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2. AT 7489

Qzke] A e AA F AR ioldck sht ool
£ s gasEelt ol Ee gelHel An seozA Ao, o
e, Fee, ANE, B 5 ol2u BEaty g AYUSE 1 44
b Soldth. gl P4 Sold ARe thaY E okk BAEE Wahe
g QU A7, 3% oA, BE Ad S, 87], 44 5 ol2H 4Y
B §717h Gl A, A BAE 2 sk AAN A erde

s ofste] Alelstat w49l Howard Gardner(1983)% 719] HA] ‘mhg

)
or

O] FZ(Frame of mind)'of|A] <17te] %] go| o], F7tols|], =248},
2o %, M W 58, el 7 ¥} 5 F 77HA Qolog AR 9l

1, 1L O,
1—

= UEA501E<E HE Aot

oﬂ'l

o

(E 4> Gardner(1983)9] t+&A%
A5 38 Bl 8
ol 2 oIS ofsfstal =TSkl sfigstH, E& Foixl ojop]
(linguistic intelligence) £ A9 &+ o= 59

(o) 1

(musical intelligence)
=25t 59

(logical-mathematical intelligence)

370019 52

(spatial intelligence)
+% 59

(bodily—kinesthetic intelligence)

7he W 54 210l A3k 714, 2 Hlo]AQl AAA AHET}
(intrapersonal) A& melol= 59

el 2 5E ERRIC] 7], F71, Ok T& A BRIy F2
(interpersonal) £ FAlsk= 59

4 © Gardner, H.(1983), "Frame of mind: The Theory of Multiple Intelligences’, New York:

Basic Books.

69 olshg - A0, “WHA elEde] EAo] FaAel BAE el B A7, Al
AT, Vol.28(4),pp.215-247.



o] F ol kelfesele 108 Wty glov, ZAAES A9
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W A%(Intrapersona) ™} 7H¢1 7+ 2]%s(Interpersona) ¥ F=2 A7} kil
= 7 e, o 7 7k $8& A AR5 (personal intelligence)2t 8
gkt

AW 5 gk HEe Eshed|, of e
A, EAA st 5 Gk BUS JH Ao PAROR ST A
o], A4re] A  Am3 elstnl, oS Fal kAN FAAY
AVE e Aol

A 2k Aol de olnk AR, Bg AFEY $AL i 4
S QA 59, Z5olt R4S si@ske 592 ngata gk et
A o] Helo] Low AL AWF] o] BAL LS olsstn £ @
52 olZofye] HBS £ 4 geAel fal F ok AFolety @ 4

Goleman691} Salovey, Mayer, Caruso6?2 fHAJA]s AAtto 2= 274
WS SR 5o Eetval FEs5kn. olek ¥Este] Goleman
A5 (emotional intelligence)¥ A S=F(emotional competence)= o}
Aot AAAEE B U2 ARAANE @Ak b ettt A, ARA
)l 7lee ot AolH, A4dAsl 7= = A ol=tal 49 sttt
Goleman2 E3F "Working with Emotional Intelligence’®®ol| A 2|5
Btk A2e B3 ANSEEY, AL AQEe] Wk e
Ao 9ol ot &, AR dAAE
+ Fgol FHojtd Az ofojd 4 9)\% Aoz (® 5% #o] AHost
5 TE

2 5okl AAsHH.
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9|—l[4
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il

4 el

of 7IRt&

66) Goleman. D.(1998), Working with Emotional Intelligence. New York: Bantam.

67 J. D. Mayer, P. Salovey and D. R. Caruso(1997), The Emotional IQ Test, Needham, MA:
Virtual Knowledge.

68) D. Goleman, Ibid.
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27] 5718}
W 2]y gy 58 et
o ElQlo] Lyl S Ao A |y, Rl AL doju:
[e}
SEoltt
B Q1AIgH Efele] e HAsH AT = & HHS Lo, HAET
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4 1 oA E(2004), A o] WA A, ety Fgwiekd AAsty] =2, pp2l.

