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Abstract

The purposes of this study were to: a) provide evidence concerning the effects of emotional intelligence on
job outcomes, b) examine the impacts of emotional intelligence on employee-related variables such as 'job sat—
isfaction’, 'organizational commitment’, 'organizational performance’, and 'turnover intention’ c¢) identify the
conceptual framework underlying emotional intelligence. A survey was conducted to collect data from foodservice
managers (N=231). Statistical analyses were completed using SPSS Win (16.0) for descriptive analysis, reliability
analysis, factor analysis, /—test, correlation analysis, cluster analysis and AMOS (16.0) for confirmatory factor
analysis and structural equation modeling. The concept of emotional intelligence (EI) has been on the radar
screens of many leaders and managers over the last several decades. The emotional intelligence is generally
accepted to be a combination of emotional and interpersonal competencies that influence behavior, thinking and
interaction with others. The main results of this study were as follows. The four EI (Emotional Intelligence)
dimensions correlated significantly with age. The means of job satisfaction score were above the midpoint (3.04
point) scale. The organizational commitment score was above the midpoint (3.41 point) scale and was higher
at 'loyalty’ factor than 'commitment’ factor. The means of organizational performance score were above the
midpoint (3.34) scale. The correlations among the four EI (emotional intelligence) factors were significant with
job satisfaction; organizational commitment, organizational performance and turnover intention. The test of hy—
pothesis using structural equation modeling found that emotional intelligence produced positive effects on job
attitude and job performance. Emotional intelligence enhanced organizational commitment, and in turn, manag-
ers’ attitude produced positive effects on organizational performance; emotional intelligence also had a direct
impact on organizational performance. This study has identified the effect of emotional intelligence on organiza-—
tional performance and attitudes toward one'’s job.
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Table 1. Demographic information of the subjects (N=231)
Frequency Percentage (%)
S Male 27 11.7
ex Female 204 88.3
20 through 29 141 61.0
Age 30 through 39 79 34.2
40 through 49 11 4.8
Mean +SD 29.55+4.89
. Single 165 71.4
Marital status Married 66 28.6
Under high school 5 2.2
L College 69 29.9
Education University 153 66.2
Graduate school and over 4 1.7
Regular worker 203 879
Job status Contract worker 28 12.1
<1 44 19.0
Period of working 1~-5 159 68.8
in the present 5~10 27 11.7
company (years) 10~15 1 0.4
>15 0 0.0
Total period of working <1 18 35
in the foodservice 1~5 105 455
management 00;1 an, 5~10 92 398
( earf) pany 10~15 16 6.9
v >15 10 43
General management 28 12.6
Job specifications General management + Dietitian 16 78.8
General management + Cook 26 8.7
School 44 19.0
Foodservice type Industry 159 68.8
Hospital 28 12.1
<5 58 25.1
5~9 65 28.1
Number of staff 10~14 39 16.9
>15 69 29.9
Mean +SD 12.73+11.84
<500 44 19.0
No. of meals served 500~1000 159 68.8
per day 1000~ 1499 27 11.7
>1500 1 0.4
Mean +SD 823.38+765.56
F A 9] Cronbach’s alpha A5+ 0891021}, 34 1} MRS el 2y
£ 34 W7k BRBA oldAE 2 ok HolthE AAR FARAAY ATFEAGE SH% g A4
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analysis)S A A8} E}%EE AssAh 04 a1 &

A ABE Fig. 1% 23, 239 AT =E x%(87)=163.453,
GFI(goodness of fit index 0.90 o] uw] w}&+2])=0.926,
AGFI(adjusted goodness of fit index: 0.90 ] = ujzt
Z)=0.904, RMR (root mean square residual: 0.05~0.08°]
uheha])=0.0482 $53 Ao g Jehgth
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Table 2. