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Abstract

Purpose: The purpose of this study is to analyze the effects of COVID 19. The effects of COVID 19 are grouped into 5; economic
stress, mental stress, health stress, task concern, self-confidence. We introduce the concept of personal ambidexterity that is
necessary power for cabin crews to provide appropriate and efficient service to passengers. Ambidexterity consists of exploiting
existing resources to sustain and exploring the new including method of performing task, customer, market etc. The former is
necessary to maintain present condition while the latter is necessary to prepare for the future. Also motive is considered as a
stimulating factor for task. Previous studies show that motive affects ambidexterity and we try to analyze whether COVID 19
effects influence this relationship. Research design, data, and methodology: Considering the relationship between the variables,
we designed to measure the influence of the effects of COVID 19 by analyzing the moderating effects of them. For empirical
analysis we distributed survey questionnaire and collected. Total of 361 samples are used fo the analysis. For analysis program,
SPSS version 23 was used. Regression analysis and moderating effect analysis were conducted. Results: Study results show that
first, the variables of economic stress, mental stress, health stress, task concemn, self confidence affects personal ambidexterity and
service provision. Also ambidexterity affects service provision significantly. Among COVID 19 effects, economic stress, task
concern, and self confidence has moderating effects. On the other hand, new work environment does not have moderating effect.
Conclusions: In conclusion, the effects of COVID 19 are wide and various. Among them the most serious effect is that COVID 19
is depriving workers of self confidence and passion toward the work. To remedy stresses and restore self confidence and passion,
each worker should make his/her own efforts, such as, learning more to become more competitive, also firms should do make
efforts to protect employees and to rebuild trust between firm and employees in every respect. Especially firms should realize that
economic stress can be treated by economic compensation as the situation turns to normal but trust as well as self confidence and

passion is not easy to restore.
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H5: =X M2 MH2EHS  Z2971= =g = Al ojof et ChZar 20| 7HEE
MH[AMSAS 7|7 EG0 S DK== 2ottt
g agla FEEo]  MH|Ao s
IAZL Olsl g2 MH|ASE
OlXls IOl ZHEE 24 ol Mo mEL L9 = B STE MY
S0 £ Jg2 0/ AolTt
B2E IZEL} 19 2 Q% HHZE oH2 &2
° 6 %o 3.3. Research Methodology
HEN o2z, AN AEdict we FH2
MH[ AR A0 AEY Jdets D0jE AolZtn Ojgtel ALRAHS LAt HAEH Lzt
Zrt.
Performing
Internal motive service
-Cha“enge climate
-satisfied w/ status quo
Mo | -leaning & skill
tive | acquisition
FTxternaill motive /ﬁ Ambidexterity Service
-incentive and F -task exploration x performance
compensation existing  resource
-job security exploitation
COVID 19 COVID 19

-economic stress
-mental stress
-health stress
-job concern
-self confidence

-economic stress
-mental stress
-health stress
-job concern
-self confidence

Figure 1. Research Model

of¢f2ol 7t&0] gt A& #lsto]

Tablel: Questionnaire

A3 =
HEZALE

2 A5t} ol HEE

= EHSat Z

Factor Composing factor Concept, extant studies, number of question
Internal Challenge Not satisfied with current methods and pursuing new ways
Motive | motive Sinanuwong, Agmapisan, & Khetjenkam(2021), 5 questions
Satisfied with status | Satisfied with current situation
cuo Sinanuwong, Agmapisan, & Khetjenkam(2021), 2 questions
Learning and skill | Necessary job skills, knowledge acquisition
acquisition Sinanuwong, Agmapisan, & Khetjenkam(2021), 3 questions
External Incentive and | Performance incentive and compensation
motive compensation Joe, & Yhang (2021), 4 questions
Job security Secure from layoff, furlough, dismiss
Joe, & Yhang (2021), 2 questions
Personal Task exploration Exploring task, customers, market etc.
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ambidexterity Good, & Michel (2013). Jasmand, Blazevic, & De Ruyter(2012), 2 questions

Resource exploitation | Task performance using existing resources
Good, & Michel (2013). Jasmand, Blazevic, & DeRuyter (2012), 3 questions

Effects of Economic stress Stress from no income, reduced income or worry about future income
COVID 19 Donthu, & Gustafsson, (2020), Carnevale & Hatak (2020), Researcher
opinion, 3 questions
Mental stress Feeling of isolated from society, loneliness, depressed

Donthu, & Gustafsson (2020), Carnevale & Hatak (2020), Researcher
opinion, 3 questions

Health stress Stress from health, hygiene concern
Donthu, & Gustafsson (2020), Carnevale & Hatak (2020), Researcher
opinion, 2 questions

Task concern Reduced passion toward task
Donthu, & Gustafsson (2020), Carnevale & Hatak (2020), Researcher
opinion, 4 questions

Self-confidence Decreased self-confidence
Donthu, & Gustafsson (2020), Carnevale & Hatak (2020), Researcher
opinion 3, questions

Performing service | New service guide | New service guide line according to customers’ expectation, empowerment,

climate line Kim (2021), 3 questions
Service Providing service/ | Quality of service (Quality of service is determined while providing)
|_performance service quality Kim, & Kim (2017)., 4 questions
4. Analysis LT of M2 242t 111 H(31.6%), 240 H(68.4%)=
24

0|1 QI e 20 CH7F 52 B(14.8%), 30 CHIL

2 gz AZY =] Ysto] HUBL

k=3
=
ez HEZAE ZABIRAL 422 2F

141 H(40.2%), 40 CHZt 120 H(34.2%), 50 CH7t
38 He= 10.8%= LtEtLED QUCH SEA 7H24|
20 oo HEX0ls EI3AL LSRR

o
T858d HWotr| o842 HHO|tt

slSsigom, 1 5 BYAIL 2
et 2K 52 NN SUX B1EE HYS 4, goimm A
EHE SACRROL EAS sS BEABS wizd g a2y Zis o8 #2340
Zlee = Sholtt. oElo] 9tk RelRMe FYREME
AgSIEOn MK CrEsE o

41 AFSEM ALt X 03| M A (varima) 2 2 s Ct

MeZA ZI SYREC S42 121 2ot
BE0| Yy Syo2t SEX 31 Y FOf

Table 2: Results of Factor Analysis

Factor
Construet e nomi Communality | Reliability
st(r:gssc,) Ic Mental stress Health stress Work concern Self confidence
1Q1_1 732 856
1Q1_2 .782 ‘884 647
1Q1_4 436 661
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1Q2_1 ggi 928
1Q2_2 .830 912 .894
1Q2_3 ’ 911
1Q3_2 726 .852
1Q3 3 726 852 608
1Q4_1 .694 .833
1Q4_2 .798 .893
1043 857 926 890
1Q4_4 .703 .838
10Q5_1 .816 .903
1Q5_2 717 .847 839
1Q5-3 781 .884
Eigen-value 1.950 2.522 1.743 3.051 2.314
Variance (%) | 64.997 84.066 72.638 76.272 77.141
Table 3: Results of Factor Analysis Continued
Factor
Construct f : - - - Communality | Reliability
Satisfied with Learning & skill Incentive & .
Challenge status quo acquisition compensation Job security

2011 724 851
2Q1_2 .647 .804 T74
2Q1_3 747 .864
20Q2_1 716 .849
202 2 716 849 607
2Q3_1 734 .857
2Q3_2 .564 751 .697
203 3 677 823
204 1 721 .849
20Q4_2 814 .902 858
20Q4_3 .812 901 '
204 4 510 714
205_1 .835 914
2Q5_2 835 914 793

Eigen-value 2.118 1.443 1.975 2.858 1.670

Variance (%) 70.586 72.153 65.841 71.438 83.483

Table 4: Results of Factor Analysis_Continued

Factor
Construct : - : - Communality | Reliability
Ambldext_erlty Amb|d¢xt_er|ty Service climate Service performance
(exploration) (exploitation)

30Q01_1 827 .909
301 2 827 909 788
40Q01_1 731 .855
4Q1_2 728 .853 .847
40Q1-3 .834 913
5Q1 1 653 797
5Q1_2 .675 .821 712
5Q1-3 .613 783
6Q1_1 473 .688
6Q1_2 794 .891
6Q1_3 .706 .840 854
6Q1_4 .704 .839
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Eigen-value 1.653 2.293 1.923 2.677
Variance(%) 82.658 76.447 64.095 66.916
el BOIM QoEMZIE I8Y JIESE 43 7MAT Zn
ZlZet ostel dE2 HMelstE EOE EHFOol 7t2 1,2,3,4,5 60 Ciet &4 Zit= L5 #
LAZX] 23 Aol A"z oS BAR 5 6 O 290 ULk IHEEH2 HEH o
AWSRACt O3 TAlE FHEAS ejolct ZHalt M2 5310 ALt
Table 5: Results of Hypothesis Test
Independent. Dependent variable Std. err Beta t Significance Statistic
variable
Internal motive Ambidexterity 278 155 2.469 014 Rod s
Externalmotive | Ambidexterity 580 333 3438 001 e
Economic stress | Ambidexterity 355 144 2282 023 Req
Mental stress Ambidexterity .200 -.146 -2.324 021 Ezssq;oéM
Health stress Ambidexterity 298 278 45540 000 ApL ot
Work concern Ambidexterity 233 -121 2,012 046 Rea et
Self confidence | Ambidexterity 222 198 -3.178 002 i e
Ambidexterity Senvice provision 010 390 6.865 000 R a0
Economic stress | Service provision .061 .026 404 .687 E:SgGEOZG
Mental stress Service provision .035 -116 -1.833 .068 E=S3q3:5;16
Health stress Service provision .052 .087 1.379 169 E:S]_quc)gm
Work concern Service provision .039 -150 -2.388 018 E:SSq;)iSO
Self confidence Service provision .037 -.266 -4.334 .000 E:S]_QB?S?G
?l 20N 24, 571221 el Z2&E  Q¢=0] ¥HYO DK== Sges AME EXH,
Yool SAXLE Folot F&E O|X[1 Utt=  coviply FEeelQ FMF 2EZA FHiUH
As € = ALk F, 7H4 1, 1-1, 1-2 = XNX|EH2  2EYA, AZ2EA 2o ok 2, 22|
ALY Aulgde & Y SAHLz Foot dgs
Chee2 37171 G s ojXle 7t2H  OX2 Abs As € + UL LAl FEg2
covbily o Fo| =FaWME HA=X OFEE MHAHSO {o e Oiit=E AE 2
=45t7] flet =49l StLel coviD 19 F¥  RUCE HHEL2=Z coviD 19 2 IR T 2o
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Table 6: Results of Moderating Effect Analysis

Change of significance probability
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