(E 6) Goleman?] 7A A=+

A8 AE A 9] 257] ekt
.| e T A, S Boole] Eelel of | A, A7) =l Aet
VN & qu 4, olsite 59 B
2R, 7IEe BAlekL, A Hdes vt AL A s A
ISR E S She e el A Aot | A4
HaE BRshe 59 °eee
=] Hoj w4, A9 e At Aol @ A | AFE I 7, 2HE9,
gy g x5 g4k 59 ZEA Upzol
EfQle] ofs, Eqlel NE, A
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s O e Tl
AkEA H o W] 55 | 99H, T, deE,

| =

S | -
A A | o BAAE WAL ZakRe WAS 75 | F4, WY S0, A
S 59 e EC A B
27 1 oA HQ004), AEAET el 1A A, weldiehi AGrekd HAek] 8, pp22.

29 ZAAS] e Ko AFAES WHE, Bar-On(1997)S 7
AABE el Aed hdog olBe] Fi AvbHl 44 U A8 7]

SO R AoJstal, I o]F 1999\l A ARelA x]Ae] mijd, T12|al

A4 ael Ao AT 5 i AWA FEoR A Rosty
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o e AAASS AT A 2ol obd Q1A AAA, ARl At
1S & dFolsta Feteh. a4 R AU, 7, 28,

/\E?—ﬂ e, dHrAQl 7159 S7HAE AAISHIATHY) |

Ho = Cooper & Sawaf(1997)= #AA59

A4 o=l AW (Emotional Literacy),

el = 43 7A% (Emotional Fitness), S53F A

Aol Bt A/dH = (Emotional Depth), 123l 2|32]Q1 7|3]9] w2}

2
v mjee] Fzxof rofstE AAdHIR (Emotional Alchemy)s Ul 7HA|= AA]

AN
gt Dulewicz & Higgs(2000)= 7|2 A5 Bl 4] AdA5=
T7FA] Ao g uUiro] st

O 71914 (self-awareness) AH4lo] =72 QlAsty o= A2 &

ad4 o
4= AHEs] fAste Ae wtt

® F71%9(Motivation)& =HHU A4 e5 fIo oHAE H2lstL
olFo] Yrh= AL ou] It

@ 7iol 7+ W74 (Interpersonal sensitivity) EFQlofA] FA4Aolut o]ebA
& B¥cks T89S Tt

® FFUnfluence)> A4l oL Aljts Aol A ES5A1717] 9
o AAAcr HEstT JFFe FL AL W)

el wet 2dsHA ol §ske TS on|gith
@ A4 FZAA (Conscientiousness and Integrity)< AAR20] Tyl o)

o
Sol AL AT LelHel AEelA WERES T D,

69 Bar-On, R.(1997), "Bar—-On EQ-I technical manual’, Toronto, Canada: Psychological
Assessment Resources.

70) Cooper, R. L. & Sawaf, A.(1997), "Executive EQ: Emotional Intelligence in Leadership &
Organizations, New York: Grosset/Putnam.

7D Dulewicz, v. & Higgs, M.(2000), "EIQ-Managerial User Guide', FIQ, Windsor.
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T3t Jordan, Ashkanasy, & Hartel(2002)2 #/As2] Aayte] oigh
AolA 2ol AAE olsfsta, B, thE AHEES TAAA 8FE
QASk= 7314 (emotional perception), 123l A2 T 24 L7|l= A
2 sty Holsole s 3Hemotional assimilation), AAsl7] o]H-&
demtet Z2 Bt gAE A oldliske T AAdolsi(emotional
understanding), FolX Aol TS AdstA AHES & A= AT
(emotional management)s2 T4 8%102 AP25S Aot QI

o/de] Al gt dAFAES] AFE AHEH FAAAF FAHa
o7 24 BRRIO] el gt Brtet xd, AAS ARste S T8
Al sk Ao 24, 81 74 sidel s E8ote Ao g8 ¥

=dqoa xgsta 9o,

72 Jordan, P. J., Ashkanasy, N. M. & Hartel, C. J.(2002), "Emotional Intelligence as a
Moderator of Emotional and Behavioral Reactions to Job Insecurity’, Academy of
Management Review, Vol.27(3), pp.361-372.
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Cooper & Sawaf(1997)= #/d=5o] 7N0e] AN} 22=89] 24
of 2Rl A& o, I A= AR, o4, A= g4l AtAEF,
A=TA W =, 149 FAEAH, Fod 9 dAle] I
Aska ek

1998 Dulwicz 9} Higgs®] A4 9] 527 o], A, ¥ 529
Al wet FHAT ZARESC] oskd, EQ7F 36%, 1Q7F 27%,
MC(Managing Competence)”7} 16%fmf WeFHo] EQ7F 1Qo HIS] FZl
Za 9 7loske Aoz gt

