (16) (24) (15 . (12) (67)
Pity 28. 1% - 10. 9% 1. 8% 34.8% 13‘,8%
‘ (9) (6) (4) 8y~ (27)
Lack of respect . 25. 0% 12.7% <1l 8%
{8) (1) -
' 22.9%®  38.2%  23.6% 16.0%, . 100%
J o (32 (85) (34 (23) (144)
Missing obgervations: N.2 ot

(*) Vancouver base is not includezd&in the total.
Respondents could indicate more than one attitude.

b

r~ .

'
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Table 35 - Reasons given by flight attendants for the passengers' att1tudes

M . by percentage of respondents per years of service.

-
s
. »
<<

¢ - N ‘ AR . Years of,service
- 1-5 years, " 6-10 11-15 1l6or more Total
. 7

—

..Twe serve them...  20.7% 15.9% ~ 3.2%  1L8%  13.2%
we are given as parts . (6) (7 (1) . (2)‘ :(16)
L,

i ’
" of theairplane . *

The glamour and the . 24.1% ° 40.9%  22.6% 26. 4%
misleading images (M (18) (7) (32)

. Pagsengers have no 3. 49 2. 3% 3.2  "11,8% 4. 1%
est, or time for’us < (1) - (1) (1) (2) (5)
&, o S
It depends on the pers 24. 1% 20.5% 22.6% 47, 1% . 25. 6%
t&e fhghts etc (7 9 (7 (8) v {31y

Good performance hard 6&7 6% 20.5%  48.4% 29. 4% "30. 6%
. work and tolerance ~ (8) ’ (9) (15) . (8- (3'{)

. : 7 . ¥ ¢
,Total . C L 24.0% - 364% "o 6%  .14.0% > 100%
: (29) . (44) (31) (17) (121)

Too few cases Ior x 2 analysis.\;:
‘Missing observations: N.25 .
:_ Vancouver basge is not included in‘the total. \ -

~

1)




L4 ) f ,
., Table 36 - Reasons given by flight attendants'fﬂpr the passengers' attitudes
~ , by percentage of respondents per jo%\pategory. ¥ 2
[ . i . s \\‘\
v . . R
- ‘3 N} -
' . Positions | . '
Reason Flight attendants Asst. Purser Incharge Total
! . ! 1 ¢
1. We . serve tilem, we are’ 12. 8% - - 14. 8% 13. 2%
0 given as part of the (12) - 4y . (16)
airplane 4 o . o ‘gf ’
B , The glamour and the A% d ©92.2% 26,4
p misleading images T (26) - (6) (32)
- N
\ | . . ' " .
, Passengers have no time :.2% - 7. 4% y 4, 1%
- or interest for us (3 | -~ (2) ~(5)
It depenés on the ‘person, 27, 7% o= T ™Y 18.5% 25. 6%
the flights, etc. . " (26) .=y (5) - (31 -
¢ R . o '
. ’ Good performance, hard . . 28 7% , - 37,0%  30.6%
. work and tolerance @ene - -4 ©(10) - (87
" Total ~ M.% . =L 22.3% . 100%
VN : (94) = el 2Ty (121 %
X 2‘= 4% 85; d. f =d.L 4; p = not significant ' g
, Missing observations: N 25 - ‘
’ " (*) Vancouver base not included il\ the total. N

-~ ‘ ?

b
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’ oL, 0 A word of warning should be added concerning the data in this Section.
. v . ' “
\ ;o EJ « The relationships are somewhat wealg. They do not indicate strong associations

£

between the variables. But they suggest relationships which are consistent with

thé theoretical orientation and with previous findings.

As data from Tables 32, 33 and 34 report, the images which flight
aitte;ldants have in their mind when viewing how passengeré rate them, is of
being 'well travelled', ‘follpowed by being a 'professional' and a-! glamorized )

‘ waitress'. Whlle the first image is 't1ght1y lmked w1th the nature of the \\\

.7 ‘ T

4 ' occupation, !he last two images, which are in a sense contradictory, are related .

to the length of time of flight attendants inside the occupat.ion. Acgordingly more
r‘ . , ‘ N - \ N
o senior flight attendants and flight attendants in charge report passengers as
./ N : ' ‘ .
B -\_riew!,ing them in very attractive images, of being seen as 'professionals’,

-
a

J ‘ //_ being given 'respect' by their sense of responsibility, good Worl; and
i ‘ . . . N
, performance. In the words of a flight attendant, : '
. .. w?th some exception, if you treat people wi'th respect, they give \

you back respect, .. 12 ' . \

Whereas, more flight attendants with less timé inside the occupation see
£ -

“ ¥ pasgsengers rating them in less attract?ve images. They emphasize being
. s X

L3
2

b } \ viewed as a 'glamor ized waitréss' or a 'glamor person'. They link these

- perceptions to the stplature of work on'board, ~th'e feeling of being taken:as part of . |

=

Y

S
C ?"' the aircraft, included in the segvice supplied or in the ticket bought, and the “«.
4 ! .

f o glamour or the stéreg’byped images people identify most often with flight

: : . o
attendants, following the &gorioue advertizing campaigns.. -~ '

) . : |

‘s e Sl
: A PV 2Exc.aer_pt from a diary.

.
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i Attitudes in this group are mixed and hard to explain.

L

‘ . These perceptions are so described by these flight attendants:

# ' " 1,,. the majority of the passengers saw me as another service offered
f ‘ by the company, a surplus, a nice agreeable surplus.|.."'

-

. ) '... most of the passengers treated me like a servant\,.. but a servant
who is gratified with a smile..."'

N
l . '... panother passenger did not see me like a flight attendant but a woman,
‘ ‘ - %  awomyan he liked. It was Very flattering but difficult to deal with

f;;ssengers. It°woulé seem probable that certain segments of the passengers
» he .

may appraise flight ‘attendanté very differently from others. F1ight attendants

may rengges as they experiencte them and, on tl;e other ‘hand, thgy may

own attitudes. Whether l?hé flight attendant's responses

— . r

_. are accurate pexteptions or whether they involve their own projections, is in

» be a projection of

.

‘ ’ © a sense unimmﬁtant, since these perceptions will influence, the flight attendant's
‘n N ‘ ‘ . i ‘
o attitudes and behavior on boardféward the pas‘éengerg. {
‘\ N \ - L3N

Fu;'thermore, a considgfable'numtf'? of flight attendants associate these.
. \ .ot T v ! ’ \ ‘ .
. \\ ¢ discrepant images with tfie different working conditions found on board. As
N 3 : e
. " . - .
‘ ) ) K o,

3Excerpt frpmh'diary., B . . ’ .
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Table 35 indicates, flight atfendants think that the different conditions in' which

N , ‘ z
work is carried out, such as type of flights, routes, amount of service and type
of passengers, are important elements which affect perceptions. On certain

" flights and under certain conditions, 'dirty work® is far more apparent than,

-3

other elements of thé w0rk. Consequently these conditiong may affect the
perceptlons of both fhght attendants and passengers \

The o‘ther finding, as reported in Taﬁble 84, reters to the growing
'mdifferenc/e flight attendants report passengers showed toward them. In
a sense this attit de. is.a consequence of the separation of the flight attendant

from the passenger and+he increa sing rati onalization of flying brought about
, :

by ‘the jet age. The amo{mt of service, the 'size of aircraft today, and the huge

1

number of passengers on board, by reducing the efationship between fhght "

attendants and passengers to functignal, mechanical and impersonal contacts,

minimize all other aspects of the flight attendant's work role. In addition, the

2

routinized and functional use most people make of aircraft associated with the
. ,,‘
smoothness and uneventfuliness of modern {lying, further reduce the interest '
P
people have in flight attendgmts. . '

4

This state of affairs seems inevitable with the jet age, as flight atteqdants

A >

seem to be more caught up in the- pressure of getting tﬁrough the job of serving .

a full load of passengers rather than giving a personalized service fo the

passengersg, : =

'Consequently, these data suggest that different images and attitudes

»

confront flight attendants on board. While some of these images are linked to s

-

different perceptions associated with time and position on board, they seem

however conditioned by the structural oonditions of &ork on board. g

1 Al 1
’, ' A . v 3
\ . « .
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-~ \ 4. THE FLIGHT ATTENDANT'S VIEW OF WHAT PASSENGERS CONSIDER
. THE FLIGHT ATTENDANT'S ROLE ON BOARD

Professional or glorified waitress ? Respect or indifference ? These
" »

: rceptions nr a4sessments which flight at.teﬁdants think confront them demand
¥ | different types of performance and behavior on board.'

