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ABSTRACT

The relationship of emotional intelligence of hotel
employees on organizational commitment and

customer orientation —

- Empowerment as a moderating effect

Lee, Hee Jong

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant Management
Graduate School of Business Administration

Hansung University

This research is to find out the influence of emotional intelligence of
hotel employees on organization commitment and customer directivity,
and study the awareness level of empowerment, to workers in customer
service field in five star hotels, to provide efficient human resource
management data to yield successful business performance.

Selected 330 employees in high quality restaurants of Japanese, Chinese,
French food in five star hotels in Seoul, in 2016.10.1~20, and used 250
copies for this research exempting 80 copies with missing papers. As an
analysis method for the collected data, used SPSS Window 20.0 statistics

package to perform frequency analysis, reliability analysis, factor analysis,
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and performed multiple regression analysis and regression analysis to
verify the hypothesis of influence relationship between composing

concepts.

The result of multiple regression analysis on emotional intelligence and
organization immersion and customer directivity was presented as below.
First, the fidelity of hypothesis model of hotel employees emotional
intelligence, organization commitment and customer directivity turned out
to be favorable, so cause—and—effect relationship between factors was
established. Second, the hotel worker’s emotional intelligence turned out
to have meaningful influence on (+) to organization commitment. Third,
the hotel employees emotional intelligence turned out to have meaningful
influence on (+) customer directivity. Fourth, in the relationship between
the hotel employees emotional intelligence and organization commitment,
it turned out to be different depending on the awareness level of
empowerment. Fifth, in the relationship between the hotel employees
emotional intelligence and customer directivity, it turned out to be

different depending on the awareness level of empowerment.
Implications of this research are as below.

First, in the service industry which serves customers, it can be known
that emotional intelligence increases the organization immersion of hotel
employees, and shows higher service provision behaviors, so it can play a
role as a key factor for the success of the company. So, recruitment
program should be constructed to select manpower with high emotional

intelligence.

Second, considering the features of a hotel, bond of sympathy
should be formed with the customers to grasp the needs of the
customers by recognizing the emotion and sentiment status of the

customers, and understanding of self and other emotions and using
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emotions are very important in forming these bonds. So, organizatio
ns should develop their employees’ emotions through continuous
emotional education by emotional expert in the organization, and
raise the emotional level constantly.

Third, executives should build a system to understand employee’s thinking
and converge free opinions. Also, employees should be granted with the
authority to solve the problems by their participated opinions to generate
new ideas and decide all actions by themselves. Maximum autonomy and
decision make the employees perform creative tasks with responsibilities
and belief, passion, and at is considered to have effect to raise the

loyalty and affection in the organization.

Fourth, empowerment is the most important service method which
provides competitive and efficient service of high quality, so granting
maximum empowerment to hotel employees so that they may perform
immediate situation judgement and active response, will increase customer
satisfaction and influence return visit of customers and sale increase
largely.

Fifth, when the members of organization don’t have the belief that their
actions for goal accomplishment influence the organization, they cannot
be aware of empowerment and motivation factors are decreased, so
organization performance is reduces. So, performance compensation
system for credited employees should be built to compensate performance
and motivate them, so that immersion for the organization is raised, and
positive influence on customer directivity and organization performance

can be demonstrated.

Key words: emotional intelligence, organization immersion, customer

directivity, empowerment
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