Cherniss@t Adler(2000)+= A4

A7
AQle] At opde] digr A4, Wkt oje A7)
A}
=
(o]
N

Ao AR, AR U ohE RS T A a8 Si 2 HAH
520] F)io] Hrkn Fgsiglon, 2Ham4 SHNAE A B0 Thep
o Qo] AMA zHo] gadel FFS TAEE FUU) A8 94,
QAN WA, FAQLY] BAT A D B, G4, AL, T8,
W%, o0&, AHso B, 1A 344 U 1A oo & 59 9

73) Cooper, R. L. & Sawaf, A.(1997), "Executive EQ: Emotional Intelligence in Leadership &
Organizations, New York: Grosset/Putnam.

74) Dulewicz, V. & Higgs, M.(1998), "Emotional Intelligence: Can it be Measured reliably
validly using competency data?", Cometency, vol.6(1), pp.1-15.

75) Cherniss, C. & Adler, M.(2000), "Promoting emotional intelligence in organization",
Alexandria, VA: American Society fo Training & Development.
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Ashkanasy 9} Jordan(1997)2 #/d=]50] ©7] AEAFNA &= AAL
Ed2o AZ4adts 2EITT WP, o]F 1998 dFoAME AR
Fol AgHEolM el AFdEe] AUt P AiEe] Al IFe =

TS Stephane?}t Christorer, 21831 Miners(2006)2] oA+ AR
7 12]2]%5(Cognitive intelligence) o] BIWATE HAISH=H, A+Z2%
DA ST AAAs 2% ZHFEAT(Job performance)?t FZA|RIES] &
ot JaFe mAl= Aoz AT 55|, AT dA|AFo] At
of MA= FFS HIREARN A, QIAAFHY HAdx]so] ARG} £

AA Y-Sl nzAls dFel ¥ w2 HHAWAHTD

76)  Ashkanasy, N. M. & Jordan, P. ].(1997), "Emotional Intelligence: Is this the key to
understanding the job insecurity behavior link in organizational restructuring?", Academy of
Management Best Paper Proceedings: 710, Pleasantville, NY: Academy of Management.

77 Stephane Coté, Christoper, T.H. & Miners(2006), "Emotional Intelligence, Cognitive
Intelligence, and Job Performance’, Administrative Science Quarterly, Vol.51, pp.1-28.
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A3 A AuA Aol et ol2A

L Aua ARl Y

1

Parkington®} Schneider(1979)79= AH|A Z|FdS “HFx1e] B4, AR
Ae)dar 2 AGFA] Hxd dol ozt HoJstHA, x2]9] oyAE
IAA AH|AFE Aot 1A Q EARTE 2], At AL E
Axoh= 22 FAA Au)A 294 (Bureaucratic orientation)d}, ZFZlo] a1
Ao A MH|~E AlFshedl 1ol XAST Fastak: 7Tl FHO
AE FASt+= 28 SAHA AH|A 2|4 (Enthusiastic orientation) 2]
7HA 2 FEsto] AASEE 2™, Schneider 5(1980)802 MH|A AP "=
Z|o] FAMAT 117 7ho] Ao Abge| = mlAle 4R Hiket 97

Al A ojsta

Hogan¥} Busch(1994)8D= AH|AZ]|3F
: SOD=t &= AHlA 2Fd B7IE
2] Zadde floto] 2AFAEL 42

st ZjQsel B ata o] st

A Z4=(Serivice Orientation Index
S JHESIHA AHlA 2P X
7

ol Eae i, g2l Hazt

oo} e Hl7le] ol migor xAe] Aulx Belse] g HolS
Amgete, g9 Aquas Sdsid A9 xxe] pal @ A o
A Aol e g 9 A4, e S 49 2500 g 9

™ Zol£(Q005), T FAMS) A7 ST Al Aol A, AR Aoty A4 5
9 =& p.23.

79) J. ]. Parkington and B. Schneider(1979), "Some Correlates of Experienced Job Stress : A
Boundary Role Study", Academy of Management Journal, Vol.22, No.2, pp.270-281.

80) B. Schneider, J. J. Parkington and V. M. Buxton(1980), "Employee and customer
perceptions of Service in Bank", Administrative Science Quarterly, Vol.25, No.2, PP.252-267.