Flig}&attendants wnre asked-to describe what they perceived passengers
on board -~ whethér business travellers, using an airplane as an extensinn of
their work, or holiday passengers, rarely using the airplane -- thought was the

, : e

most important function of their work on board. Tables 37\and 38 present these

findings. These data suggest that there is a fairly high degree of consensus

- among flight attendants as; Vvil\at they think passengers regard to be their most

impo§rtant role on board. §They all indicated that passepgers, independently of

' | their experience with flylpg, igient\ify their work lwithThe gervice they nrovide.
f/ ' For business travellers, more experienced and sophisticated with the mechanics
of flying and behavior on board, the flight attendant's work-role is 'getting a

' . meal', 4 'drink', a 'neWsSaper'. However%xpectations concerning the manner

s " ' these services are requested vary and are mostly described.as 'at the snap of

-

their\fingers', 'quick', 'efficient’, "hassle free', 'pleésant and smiling‘.4

For holiday.passengers, flying means a new environment a new world.

\
) Accordmgly, they consider the flight at endant' s role as one of getting them all,

. - sand more of &at is mclu% in their ticket, whether it is needed or not.

/

thle the first type of passengers do not seem to have much timia to spend with -

7 .
-y

o > ‘ : 4‘Excerpt from questionnaire responses.
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the flight attendant, except when they require her services, this last group

of passengers (%emand a great deal of attention and a constant involvement
r Y
- with the flight attendant, and it is this group of passengers that may turn a

" flight into a boisterous happening. Flight attendants so describe and

differentiate between the two groups of passengers:

oo v
'...80% of the passengers on this flight, Ottawa-Toronto, were
business passengers. In general, this type of passenger respects you
as a flight attendant. .. the flight was full... breakfast had to be

gserved... They all expected three cups'of coffee in a 40 minute flight...'

. '...the charter vacationer, sadly enough, wants and usually_gets
- ) 'free for all.! Plane and crew are all rented. Most think that they
A @ can do anything they want, when they want to do it. They think that
the‘crgw members are social dire9tqrs. L1
i R ~ ’

~ These data éonfirm that,. whatever the type of passenger, the flight
attendants' work role on board is identified with the service they prqvide.
While this functional aspect of work is ,pélrt of the flight attendants' v;rork role, ¢ o
and hwh’ile it oécuptes the most part ofi thejr time and has been the most

adveriized, it is pot-the only fhnciior{, nor the one fligixt attendants identify

€

with'most. Howeyer the passenger, by identifying the flight attendant with

this least favorable function of her/his.work, de-emphasizes and de-valugs
‘ B

the flight attendant's definition of her/his occupatién and sielf—concept. It

a

" further questions the flight attendant's authority.on board. Consequently, it -

@ * is ‘mostly on board that flight a{ttendants ariafaced 'with discrepant definitions of

their status and occupational identity. The passengers, by identifying them

. K
with the service tasks they perform on board, deny them the status and identity

" £,
\ - []
[ N—

SExcerpt from a diary.
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they claim. They can lay claim to the more desirable attributes only - !
. 7. - . *1
.outside the work organization. *1
. ) ‘ i
The following pages focus on the consequences when the passengers
geriously question the status and identity of the flight attendants. Two areas
AN a ':'
are analyzed: modes of ‘address and problems related to the performance of .
.work and of authority by the flight attendants. ‘
. - 4 , .
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Table 37 - The flight attendant's view of what business passengers consider .

4

percentage’of respondents per years of service.

-]

~,

-

&

to be the most important function of their role on board by

o

Expectations of business
passengers concerning

- Years of service

the rol€ of flight attendants 1-5 years 6-10 11-15 16 or more Total
To give them a paper, 3L 3% 28. 6% 20. 6% 13.-6% 25. 0%
drink arid a meal . (10) (16) (7) (3) (36) -
Quick, efficient service 46.9% 46.4%  50.,0% 27.3% = 44.4%
L : (15) . (26) an 7 (8 (64)
Pleasant, smiling, . ©9.4% 7. 1% 23. 5% 31.8% 15.“3%
-efficient -service 3) (4) - (8) (7) (22) .
‘Others ' L 12.5%  17.8% 5.9%  27.2% 15: 3%
- e 4 (10) (2) (6) (22)
‘ . ¢ ,
: o " (32) (56) (34) _ (22) (144) (*)
x2=17.23;dY. =9;p<.05 ]
Missing observations: 2 , 9 ‘
(*) Vancouver base is not included in the total .
' ‘.
&2 |
-
) : - - ‘e .
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“Table 38 - The flight attendant's view of ‘what passengers on holiday cousider to
be the most important function of their role on board by . oeh
percentage of respondents per years of service. ‘ R
&t ’ e
. . . Years of service
Expectations 1-5years’ .6-10 11-15 - 16 or more Total ¢
, Friendly service U 37:5% 53. 6% - 35.3% 45.5% 44. 4%.
12y . (30) (12) (,%0) L (64)"".
Service, attention, x ‘46. 9% 37.5% = 6L 8% 36.4% - 45.1%
information (15) (21) S S (8)  (65) _
Others 15. 6% 8.9%- 2.9 18 2{/ 10. 4% 4 4
- N G @ (@ (15 ¢
. ‘ » AN ;. )
Total * | 22.0%  38.9% , 23.6h  15.3%  '100% -
p (32) (56) (34 - (22) (144) (*)
x 2 =11.57;d.£. = 6; p.=not significant e ,
Missing observations: 2 . v .
. (*) Vancouver base is not included in the tota * S e
Y - NI . )
} .' - v w ’
X * |
i 1‘ -g’ - i
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a. Médes of address \

1

v ) \ .
The majority of flight attendants in\t:ated that.the most common way they

are addressed on board is '"Miss/Mr. /Sir' o 'Stewardess/S}eward'. (Table 39)

\ .
However all flight attendants quéstioned, independently of seniority, admitted

that at one time or another, they have been called or addressed by terms or
¥ ,
means which they viewed as 'inappropriate' to their role on board. Table 40

3
indicates the means of address reported and disliked by flight attendants. .

In the 'inappropriate’ means of address, the moast f\‘j(ﬁnmonly used ig

[

gestures or noise'. This is followed by being called 'waitress' and only a
minority admitted passenger s using nasty or overly intimate ways to attract
their attention.

The most common gestures or noises used are in the form of: waving
hands, glasses, snapping fmggi's, us"ing‘body contact such as 'pulling, grabbing,

or tugging' the flight attendant's skirt or trousers, 'touching or poking' part of
1 A ‘ .

the body such as arms, 'tapping’ on the back side of .the body, catching the
) §

flight atténdant‘s eyes, pss... hey you! ....whistling, keep ringing the call
button, hissing and the like. Overly intimate behavior or nastiness is in the

‘form of calling flight attendants by intimate or nasty names with sexual .

“implications such as 'sweety, tiger, honey, baby, doll, sweetheart.. .’
ran ’
These modes of address indicate that the flight attendant's image and
-expectations on board are not always legitimate. Although only a relatively

small number of flight attendants admitted being addressed by inappropriate

-

means, the existence and the use of these forms of address indicate the ambiguity

of the flight dttendant's role and status on board and, at times, It challenges

t

her legitimacy and authority on board.

A
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Table 39 - Most used for% of address passengers used when addressmg .
flight attendants as indicated by percentage of reSpondents per

years of service.

. . ' »
- t
¢
* # - ¥
‘ ¥
, !
'y ! N
M
I
-

AR B I ok ok .

. Years of ser‘vice ' %
Form of address 1-b years -6-10 11-15 16 or more Total
Stewardess/Steward ' 27.7% 18.8%  10.5% . -25.9%\  20.4% |
' ' (13) (13) 4) (7 , (37N o
.Miss/Mr. /Sir . 70. 2% 73.9% 86. 8% 70. 4% 75. 1% :
. (33) (51) . (33) (19) (136)
Other forms: gestures 2. 1% 7.2% 266 3.7% 4. 5% ‘
or noise, waitress.. . - (1) (5) (1) (1) " (8) . .

Total

26.0%
« {amy

38:1% 21.0% 14. 9% 100%
(69) (38) 2N (181)

L.

1

Too few cases for x 2 analysis

4
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Table 40 Other means used by passejgers on board to get the flight
attendant's attention by per ntage of respondents. (N = 170)*

e sth and® sar Toan

Means used ) % of respondents
" Call button J 32. 4%’
‘ ‘ (55)
Wave hand or glass ‘ 4 31, 2% ) ‘ -
(53) ' Y
o ", Pss..Heyyou _ 31.2
‘ ' . {83y
. ‘ ’ "
t *  Snap fingers . 30. 0% ‘.
(51) :
‘ - " .
Whistle or call 'waifress' ' 29. 4%
(50)
Body contact ‘ - 25. /é%
> N ' _ (43) ‘
Being intimate or nasty ) 16. 9%
’ o 24y - . f
Catch the flight attendant's 14. 1%
. eyes _ 27)
Mlssing observations: N 11 -
(*) Kespondents could indicate more than one mode of dddress.
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b. Flight attendants and role performance; additional problems

Most of the problems flight attendants report having on board, are a

. : #
threat against their authority, autonomy and performance. As indicated in

Table 41 these problems concern: (1) constant disruption of service procedures

by demands fog individual services which are not provided at that particular

time; (2) disregard of safety measures such as fastening of seat belts, smoking -
when it is not bermitted, having excessive hand baggage, exc‘essive dr inking -

and other aetions which are a threat to safety; (3) overly rude passengers.

One flight attendant dn a southern flight, best describes these problems:

',.. passengers were demanding... nota group tha/({ravels much but

they wanted everything when they were ready and not when offered such. .

J We offered bar, they wanted nothing, we offered wine, they wanted bar~
“ and soft drinks, we offered lunch, they wanted wine and so on. 1 can
accept and expect few exceptions to the rule but when there is a lot of
, different demands I become 1mpat1ent They did not seem to understand
they were not alone on board

¥

Another flight attendant, on a short domestic flight, reports:

at the back were upset because of the engine noigse. Claimed they all
needed their double-martinis right away...'

" '.., This ﬁlght wasg full -- full of complainers. Three passengers sitting

. '... As the lady came in, she insisted I put away her bag. I told her it

" would have to go underneath the seat in front of her... What made me mad
was that she expected her bag to be put away for her. I later found out
she had asked the other flight attendant as well as she came into the |
airplane. The other flight attendant told her she normally did not stow
bags away. .

Again:

L alt.hough an announcement was made to remain seated, everybody got
up. . .. Bar is still being served and some passengers are starting to

- geta bit intox1cated The biggest problem is smoking in the aisle. It
annoys me to see people walking around with a cigarette. When they are
‘told, the put it out, sometimes immediately, sometimes arguing or taking
(.their time... but they have been told, ‘why should we have to repeatﬂ it...!

.

. .
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~
. ihe flight was full. One man came in smoking. 1 had to tell him
three times before he put it out,.'’ ’

'.. no 'please’, no 'thank you' whei offered a beverage..' - -

N '.. the one thing that really struck me was, I thought 1 would be nice

and give a man his gariment bag from the coatroom. But I got no thank
. you or recognition whatsoever..'

El

'.. They (the passengers) never listen.. want to do what they want..
then they cry 'help me, help me'..'6 ‘

A

These descriptions indicate the way flight attendants see the ;;assenger's

behaviour on board. Further they indicate a certain degree of discrepancy.
between the passengers and their expectations concér’ning the rights and | o

, obligations of their work role. While flight attendants stress and emphasize the

valued elements of work on board, passengers oftén act as though the flight -

attendant's major function was 6n1y their personal comfort. Examples of this
g : )
include disruption of service procedure, excessive service demands, immediate

fulfillment of demands, ('.. they expect to be served at the snap of their fingers,
sometimes literally..');! challenging her/his authority by refusing or being

unwilling to conform to safety measures when they are a threat to their personal

comfort, and demanding services the attendant is unwilling to provide. These are

. - . ¥
a constant source of irritation and status ambiguity.

)

6Excerpt;s from diaries o / | R
TExcerpts from diaries o oo
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1
Table 41 - Major problems flight al:tendants encounter on board with’
passengers by percentage of respondents. (N = 178)*

N :
Problems ‘ ’ % of respondents
3 Isassengers disrupting i 56. 1% ‘
. service procedures - (100) o ‘
) Disregard of safety measure: _ 16. 9% , ' o
¢ fasten seat belt sign (30)
Disregard to 'No ‘smoking’ 8. 4% ’
. -# 1 s
: (15)
Drunkey or rude passengers ‘9. 6% ’ =7
‘ ’ (17)
- ’{ ) * ¢ "
OtherS 9, 0% :

o .
* i

Missing observations: N3 .
(* R espondents could indicate more than one problem.

[a)
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- 5. CON'FLICT RESOLUTION: SOME STRATEGIES AND RESPONSES

@,

The previous data and d;scussnon suggest that most situations on board

- < LI} . 2
are character ized by gconfhctmg expectations and ambiguity c(:)ncelling the
proper role and evaluation of flight attendants. From the point-of view of the
flight attendant this amb iguit_"y originatea onlyfrom a lack of pper l;mo’wlgdge

concerning her/his role but also from a lack c;f’iyfeciatiog of the 0ccupatidn;s

status., y

When flight attendants were asked to givé a clear answer of what they do

when they are faced with problematic situations, responses seem to correspond

_to the céteg'ory explained as 'role distance behaviour'. 8 While a variety of

responses are possible, including passive acceptance or withdrawal, by using/

role distance behaviour flight attendants attempt to gain some control over the

Ay

situation‘while fulfilling their role obligations. However responses to all of the

different sitiations were not always clear and definite, Flight attendants seem coe

}1
to be extremely cautious when making statements concerning passengers and

their relationships on board. When they do, they ask not to be ‘mentioned, ¥

since this could mean a judgment against their role performance. Because of

these limitations, the use of the questionnaire and diaries had to be aqpplemented

by'a’f()x"mr of direct observation on board and private interviews with some

{
'

- 8Erv_ihg Goffman, Encounters, (Indianapolis, Ind., the Bobbs-Merrill
Co., 1961) pp. 85-152. ‘ :

9Similarly fin the article entitled 'High Flying Passengers Kill Glamor
Myth' Toronto Star, - (Tuesday, January 3, 1978) the paper reports 'in interviews,
flight attendants agreed tor talk about their job on condition that their real
names not be used, ' \ .

~

R
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flight attendants.

In this section, I describe some of tfxe responses flight attendants employ
when -passengers' modes of address and claims are judged to be inappfopriate

and a threat toward their status and authority.

a. The flight attendant's responses to inappropriate modes of address

~

,As Table 42.indicates, at least six general modes of role-distance

p)

_behaviour have been identified:

(1) the passenger is ignored or"a 'look' is given as a sign of disapproval and
then he is totally ignored. ,

(2} tixe passenger is told his mode of address is disliked and he is told of a
proper mode of address. ’
L 2
(3) ‘the passenger's call is answered with irritation, formality, coldness or
unfriendliness. The service may or may not-he delayed.

4) the passenger is answered with a joke or sarcasm, some fun is made of
him concerning his mode of address, '

(5) the passenger's call is answered with extremekindness to make up for

his impolite behaviour. >

(6) the passenger's call i5 answered with indifference. ]
The most popular tactic is 'to ignc;re' the passenger. This ignoring of
the passenger is usually accompanied by certain facial expressions, a look, a

frown by which the passenger is made aware of the dislike am} of the flight

attendant's attitude toward such behaviour.

While these modes of cofflict resolution are different, they are not'

L]

_peculiar to particular individuals or differences in length of service into the

oc;:upation. They seem to be used at one time or other, depending on the type

' 5f passengers and mode of address.
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Table 42 ~ Modes of respges flight attendants use to face inappropriate
modes of addr on board by percentage of respondents. (N = 181)

| ! ) . ’ l 'cﬁx
N : Mod‘te of response - . % of respondents ﬁ
1
— 7
The passenger is ig'nbred . ' 33.7% ¢
look is given and consequelitly v (61) -
totally ignored ' . )
The péssenger {s told his manner 28.7%
is disliked and he is told the proper ' (52)
mode of address
| [}
- The passenger is answered with \ 14. 9%
irritation, formality, coldness. 27
The service may eventually be
delayed
]
The passenger is answered with 6. 6%
a joke or sarcasm (12)
. 5 |
The pagsenger's call is answered -, 6. 1%
with indifference ° . (11)
4 .
The passenger's call is answered 3. 9%
v with extreme kindness (7 '
Others |, 6,1% ' ‘ ‘ .
. ' ' (11)
Total | - . ! 100%

©—

!

~




“b.. The flight attendant's respoises to the passenger's controls over

o role performance. '

. . I . The major problems flight attendants inost often have to face on board
B - are problems concerning the disfuption of service procedures by passengers’
- requests for individual and extra services, and non-compliance of safety

. , . .
measures or unwillingness to comply. Both of these problems will be dealt

e g
with specifically, since different role-distance behaviours tend to be used.

{ ™
(1) Disruption of service procedures -

X \ Table 43 indicates modes of response flight attendants use when they are

y

f4Ged with disruptive and rude passengers. As long as the requests are

reéognized as appropriate, the most used tactfc is to answer the passenger's

\ t

request only, if time allows. The appropriatness of the request is judged by the
¢ . ‘

time the request is made, by the number of passengers on board, and by the

g ) way and'manner the request is made. These elements determine the fiight

[

attendant's response. As few flight attendants stated, responses could be as

. follows: - ® v

: . ' '.. not'so efficient in bringing that fourth triple. ..

', . if it is important I will do my best to accommodate the passenger, '
otherwise I will delay till I can..'10

In other cases, flight attendants comply with the request or explain the reason

for not complying. However c;mpliance or explanatijons are accoxﬁpanied by .
i A facial exp)x:essioxis by which the passenger is made aware of the appropriatness
of his Qex;1and or manner, Reapoﬁses and explanations could be as foles: ‘ .
'.. I comply with an annoyed manner .. explanations at;times m:} 8
become arguments. , !

: 10Excerpts from questionnaire responses




'.. unless the passenger doesn't desire to understand, I ignore him,
.+ Idon't waste my time listening to complainers, sol ignore them..*

L | bxte my beeth and sometlmes’l let out steam when there is

exageration. . you can't please everybody. . '

These responses indicate that as far as rq‘queétg are thought to he

-appropriate, they are answered with politeness and/or the passenger is told

politely to wait or is made aware of the impossibility to fill his request at that
time. However, if lt}_le passenger is labelied as obnoxious or is unwilling to
understand the positidn of the flight attendant and the fact tha't he is on an airplane
and not m a cocktail lt;unge ora I:g_estaurant, flight attendants either ignore him ,
or, if the passenger is extremely aggressive, in order to avoid ‘further
arguments, his demands are fulfilled with irritation - by verbal behaviour

. i ) L]
or facial expressions - or without the usual courtesy.'smile", thought important.

in the relationship with customers.
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Table 43 - Responses to the passenger's excessive service requests or
disruptive pas%engersy}vcentage of respondents. ( =100) *
¥
Flight attendant's response \ % of respondents
. I comply - . 22. 0% .
: . . (22)
I comply when convenient 48. 0% ’
- ' ‘ (48)
. 7 I explain'the reason for not being . 21.0% ' !
able to comply and I keep doing (21) »
*  my work ' : .
Others ~ . 9.0%
‘ (9
- - . Total . ' ) 10{70
N : '

> v (*) Vancouver base is not included in the total. Only respondents who
cited ""passengers disrupting service procedures" as a major
, problem encountered on board with passengers,
(See Table 41) are included in the total.
W
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(2) Non-compliance to safety rules.

- o 3.

Table 44 indicates modes of behaviour flight attendants most often engage “j :

"

. . : , . <
in when they are met with passengers who are unwilling to comply with- safety

regulations,. such as fastening their seat belts, not smoking or Brihging on

A 4

”r

board excessive or oversize baggage. . N
v . < . '
Passengers' non-compliance or lack of concérn about safety on board is

L
always met by amazement by flight attendants. At times, this-lack of congern .

v 14

. 9 T s,
is helplessly disregarded by the flight attendant, 12 4t other times, a'ttexﬁapts
9 ( .
use authority or authoritarian attitudes, such as repeatedly asking the
. X .

passenger to obey the rule, éxplaining the reason for the rule, or by standing
’ . u e

\ .
by until the rule is enforced and making clear that extreme measures: could be

-

talén if the passenger refuses to conform. Every flight attendant has been -

4 »

involved or knows of certain instances when these extreme measures have

o

v

i)een adopt'ed.
) M /

=Y
\

. .
I

- 12The following conversation between two flight attendantg;was overheard'
during a period of turbulence. Passengers were askéd several times to remain

. seated, but..some did not. The two flight attendants were seited near a wash-

room where passengers were lined up to enter. One asked the passengers to

return to'their seats since there wa# the possibility of heavy turbulence in

the area. Passengers looked at her, some left, but the majority remained.

The flight attendants looked at each other and one ‘said: 'Did you see the looks, )

people are incredible, you show concern for their safety and this is what you "+ .

get, a dirty look.' - ' - ‘
\ o

3 . . o
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* H‘G@s has even included putting a passenger off the flight. 13 : .
e * The findings indicate that independently of time inside the occupation or

. ©
position on board, flight attendants, when faced with these types of problematic

’

situations concerning the disruptionof service procedures or non-compliance .
¢ .
of safety rules by rude passengers, resort to forms of 'role-distance behaviour!
in order to emphasize.their, authority on board and at the same time to provide N

o ] %
a service. . /

Y S d
‘ 13This lack of concern for safety and the flight attendant's responses to
/) situations Mvmg passengers unwﬂlmg to comply to these rulés, were the '
~ topic of a discussion on CJAD radio Station in Montreal, August 16, 1977.
The participants were several flight attendants and J;ipresentatwes of the a
. Flight attendants' union. The topic concerned the way flight attendants rate
foe passengers and the many problems they encounter on board. In this discussion,
T one. flight attendant cited an instance where extreme measures were put into
effect: '...this is not a flight 1 operated personally, but of which I was told
TN It was a fhght afier a game. This particular team had won and they were very
boastful on the aircraft to the point where the flight attendants.were unable to
make them sit down and fasten their seat belts. The 'in charge' went to the -~
Captain and informed him of the situation -- you do this if you run into a problem
and you can't solve it yourself. The Captain came out and told the manager of the
team that if the team did not behave properly, then it would be dealt with
. accordingly. This 'to be dealt with accordingly' meant the whole team would be
& dropped off at the nearest airport not necessarily at their destination. .. This
was done, the entiréteam was left at some airport, in the middle of nowhere. °.
Really, we do not have responsibility to carry people who are going to interfere .
with our duty and endanger each other's safety. In this particular situation, it i
was a group travelling together, they obviously had a lot of influence on each ’ ‘
. other, so there are very drastic measures. There are several other ways of
dealing with situations, but of course every time you show yourself as afigure
of authority or get the support from other crew members, usually the captain, I
would say 90% of the time, things are solved properly. ...

a
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Table 44 - Responses of flight attendants to passengers who are unwilling to .
: conform to safety. measures by percentage of respondents., (N =53)*

. s
Responses " 9 of respondents
I ask to comply and I wait.~ 28. 3%
till the passenger has complied . (15) °
I simply ask to comply and.1 - 52. 8% ,
explain the reason ‘ (28)
Nothing . ‘ 7. 5%
(4)
Others . 1. 3%
(6)
Total Z o . 99. 9%

Mi;ss'mg observations: 9 . i

(*) Only respondents who cited "Passengers' disregard to safety measures"
as a major problem encountered on board with passengers (see Table 11)
are included in this table. '
Vancouver base is not included in the total.
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c. Group responses to status dilemma.

There is still another way flight attendants respond. to behaviour which

contradicts their status expectations on board. These responses are expressed

. L
among flight attendants themselves. They protect the whole group from those

who threaten their status 01; board. The following responses are hésed upon
observatiops and infornllal interviews.

The first response is to give verbal expressién t.o the conflict experiénced.
Whate\}er the con,f‘lict or the problem, whether an inappropriate mode of address,
behaviour or rudeness, if time'allows, the news of the incident is commun_icated

among the crew members. The passenger is pointed out and comments are made

_in private areas of the airplane, such as ' galleys'. 14 Here all crew members, or

some of them, convey their sentiments, the passenger is either laughed at or
criticizgd. . More importantly other crew members are expeéted to exhibit the

same role distance*behaviour toward the offending passenger. Another way for

¢

coping with these dilemmas is to adopt a cynical attitude toward passengers. The

~

fc;regoi.ng quotations indicate this attitude:

... it was a better class of people years ago. . now everybody flies and
they are not so nice..'

.. .\nymst people go through life with a thin coat of polish. . when they lose
it, thelreal person appears. That is what happens on board most of the
time. ' 15 ‘ .

41n aircraft where galley areas are part of the public space instead of private
space, flight attendants-}are deprived of this mode of conflict resolution since
communication with other flight attendants concerning passengers is seriously
hampered. As a flight attendant reports: '..passengers.stare at us blankly, as
though serutinizing an animal in the zoo - noticeably on the LH1011, where there
is no privacy on the flight attendant seat or in the galley, the opportunity to relax
or 'chat' are impossible.

15Excerpt from qu>ﬁﬂonnaire responses.

fu -
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Still another way to compensate for these dilemmas of status in the work
situation, is for flight attendants to form a sort of mutual admiration society.
They often engage in conversations which emphasize their special status and

status symbols, in order to improve morale.

Conversations such as those quoted ‘below, abound on board:
Y ’ .

_'...tan? Oh, whilel was inRio." 'Uh-huh, do you know Palm Springs ?'
.».'Yes, that's it - it was inSpain. I rented a car, I forgot which
place. One of those dreamy little ports.' '

'l bought it in,Budapest.’ ’
'"Ya'h, a super man.' ‘
'Harrod's ? - just walk right through the park then turn left.'16

g

Af’f\@ese means for coping with dilemmas of status are periodically .

adopted by 'flight attendants. These findings not only attest to the ambiguity of

\

“the role and status of flight attendant&but‘thg/‘ also reveal the different ways

flight attendants cope with distress ing situations and identities. By using
these tactics in conflict situations, flight attendants are able to perform their

less desirable work roles while still maihtaining their status claims.

[P
‘ 16pesmond M. Chorley, "Flight Attendants: Now everyone flies - and
they are not so nice," in Canadian Aviation, (November 1976} p. 33.

AL .
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'

B vd sl o7

Py

I T e Vet R S




195

| 6. SUMMARY ° \
If, in this section, 1 appear to have overemphasized conflicts and
dilemmas, it is not because it is so predominant, but rather because it/ is an
indication of the problems related to the flight attendant's self-concef)tion.i In
' ﬁhis context, the heterogeneoué mass clientele, “the ?mphasis upon service,

comfort and glamor, the increase in the 'dirty work' of the job and its visfbility

on board, have introduced discrepant definitions of what a flight attendant is. jr

~
5

Flight attendants agree that passengers associate them with the services they

provicie on board and tend to evaluate them accordingly. Extreme emphasis on
N ) N

these criteria contradict the flight attendaiit's desired self -conception and are

responsible for status discrepancies on board where flight attendants and

passengers meet. ;e ‘ }

.