81 Hogan, J. and Busch, R.(1994), "How to Measure Service Orientation’, Journal of Applied
Psychology, Vol,69, No.1, pp.167-173.
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a + F 7R g

Paddington Axel A, dF Ay Ax W AY FHo] fxd HsHEF
and Schneider(1979) S A& 2, A FA AEA A1)
Martin AR A (7)1EF A 2AH), JEA JAAE A Y "HE, S5,
and Siehl(1983) Aol At 53)
Hogan 2 BEx IS 95 23] Y ATl =S 1A k=
and Busch(1984) HAE9] H=
ghe2H(1997) A% B gt A2k bhe

gt Au|A9] FEd deE ol AHEA o4, 1
Lytle(1998)

2 e, AH|A JA-, AEA AAE)
0]%94(2002) AE)A 04 A gk et Al 4= Qe a8l

4 AARH2009)83), FE=(2007)89. =2 AT,

82 Schneider. and Bowen, D. F.(1993), "The Service Organization : Human Resources
Management is Crucial’, Organizational Dynamics, 21(4), pp.39-52.

83) ZAG(2009), JEYLAE FPe] 2] AH|A ARl FARe] 1A 2)F gt 7 gt
of uzl= & A= sk AARHY] =2 p.19.

84) Qtg<3(2007), F5ALY] AH|A Z|3Fdo] A SRY] Au|A A dat 1 FATof X
& A7 AEAE G AR BAF ahY] == p.12.
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2. MElx A9 748

AElz AGAe] DANA S5 AAE FEstn AR g5 24
o A AW, W 5L EFSHE AdoR £Ho| $45 AHAE AT

o
= T

AAst, AEIAE 7] A5 A2 99 AlE, 7199 AT Sl 9
S uze oS 93 gQloz Aty ¢Jrt.sd)

Lytle5(1998)2 AH|A 2gFF2] FAHQAE AH|A 2EA, AHlA A
AHA AAE]L QIFZEATE] 0] 4717
Al G2 2EA, AHA B, 1A £S
AH| A AdslE, AqElA 7)E, AEA BE ARYA A, AHls &4
A HAF = 107149 FAQAR
e (F 83 At

(E 8 AH|IA Ao FAdasr

A2 e Az 3
A el EREES
S FA9 AR

PR 2T

TE8A
AE|A A=
RSP A2 Aafely
Al 9 Al Auf el
A BHA Mul~ 7T &

AHA 3 AFUAelA
Zt= @ R. S, Lytle, P. W. Hom and M. P. Mokwa(1998), "SERVQUAL : A Managerial
Measure of Organizational Service-Orientation”, Journal of Retailing, Vol.74, No.4, p.464.

850 R. S. Lytle, P. W. Hom and M. P. Mokwa(1998), "SERVQUAL : A Managerial Measure
of Organizational Service—Orientation’, Journal of Retailing, Vol.74, No.4, pp.464-475.
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IDIRG LIESICS i

Aulz SE4e BTHlR SEHY ANs APLE FEIT fAotE
g Zash 424, glolht o = Y Fast Pyolgtn & 4 Qlrt
(Hesketts, 1997).86)

EG, FAUEL BIAREE JIE 9E WeSE 1AS

A S Aoz euye Fa4e Fxotn ks wetd 279 H17
A7} olud AGAFS AL Yok 27 FHAS WA Fof
GFL vlAA) HDR HuAGAe Auls e T ALKy
2 FEsked] gold e Fad 847t €1 gt Z 2Fe] Aulad
FHe BN d=st FFoare AYHoR JFS W =Hvl, A9
b Aulze] ds) olmF 47T B AT oA FEshife] wet

2) AElz A

o] 1S upo ZAIEE AAAZI= 7|39l FAS] £IZHMoment of
St
(e}

ol qlof AMulx A

86) Heskett, Sasser. E. and Schlesinger, L.(1997), The Service Profit Chain : How Leading
Companies Link Profit and Growth to Loyalty, Satisfaction and Value, New York : The
Free Press, pp.234-235.

87 B. J. Babin and J. S. Boles, "The Effect of Perceived Co-Worker Involvement and
Supervisor Support on Service Provider Role Stress, Performance and Job Satisfaction’,
Journal of Retailing, Vol.72(January), pp.57-75.

88) J. Kotter and J. L. Heskett(1992), Corporate Culture and Performance, New York : Fre
press.