When the pa sseﬂger's Behavior and actions conflict with the flight
attendant's expectations and become a th;eat to their occupational image and ° f
role performance, flight attendants respond by 'role distance behavior. '
f!ole distance behavior consistg of tactics and attitudes flight attendants use in
an attempt to distance themselves from identities implicit in cértain activities
and demands-which lower their status and with which they do not wish to identify.,
By adopting these behavioral tactics, including facial éxpressions or more

expl“icit verbal behavior, flight attendants attempt to exert some control over the

passenger and to perform a service while at the same time attempting to

1 .
= .o,

majintain a more desirable status and identity.

L | o ~




CHAPTER 10

CONCLUSIONS

1. INTRODUCTION |

[

This dissertation has dealt with two major themes; the historicai causes
of the transformation of the status and occup‘;ltional identity of airiine flight
attendants and the effects of these changes upon the flight attendant's self
concepts. The effects of these changes have been traced by noting the flight =~
attendant's perceptions of reactions by the general public, the flight attendant"s

_ peer group and by the passengers. The group of flight éttendants of a .
Canadian airline has se;'ve,d as a case study upon which historical data and
data from the empirical research have been drawn.
In this 1ast chaéter I sumnarize the study, state the limitations of it
o

and point out the need for further research. This is followed by a discussion

of the general implications of the study. ‘ P

196
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2. SUMMARY OF THE FINDINGS

The findings of this study link the transformation of the status and

.

identity of airline flight attendants to a major techxiologic@l innovation, the %

introduction of the large jet airplzine in the early 60's. ‘This innovation is seen
4

B 7.
as an importanl variable in structuring the social context within which the

Y

flight attendant carries out her/his work role. The changes have been Iargely

V:d

r'equn;iblé for the flight atténdant's present status dilemma.

Different processes have been linkeg with the tranfsformati01(< the . ‘
flight attendant's occupatiénal identity and status. In the early part of 'the
century, air travell‘ing made headline's, even though operations ‘éﬁere SanaH_an
limited. Flying was filled with unforeseen emergencies and flight afa{anﬂants, "
qualified as nurses, enjoyed and shargd a close association with wealthy \:

. " passengers and a certaix; mystique with the pilots'. The large~jet airplanes
’ changed all this. It made flying fast, smooth, safe, uneventful. It increased
speed, routes and flight frequencies. It spurre;d demands foi' éir—transportatign
which increased the size of operation;and brought extreme changes in all the -
occupations of the field.

Organizationally, rationalization has been linked with changes in the
fiight attendang‘s occupation.. This process ha; brought about differentiation
and routinization. These, in turn, have lowered the flight attendant's
-qualifications, job requirements and job content. Further, it has divorced the
identity of flight-attendant.;z from that of the pilots. The process haﬂurther

, been expressed in advertising campaigns in which flight attendants have been

“
viewed as merely glamorized sex objects. At the same time tasks on board




have become menial and mechanical. A new mass clientele has replaced the

" world of travel, the lack of binding routine and the responsibility and social

" skills which they ass?ciate with thei‘r work role while on the airplane. The

small'number of customers. This has further eroded earlier status images of

)
\ |

flight attendants. - ,

The ‘quiry into the flight attendant's role relationships links the flight

attendant's stjtus dilemma with the work demands and the passengers. This "

\
dilemma is linked with the differential elements in the assignment and . z

attribution of sté\tus between these two groups. The flight attendants' claim o

1
of status is with {he most valued elements of their work role, namely the larger

v

\ .

general public and the'flight attendant's peer group outside the work context,

recognize and legitimate the flight attendant's claim of status. In the work
s . . \

. \
environment, the restricted standardization of services, the high number of

Nt tearton,

’ »
passengers, their anonymi}‘y, all introduce differential elements of status.

4
These elements are linked with the conflict and status dilemma flight attendants

5

find in the work environment. ‘\

By 4 e by ekt S o

In the work environment c\onflict resolution is associated with an in-group

status system which awards differ\?ntial status elements, (e.g. preferential

’

Con
routes, days off) to flight attendanté% according to the seniority system. In

5 A .
face-to-face relationships with passenizrs, conflict resolution is associated with

the development of behavioral techniquey

1
i

and tactics which, by allowing flight :

attendants to maintain a social distance a\ds them in their attempts to maintain
-, .

their status and an umpoiled identity. \\

Consequently, the flight attén&mt's épnfllct and status dilemma is a

\
conflict. characteristic of a masas society, whé(e individuals and groups aspire
\

- . e
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anci struggle for recognition, While the unusual ;ifestyle of the flight -
atten(iants' work role differentiates and assigns them with a higher status and
r'ecognition than other occupational groups of the same social aggregate, chan?es
in the socio-structural environment have transformed the work role tl;ey are

required to perform on board. Such that very little has remained of the

glamour and recognition which they are awarded.outside the work context.

)
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3. LIMITATIONS‘OF THE STUDY AND NEEDS FOR FURTHER RESEAREJH

The current study has focused upon a particular group gnd is ’
exploratory in nature. The major limitations concern certain methodol'ogical
lproblems, such as the issues of more general application and validity, and the
particular lim(itatiions placed by ’the time, focus of interest and the particular
approach and method of analysis.

The issue of generalizability ;s raised by any study of a single system.
The case study edkhere, while it does not pr:ermit generalizations to other
groups without fyrther specifications of th{a conditions and cont.ext of the group,
does provide insight, questions and ideas concerning the effects of major
changes upon occupationél groups and the problem of status evaluation.

The issue of validity in this study, has been appr(;ached by the use of
different tec:hniques for gathering and analysis of data. The major part of this
study is bas;ad on the use of questionnaires and diaries. The questionnaires
have provided the quantitative data while the diaries have been an addition to
these data and havg pxioven to be useful in the difficult process of interpretation
an(; explanation of the data. However, one may question the relatively small
sample and the problems related to the use of self-administered questionnaires.
The continuous cross-checking of the quan‘titative a'na}ysis from the information

I'd

gathered from the diaries, not only added a more substantial under standing of
3

the symbolic world of flight attendants but added validity as well to the

interpretation of the findings.

In addition to these methodological limitations, there are the limitations

which are related to the particular subject and the way the problem.of the status

3
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of airline flight attendants has been apprqached and analyzed. While in this
study, status or the perception of status has bean dealt solely from the point
of view of the role incun:ibents, it would seem important to further these data
- 3 . / 3 - 0
by.analyzing the status of flight attendants as it is perceived by the different

groups upon which flight attendants are dependent for status evaluation.

Further, this study stops ata ﬁoint in time. We are now at the

’threshold of extreme changes in the field of transportation brought about by

the arrival of Supersonic planes and its opposite, the cheap fare "Skytrain." .
It would be interesting to see the impact of these developments upon the

socio-organizational context;upon the status and role of flight attendants.

i

- L i

P S
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4. GENERAL IMPLICATIONS
T

The inquiry into the transformation of the status and identity of airline
fligh£ attendants has stressed the impact and the effects of technological
inﬁovations, an integral part of a modern industrial order, upon the socio-

' 1
organizational siructures and, m turn, upon occupations and occupational groups.

Most occupations have undergone the same process as organizations
have been transtormed into masgsive rationalized aggregates, clliaracterizx;d by
differentiation and stratification of work, the application of rules, the
standardization and routinization of work procedures and impersonalization,

The effects of these processes have touched the world of work and whole
areas of life important to the individuals. ‘

In'this situation, to differentiate ongself, to gain honor and social
recognition has become an important issue for many people. Inside the work
sitnuation the changing conditions of work, the growing rationalization with the
accompahying gifferentiation and routinization of roles in face-to-face oon‘tacts
with the consumers of one's work has meant that older definitions of status
have become ambiguous and problematic. Outside the work context, among
different groups and in daily contacts with the general public and within peer
groups, status has become a maiter 6f symbols, of pretension.

This st;ldy has recognized this particuiar problem. Within the work
situation, status has been linked to minimal gradatior‘xs of work and the
assignment of differential rewards according to the seniority system, while in

relationships with customers, the stress on mechanical tasks and the

interference which these people introduce into the work situation, are a source

2
«
of conflict for the role incumbents.
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\ Responses to this situation are varied and they are linked to the

~

iinporta@e of the technical or physical attribute of the job, as well as to the
N N\

\
. ——

. -4 i : e N
type of interpersonal relationship”, degree of identification with }ne[s work

and the normative rules of society. In many other occupations such as nurses

¢

and school teachers such strains resull in a drive toward professionalization

or toward increasing militancy via union organizations to increase their statys

’

inside the work organization. The particular responses of flight attendants

incorporates these features, but these are mediated by the unusual extrinsic’

’

rewards of the work and the manipulative tactics which they can employ on

a highly transitory group of consumers - the passengers.

{ .
! In addition, the implications which the current study may have for the

v
s

gr‘oup of flight attendants should not be overlooked. While the major emphasié

L]

of this study, status evaluation, has précludéd other aspects 9} the work

situation of Flight attendants, the insight into the problems flight attendants find

in the work situaﬁon should be taken into consideration and be given further

- r'esearcqh. I'ssues such as the structural conditions of work, work group

'

adjustment and relations with the public, appear to be the most important areas.

. In addition, the lack of militancy and passivity with which flight attendants have

so far responded to the work sifuation, seems to be changing. Lately flight
attendants are extremely concerned with their status on board and are asking for
a 'licence’ to carry out.their work w‘hich could give them further control and
authority inside the airline. _Symbolically, this concern Afor greater: authority

can be seen in a return to wearing a severe, military-type uniform.

v

The importance and implications of this study rest with the parallels

which can be drawn with other occupational groups whose status and identity

A ’,

,
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) - 'have been changing following certain socio-=structural changes introduced by ;
! ‘technological imnovation, or with groups who are faced with the same dilemma . \ .
of status recognition in the relationship'with their clients. Of course, the °. '
. . findings of this study can be used to understand and improve the many . ' -
problems flight attendants find in doing their work on board.
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" Appendix No. 1

QUESTIONNAIRE

First of all I would like to ask you some questions about yourself and your job.

1. .How long have you been flying ? Please cross the appropriate circle. j
( ) 1ltob5years . é '
( ) 6to10years < ¥
~{ ) 1lto 15years b
( ) 16plus .
2. S ( ) Female ( )y Male
| 3. WhaiN§g your position inside the plane ? ’ I .
( ) Flight attendant 7 '

( ') Assistant Purser
( ) Purser . L
() Flight Director t,

4. _ What are the things about flying which you most like ?

5. What are the things about flying which you most dislike ? : ‘

6. Do you regﬁrd your job as: .
Difficult ? Yes ( ) No ( ). I£YES, why?

ﬁangerous ?-Yes ( ) No ’( }. If YES, why?
A ,
+ Skilled ? Yes ( ) No ( ). IfYES, why?

Responsible? Yes ( ) No ( ). If YES, why? '

If YES, why?

Gld:moroug‘? Yes () No ( )

Other ? Explain ) ;

\ ——

7. Do you expect to spend tle rest of your working life flying ?
. ( ) Yes
\

- ‘ . () No |
( ) Idon't know
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8. What would you say are the major rewards and satisfactions of this job?

t

We all wear a uniform which is not chosen by us; it is designed by the company
because it wants us to make a certain impression on the public. I am '
interested in studying the effects that the uniform has on the passengers'
attitude to us, and his impression of us. '

9. What impression would you like to project when wear ing your uniform ?
Cross only the appropriate answer. -
( ) Severe ( ) Sexy
( ) Profesgional ( ) Other. Explain
( ) Glamorous

10. Do you think the present uniform presénts the same impression of your
position to other people, as you have of yourself M,
{ ) Yes

1. ( ) No If NOT, how show be changed ?

I am also interested to know about the problems that you may find iycarrying

out your duties. ” 5
12, What flights are you normally working ?
( ) Overseas ( ) Domestic long range
- { ) Transborder USA . { ) Domestic short range

( ) Transborder South

13. What do you think is the most important part of your job on board ?

-

14, On the flighté.you are normally working, what do you think the
passengers consider the most important part of your job ?

N »
e
ot

2
LN

15. How do passengers normally address you ?
( ) Stewardess ( ) Bartender
( ) Miss ' () Other
( ) Waitress

L
7
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16. What other forms of address have passengers used ?
{ ) Stewardess (. ) Bartender
( ) Miss ‘ ( ) Other
( ) Walitress ‘ ’

17, Ifa passenger cgied you 'waitress' of 'bartender' or any other
* unusual form of 'address, what did you do ?

L4 “ “

18. According to the demands of the flights you normally work, which of
the following best describe how you felt ?

( ) Professional ( ) Waitress
{ ) Stewardess ( ) Bartender
( ) Robot ( ) Other

19. How do your co-workers think of you as a flight-personnel ?
: ~

20. How do your co —workerﬁgll you ?

Y

21. On the flights you normally work, which of the following problems did
you encounter most often ?, /
( 'Fasten seat belt' sign was not respected
'No smoking' sign on restricted areas was not respected
Drunken passengers
Passengers frying to disrupt your work routine by asking for
types of service at the wrong time ,
( ) Other

(
(
(

22, “W'hat actions did you take concerning that prbblem ?

T

23. Do problems in general usually effect the relationship you have with \he
passengers involved ? Explain: .
' bl

PR -

o aa e
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| . . 28.

30.
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24,

e " 25,

26.
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Does the rest of the cabin crew usually Asupport your actions ?
( ) Yes

( ) No \ -

_If the rest of the cabin crew is not aware of the problem do you explain

-it to them or some of them ?
( ) Yes
( ) No

What kind of problems do you encounter most often with your co-workers ?

P2

&

Did you know any of the cockpit crew on these flights ?
( ) Yes '
( ) No -
What do people you meet think of your or flight personnel in general ?
They think I am;

a well travelled person

a professional

a glamorous person

a superficial person with a smile and an empty head.

a glamorized waitress
- other -

At -

People you know well and are not working with an airline, what do they
think of yéu ? They think I am: ’

{ ) a welltravelled person

a professional

a glamorous person

a superficial person with a smile and an empty head

a glamorized waltress

other = R

I

How do people you know very well, express their feeling towards you as:
a flight personnel ?

( ) they respect me . ‘ " .

{ ) they envy me

( ) they pity me

( ) other

thank you
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Iy

QUESTIONNAIRE ' . SR

- ° <
’

First of all I would like to ask yo% some questions about yourself and your ]Ob. : ‘
Please cross the appropriate circ : i‘

L How long have; you been flying ?

. . 1to 5 years ()
‘ 6 to 10 years ( ) g
. 11to 15 years { )
AY . . More than 16 years )
2. What is your sex? ‘ ‘ _ \
Female ¢ )
AN Male ( )
3 What is your posxt\:on inside the plane ?
Flight attendant ( )
. Assistant Purser (A
' Purser () ¢
Flight Director ) .
4, What are the things abput flying you most like ? 1.
5. What are the things about flying you most dislike ?
& Do you regard your job as; - - . .
Difficult ? Yes ( ) No ( ') IfYes, Why? .
Dangerous ? . Yes ( ) No ( ) If Yes, Why? \
Skilled?  ° Yes ( ) No ( ) If Yes, Why ?
. [<] ' §

Responasible ? Yes: () No ( ) If Yes, Why? ‘




K]

Appendix No. 2 o 219

»

* Glamorous ? \~Yes () No ( ) If Yes, Why?

2

Other ? Explain

.

Do you expect to spend thérest of your working life flying? ~

Yes ()
] No ()
I don't know - ()

Plea se explain your answer

S B !

— e

What would you say aré the major rewards and satisfactions
of this job ?

What do you normally do during your freertime off the job ?

10. We all wear a uniform. This uniform is designed to convey certain

impressions upon the public. Below are listed a number of impressions
which our current uniform may pro;ect to passehgers. For each of them,
please indicate what you believe to be its de egree of importance for the,
impression which you think (a) Air .Canada wishes to convey; (b) you think
the impression actually is; {c) what you think the impression should be.

5 -.Very important '

Cos . 4 - Fairly important
3 - Uncertain
. 2 - Somewhat ungmportant

1 - Totally ummportant
(Examplé if you beheve Air Canada thinks tAuthority' is a 'very important
impression, indicate 'S' on 'Authority' line, under 'Air Canada's wish';
if the actual uniform presents a 'totally unimportant' impression of

AN

tauthority’, indicate '1' on 'Authority' line and under 'Actual image'; if you

think *tAuthorityt is *Fairly important', indicate '4' on'Authority’ line and
under !What image should be.' ' Follow the same process for all
impressions listed, below. ) (
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Impression
)

N ' .
Authority

Professional

Competent
Sophisticated
Glamorous
Friendly

. Warm
Casual
Sexy .

(a) (b)

i
. (€)

Air Canada's wish ' Actual Image What Image should be

Ot:fr
I am also interested to know about the problems that you may find in carrying

out your duties.

11. What flights are you normally working ?*

Overseas
Transborder USA
Transborder South
Domestic Long Range

;';J\Domestic Short Range

[}

S

—~ e e e -

12, 'What do you think is the most important part of your job on board?

o

13. Most passengers are either flying for ‘business reasons or because

they are having their holidays. What do youthink they consider to be ‘

the most important part of your job on board?
(a) Passengers on business
(b) Passengers on holidays

. —’

14. How do passengers most often address you ?

Other

Stewardess/Steward
Miss/M#.
Waitress/Waiter
Bartender .

By gesture or noise

\

AN

P B e S P NP N
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W17,

18.

19.

20.

21.
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~

What other means of getting your attention do passengers use ?

z
A
O

B

. - How do you react usually to péssengers who get your attention by

using means which you dislike ?

&

According to the demands of the fhg'hts you normally work, which
of the followmg best describe how you feel ?
- Hostess/Host
Robot
Waitress/Waiter
Bartender

)
)
)
)
)

Other

What impressions do you think your co-workers have of you as
a member of the cabin crew ?

13

On the flights you normally work, which one of the following problems,

with passengers do you encounter most often ?
'Fasten seat belt' sign is not respected - 1

'No smoking' sign on restricted area is not respeected
Drunken passengers

Passengers trying to disrupt your work routine by askmg for types ‘
" of service at the wrong time

i 4

Other

What action do you take concerning that problem ? °

N

4

Does the rest of the cabin crew usually support your actio 8?

, Yes, always ()
Yes, sometimes . ()
No ()

. —_—

(
(
(

D
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22.

23.

24,

25.

26.

27.

28.

What problems are especially detrimental to your relationships '
with passengers ?

When you have problems with the passengers do* you usually talk
about them with other members of the cabin crew?

Yes, always ()

Yes, sometimes ()

" No ()

What kind of problems do vou enceunter most often with };au'

co-worker ?

1]

e they respect me

'On your flights do you usually identify with the cockpit crew ?

Yes ()
No ‘ ()

As a flight attendant or member of a flight crew, what impression
do you think you convey to the passengers ? They think I am:
a well travelled person
a professional person
a glamorous person
a superficial person -
a glamorized waitress/waiter
other

—— — o — p—
R N .

As a flight attendant or member of a flight crew, what impression
do you think you convey to people who do not work for an airline,
but who know you well.
a well travelled person
a profeséional person
a glamorous person
a superficial person
a glamorized waitress/waiter
other '

P e e -

2 )
How do people you know well, express their feelings toward you
in your job as a flight attendant ?

they envy me
they pity me
Other l‘ ' /

o~
P
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29.

30.

- 31,

In general, what feelings do you think passengers have towards you
in your job as a flight attendant ?
they respect me

they envy me

they pity me

they are indifferent
they show no respect
other

o~ o o~ o — —
N v e e

" Could you explain why ?

All of us have different levels of seniority which give us access to’
different flights and different working conditions. These conditions
often produce different feelings of satisfaction and dissatisfaction
among the group.

At your level of seniority what do you like most about your flight-

assignments (block) ?
v

What do you dislike mobst? ,

‘ s
If these conditions produce a high degree of dissatisfaction to you, -
taking your entire job into consideration, how important is this
problem to you?

Could you explain why ?

[P
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_DIARY SCHEDULE

Here are some indications on what to write about.
L Indicate the general characteristics of the flight:
Overseas, Transborder USA, Southern, long or short range domestic;
duration of flight; number of passengers; service provided; types of passengers
on board (i. e. business people; mostly people on vacati on, etc. )’
2, Job Performance and relationships with passengers.
I am interested to know about your experiences and youg feelmgs on board -
and while dealing with passengers:
‘i, Describe what you did on board, the things that happened and
what you were thinking and feeling.
ii. Write about the passengers' expectations concerning your duties. .
Did they differ ? 1f so, in what way ?
iil. Write about problems you have had to face in exercizing your authority
(i. e. did you enforce any regulations 'fasten seat belt' sign, smoking,
drinking, excessive demands at the wrong time, etc. ; if so were you
supported by the rest of the crew 7\
Do you think passengers react differently when you provide service
and when you represent authority ?
iv, How do your co-workers think of you? How do they call you ?
What problems do you usually encounter with your co-workers ?
v. Did you have any time to talk to passengers ? What do you feel is the
impression passengers have of you ? N
3. Relationships with the public in general.
Now think about your experiences with the general public or friends not
| working for an airline, during layover and at home.
i. What do your friends or family think about you being an ajr personnel ?
ii. When people hear you are a flight attendant or hold any other position
inside an aircraft, what do you think this means to them ?
4. You as a uniform-wearer.
We all wear a uniform which is.not chosen by us; it is designed by the company
because it wants us to-make a certain impression on the public.
i, What is the public's attitude to you when you wear this uniform ?
Do people treat you as a person, or do they treat you as a uniformed
representative of the company ? How do you feel about wearing your
uniform ?,
ii. How would you describe the passengers' impression of you in the present
uniform ? i. e. severe, professional, glamorous, sexy ... ? .
What about previous uniforms you have worn ?
iii. What is the impression you would like to project with a uniform ?
5. Occupational rewards.
i. What do you like most about being a flight attendant ? -
il. We all have preferences about flights and blocks. What are your
preferences and why ?
iii. Do you think that the things you like and dislike about your work change
as the length of service increases ?
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Occupational Prestige Scores By Oécupational Classes

National National Enghsh National French
' : N =793 N = 607 N =186
Occupational Title . Score SD Score §.D Score S.D.
Professional *
Accountant 63.4 19.2 62.9 194 654 184
Architect 78.1 18.% 770 184 796 17.9
Biolcgst 726 209 734 202 69.7 ¢ 23.0
Catholic Priest @ 728 25.5 7.5 250 77.2 26.6
Chemist 78.5 16.3 73.3 188 739 21.1
Civil Engineer 73.1 19.0 726 188 75.1 19.8 '
County Court Judge 82.5 18.6 81.0 18.6 874 17.7
Druggist 69.3 200 68 5 19.8 720 205 *
Economist 62.2 223 630 21.6 59.5 . 242
High School Teacher " 66.1 20.7 567.8 200 60.4 22.2
Lawyer : ' 82.3 ¢ 16.7 81.6 12.0 B4.4 15.5
Mathematician 727 20.1 78.7 201 69.5 19.9
Mine Safety Analyst 57.1 20.5 - 51.2 205 56.6 20.8
Mining Engincer 68.8 20.5 68.6 201 69.3 21.6
Physician 87.2 159 815 16.1 86.1 15.2
Physicist 77.6 21.4 79.9 20.0 69.3 24.)
Protestant Minister 67.8 26.3 717, 238.0 53.7 32.1
Psychologist 74.9 20.3 76.0 19.6 718 222
Public @rade School Teacher 59.6 20.5 59.8 20.8 58.8 19.2
University Professor 84.6 17.3 86.1 16.9 79.9 17.7 .
Veterinarian 66.7 21:3 66.7 . 20.9 66.6 22.5 t
» y
Semi Professional .
Airline Pilot 66.1 20.5 674 199 61.6 21.8° :
Author 64.8 21.7 658 217 61.4 216 K
Ballet Dancer . 49.1 26.2 51.6 25.2 40.7 27.6 :
Chiropractor 68.4 22.0 67.2 216 72.2 229 ’ :
Commercial Artist 57.2 20.5 58.1 20.4 54.1 20.6 ‘
Computer Programmer 53.8 21.6 53.6 21.2 54.8 229 d
Disc Jockey ‘ $8.0 231 $8.2 23.0 37.3 23.6 R
Draughtsman . 60.0 20.6 59.9 204 60.0 21.1
Funeral Dircclor 54.9 237 552 228 53.7 26.5
Jazz Musician . 409 24.5 409 24.3 412 | 25t
Yournalist . 60.9 20.0 62.3 19.5 56.4 210
Medical or Dental Technician ) 67.5 21.7 66.7 21.8 70.0 214 w .
Musician 52.1 229 53.7 22.5 46.6 23.0 ;
Musician 1in a Symphony prcheslra 56.0 © 23.0 58.0 221 49.3 250
I . %
- '
‘ o
‘ - ™
‘ I3
L
| : <
| ' . )
|
1 \ .
l_ '
- w
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- National Nauonal English ~ National French
N = 793 N = 607 N =186

o .