89) R. Norman(1984), Service Management, John Wiley & Sons, p.84.
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(Service encounter)2 |- FQ35F @4ty & 4 Q=4 o]l ATl o
=5 o] uAANBAFRA Hrto] Fagt JHhE AL 5 U] "iol

T}.90)

3) AE]L AJ2H]

Lytle(1998) 59 QoM Auls Aot M| Aufje]s, AH|A 7]
=, AHA #2FE ARUACIA 59 MEES AHlL A2’ F4daklor
AT, Al Amjepge Az Auh Dol e s 9
EEECEE
b BARE A At
el

Zeithaml and Bitner(1997)92%= AH| A Z| A AH]
Aulz AFH |R mRAL, A|E A

o o
gol Wastrhn sheleh. F, wAo] WEF & Gt Aulx F

7 A ANAE AgSHed ARl S ZRAAE 14 FAoR 4
AsioF shH, of7]lol= Zled H9 o]go] BAolnh, 7|4 UjE AlH]
AEDolgt 2A O] YR Auj2o] gt FAMYRES] wES oJu]sin], Ui A
Hl2gdo] £&45 ALY THErt FobAil, 50l AlFste AHIA

=
BAE PR 2L oulsia glrko

90) V. A. Zeithaml, L. L. Berry, and A. Parasuraman(1996), "The Behavioral Consequences of
Service Quality”, Journal of Marketing, Vol.60(April), pp.31-46.

9D R. S. Lytle, P. W. Hom, M. P. Mokwa(1998), op. cit., pp.455—489.

92 V. A. Zeithaml and M. J. Bitner(1997), op. cit., The MacGraw Hill Book Co.

93) R. L. Hallowell, L. A. Schlesinger and Zornisky(1996), "Internal Service Quality, Customer
and Job Satisfaction : Linkages and Implication for Management’, Human Resource
Planning, Vol.19(February), pp.36-44.
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= Utk 7IEATONA e gl J1AETE] W oR= Pfeffer
(1998)2] ¢AtollAl et 18et, Azl AEy 1§, zgyejgat
B2Hs), HA, &3, A3t 4, HHTH 59 904, Jayaram(1999)99)
ol AARE AME M1 P =9, FxFoll it Jxtwe &9, trls
d 59 acdlo] lom, olgh WS AXF}o RN AL AU|AH HHE

o
o
o
"2,
HT
i)
ol
5
El
EN
Mol 1,

HAT 4 et
Benoy(1996)% AulAch elel EA9e] P5e 4T HA BEo}
2o o8| AL AT oY AL Auizdolt B
53] 71909 AL ARE 5] AL ALAUe] e Mk

—5-(}:

oF & Wt ofUel, FAUEY S Al disl A AL

e

i ol
i
o

94) V. A. Zeithaml and M. J. Bitner(1997), op. cit., The MacGraw Hill Book Co.

95) Jayaram, J. Droge, C. and Vickery, S. K.(1999), "The Impact of Human Resource
Management Practices on Manufacturing Performance’, Journal of Operation Management,
18(2), pp.1-20.

96) J. W. Benoy(1996), "Internal Marketing Builds Service Quality", Journal of Health Care
Marketing, Vol.16(January), pp.54-59.
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g A2Fe £oh7t BLEHY Sl

97 B. Schneider and D. Bowen(1993), "The Service Organization

Human Resources
Management is Crucial’, Organizational Dynamic, Vol.21(April), pp.39-52.
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3. Aulx Aol Ag AT

Lytle 5(1998)99. 22]9] HHMX@E*&R%—% Aulz 24 T, A
AW A, AEA AAGEY, QA paoR BRata, AREe
oz @iAE AN, ot B9 B Fol AAL A

2 e, 1AEHe A, ARZAne} 2L Aok AFH 2AFES

N

ZA el A&7l Aol Hasite He AAEITI Qlth

Schmit ¢} Allscheid(1995)999] AofA= X219 £29]7] 83102 T
Lol 214, A=Are] A, 344 2, AHA Y SoE ERSIeH,
ojo] gt %‘}‘}%94 Z|Zto]l Mu|Aolkof Y& mA| AL, o= A= 1ATHE
of g md AFEATRE A,

Z 4] 9] H‘ﬂiﬂﬁob‘ég] T8 AEY dEA dH=+& Hesketts

(199H)100 02 A “AMu|A-F=2] A& (service—profit dhain)'< A|AISt] X2

5o AEAEAY QAT MRS Aol F,

%714 %741011 AAPATE QoS FHAT. =, 2AYRe] qurBhe

FAY o] AP mAW, FAY BEL BAARA A W] AL

XA He, ol 1A AZHHe] GaFe FA Hrh. 2em nAe A

e HEAoR IAWRS U FAo] AgL WAA Hoz FIHo=

71999] iEalolt sol4e FrAlE O G A Hrke Aot
‘i*tﬂ?l<1998)101>8 Aul2AGE 0] Ee4E ARgEy 2220] o}

98) R. S. Lytle, P. W. Hom, M. P. Mokwa(1998), op. cit., pp.455—489.