Occupational Thtle Score 3.D. Score S.D. Score S.D.
Semi Professional (cont.) ‘

Physiotherapist 72.1 194 72.3 19.0 71.8 20.6
Playground Director 428 223 43.1gp 217 41.3/ 241
Professional Athlete 54.1 24.2 545 ., 24.3 52.9 1239
Professionally Trained Forester ' 60.0 20.6 604 19.9 58.9 22.8
Professionally Trained Librarian 58.1 21.7 58.5 21.2 56.7 2381
Registered Nurse 64.7 214 66 1 208 599 225
Research Technician 669 191 671 19.1 66.1 19.2
Sculptor 56.9 23.6 58.0 235 535 28 0
Social Worker 551 24.0 57.4 2353 474 25 .
Surveyor -, 62.0 204 60.06 201 669 20,
T V. Announcer 57.6 216 57.9 2.4 565 o
T.V. Cameraman 48.3 214 47.8 21.0 499 200
T.V. Director 62.1 21.5 63.1 214 58.9 207
T V. Star 65.6 268 67.7 25.9 58 7 Zist
YMCA Director 58.2 21.8 592 21.0 54,5 2i
Proprietors, Managers and

Officials, Large

Admunistrative Officer in

Federal Ciyil Service 68.8 20.) 69.9 19.6 64.9 21.6
Advertising Executive 56.5 21.8 59.4 21.2 46.5 20.9
Bank Manager 70.9 19.3 72.1 19.4 67.1 18.5
Building Contractor 56.5 *19.3 56.4 18.9 56.7 20.7
Colonel in the Army 70.8 22.0 71.6 213 68.4 24.2
Department Head in City g

Government 713 21.3 745 19.5 60.4 28.7
General Manager of 3

Manufacturing Plant 69.1 19.2 70.4 18.5 64.9 20.8
Mayor of a Large City 79.9 20.4 80.6 20.2 77.5 20.7
Member of Canadian Cabinet 83.3 199 84.2 18.8 80.4 22.9
Member of Canadian House ol

Commons 848 18.8 84.9 18.4 84.5 20.2
.Member of Canadian Senate 86.1 21.] 86.0 . 20.8 86.1 223
Merchandise Buyer for a

Department Store 51.1 19.3 52.7 19.0 ~45.5 19.3
Owner of a Manulacwuring Plant 69.4 213 69.8 20.6 67.9 234
Provincial Premier 89.9 18.1 88.7 19.1 936 13.3
Wholesale Distributor 47.9 20.5 - 49.1 19.9 436 22.0
Proprietors, Managers and

Officials, Small

Adverusing Copy Wrier 48.9 20.6 48.3 19.8 50.9 228
Beauty Operator 35.2 20.9 34.4 20.3 3&9 226
Construction Foreman 51.1 20.0 50.4 19.7 583 20.8 %
Driving Instructor 416 21.6 40.0 20.9 46.9 23.2
Foreman in a Factory 50.9 19.3 49.2 186 .- 56.8 20.4
Government Purchasing Agent 56.8 21.6 56.9 21.0 56.2 234
Insurance Claims Investigator 511 20.1 50.8 20.1 52.0 20.2
Job Counsellor 58.3 20.7 58.7 20.0

Livestock Buyer 89.6 21.5 40.6 20.6

Lunchroom Operator 31.6 21.4 29.2 20.3

Manager of a Real Estate Office 58.3 20.9 58.8 20.7

Manager of a Supermarket 525 = %20.2 527 ' 200

N
e

s P
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Nauonal National Enghsh National French

N = 793 N = 607 N = 186
Qccupational Trtle ) Score $.D. Score $.D. Score S.D.
Proprietors, Managers and )
Offcials, Small (cont) A
Member of a City Council 629 * 214 64.7 20.3 57.1 24.0
Motel Owner 51.6 28.5 509 217 53.8 28.0
Owner of a Food Store 47.8 213 497 20.8 41.7 21.9
Public Relauons Man GO 5 19.4 ~60.3 192 61.4 20.2
Railroad Ticket Agent 35.7 21.1 365 206 33.0 22,5
Sawmill Operator 370 217 36 4 21 4 38.9 2255
Service Stauon Manater 115 20.4 42 5 189 381 245
Shap’s Pilot 549 0 22.7 59 6 224 59.7 235
Supcrnintendent of .

C.onstruction Job H34 20.4 553 204 490 19.5
‘Trade Union Business Agent 192 21.0 48 6 20.9 51.1 218
Travel Agent 10 6 20.7 450 19.5 52.0 235
Clerical and Sale«

Arwr Hostess 57.0 2].1 557 21.0 61.0 20.7
Bank Teller 123 210 424 20.1 41.9 24.0
Bill Collector 2494 21.5 26 8 21.1 38.4 204
Bookkeeper 494 20.2 500 20.1 47.3 20.7
Cashier 1in a Supermarket 31.1 214 30.5 21.1 33.0 22.1
Clerk in an Office 35.6 203 350 198 . 37.8 22.]
File Clerk 327 21.2 31.5 204 36.7 23.1
IBM Keypunch Operator 47.7 21.5 * 46.5 21.0 51.9 22.8
Insurance Agent 47.5 L 19.7 46.6 19.1 49.7 21.5
Manufacturer's Representative 52 1 19.1 51.7 19.0 53.5 19.1
Post Office Clerk 37.2 219 37.2 21.6 36.9 22.8
Real Estate Agent 47.1 21.1 46 2 20.1 49.8 23.9
Receptionist 387 209 39.7 204 35.5 22.1
Sales Clerk in a Store 265 19.7 26.6 19.4 + 259 20.7
Shipping Clerk ‘ 30.9 20.1 30.7 19.3 31.7 22.%
-Stenographer 46.0 20 2 44 6 196 . 506 215
Stockroom Attendant 258 19.2 24.9 18.8 - 290 20.1
Telephone Operator 38.1 22.0 37.6 21.7 39.9 28.0
Telephone Solicitor 26.7 23.0 28.3 23.2 21.7 21.6
Travelling Salesman 402 21.1 38.8 21.0 45.1 20.6
Truck Dispatcher 32.2 20.4 32.1 20.1 327 21.2
Typist 41.9 20.7 41.1 20.1 44.7 22.4
Used Car Salesman 31.2 21.0 304 20.0 34.0 24.0
Skilled .
Arrplane Mechanic 50.3 22.4 49.3 22 1 53.4 23.1
Baker 389 20.5 388 20.1 394 22.1
Bricklayer - : ;2 21.6 36.0 21.3 36.9 226
Butcher in a Siore ‘ 348 20.2 347 19.7 35.0 21.6
Coal Miner 27.6 22.1 26.2 21.9 32.3 22.4
Cook in a Restaurant 29.7 21.0 28.9 21.3 323 19.8
Custom Seamstress 33.4 203 33.7 19.3 325 233
Diamond Driller 44.5 21.7 44.8 21.4 43.2 22.5
Electrician 50.2 20.5 495 20.5 52.3 204
House Carpenter v 38.9 20.7 38.7 20.3 394 22.1
House Painter 29.9 194 29.0 18.0 33.0 204
- Locomotive Engineer 48.9 22.2 50.9 21.7 422 22.7
Machinist 44.2 21.9 44.0 21.9 45.0 22.0

¥
. -
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National National English  National French
N =793 ~ N=e607 N = 186

Occupational Title Score $.D. " Score S.D. Score 5.D.
Unskilled Cu
Carpenter’s Helper 23.1 20.0 22.5 20.0 249 19.8
Construction Labourer 26.5 22.7 24.4 22.1 LLE 23.1
Elevator -Operator in a Building 20.1 20.7 21.8 20.9 144 18.8
Filling Station Attendant 28.3 20.3 - 22.2 19.7 271.7 22.1
Garbage Collector 14.8 20.0 150 20.3 13.8 18.9
Hospital Autendant 349 24.9 34.2 24.2 376 26.8
Housekeeper in a Private Home 28.8 23.5L 285 24.1 30.0 21:2
Janitor ; 17.3 19.1 16.3 18.5 20.8 21.0
Laundress 193 201 193 19.8 18.6 21.%
Mailman 36.1 230 36.2 23.0 358 23.3
Muscum Attendant 30.4 PARY 315 21.2 269 23.1
Newspaper Peddler 14.8 190 143 18.7 16.5 201
Railroad Sectionhand 27.3 218 25.7 21.7 326 215
Taxicab Driver 25.] 20.3 24.5 19.8 27.8 21.7
Waitress in a Restaurant 19.9 19.4 19.1 19.0 22.6 20.8
Warchouse Hand 21.3 18.3 20.2 18.1 25.1 187
Whistle Punk 18.4 21.2 14.3 18.7 29.4 23.4
Worker in a Dry Cleaning or

Laundry Plant " 20.8 196 20.3 19.4 22.4 19.9
Farmer

Commercial Farmer 42.0 22.3 41.7 22.0 42.9 23.3
Diary Farmer 44.2 22.9 433 224 47.3 24.5
Farm Labourer 21.5 22.0 19.6 21.7 27.9 22.0
Farm Owner and Operator 44.1 28.7 448 23.2 41.7 25.5
Hog Farmer 33.0 23.6 313 235 38.8 23.1
Part Time Farmer 25.1 22.4 26.6 223 20.1 21.9
Not in Labour Force
Archaeopotrist 63.7 23.9 64.7 22,5 59.7 284
Biologer 64.2 24.1 66.0 22.8 57.8 27.4
Occupation of my family's main _

wage earner : 50.9 25.1 50.3 24.5 53.0 21.0
Occupation of my father when & .

1 was 16 42.5 25.6 426 252 42.2 26.8
Someone who lives off inherited -

wealth ' 45.8 315 45.8 319 46.0 30.2
Someone who lives off property

holdings 48.7 25.9 46.9 25.4 54.4 26.7
Someone who lives off stocks

and bonds 56.9 219 56.7 28.0° 57.5# 27.8
Someone who lives oh relief 7.3 15.9 7.2 15.5 7.8 17.4

Source: Peter C. Pineo and John Porter, Occupational Prestige in Canada.
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