99 M. J. Schmit and S. P. Allscheid(1995), Employee Attitudes and Customer Satisfaction :
Making Theoretical and Empirical Connections, Personnel Psychology, Vol.48, No.3,
pp.521-536.

100) J. L. Heskett, T. o. Jones, G. W. Loveman, W. E. Sasser, Jr. and L. A. Schlesinger(1994),
Putting the Service—Profit Chain th Work, Harvard Business Review, Vol.72, No.2,
pp.164-174.

10D ¥Fefh(1998), “ABIAZRFFe] kel Ao FxA A, wHARHEAT, Al
pp.109-130.
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9, Auls Aa/e, Auls )4 ol 4% nAk Aoz x4 7K
2 ol 4R ARuEi 242e oAk Ao A

aRRE AEHAZFAQ A2 MO 845 FIAA Fi AAFC=E
Au|2Al o] defog 2o 98 Fofste] AMulL ZRxEyt LRt
%, AR Alw 9 7199 AT 4o Foll I mAA He Aol
T}.102)
Raypert?} Wren(1998)1032 AH]A 7]d& tide= qF AtoA AH]A
P

FABYE, BARE, IAVEY 27, AAAA U Ao o E2 5
o
=

rr

102) HAQ2000), FAMES] 2FurEat 220 MB|AXEFo] FARS] AH|AZIRE ] m|F|
Gl Tt A+, TeEHEAR A, 2(1, pp. 99-100

103) M. L. Raypert and B. M. Wren(1998), "Service Quality as a Competitive Opportunity”,
The Journal of Service Marketing, Vol.12, No.3, pp.223-240.
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A12d d7EY 44 2 7 2A

1. A7rYe| A
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ABSTRACT

Effect of Internal Marketing activities on
Emotional intelligence and service directivity of hotel

employees

Park, Dae—Yung

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

Global business environment and to face the era of unlimited
competition in the hotel market competition, the best way to survive to
meet the needs of customers with products and services and is committed
to providing . Therefore, in order to secure the hotel's competitive
customer—oriented thinking that internal marketing is avoided words that
can respond to environmental changes has become an important task .

This study of the Hotel Employees factors of internal marketing
activities through previous research says something internal marketing
factors impact on emotional intelligence and service directivity has been

carried out to analyze the relationship .
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Configuration of internal marketing factors , Compensation delegation
, internal communication , training was set up by each factor in the
impact of emotional intelligence and service directivity were studied.

This study is located in Seoul, six five—star hotel where selected hotel

employees were targeted at .

The survey has been conducted with self administered questionnaires
from 350 hotel employee. as a result, 336 effective copies of survey
questionnaries were performed a empirical analysis. .

Frequency analysis in order to verify the hypothesis , confirmatory
factor analysis , reliability analysis , correlation analysis and multiple
regression analysis were used.

The results of this study are as follows .

First, the employees of the Internal Marketing significant impact on

emotional intelligence were able to confirm that .

Second, the Hotel Employees' internal marketing impact service
orientation has been adopted in part . Delegation of internal marketing
variables , Compensation , internal communication had a significant
impact on service—directivity education and training , but the effect of the

relationship was rejected .

Third, the Hotel Employees’ Emotional Intelligence significant impact on

service—directivity were able to confirm that .

Based on the results of this analysis, the management fair compensation
to employees to help service—directivity decision—-making in order to
maximize the most of discretion by granting the authority and

responsibility to operate in harmony with the limits for a need arises .
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Employees have also expressed their intention to facilitate the
organization that you need to create a culture of strategic implications
are presented. In order to achieve the goal of hotel management and
systematic reasonably be preceded by an internal marketing strategy to
customer satisfaction beyond the provision of customer satisfaction and
competitive advantage and business growth and profitability requirements

to think.

[Keyword] Internal Marketing, Compensation delegation, Emotional

intelligence, Service directivity, Employees
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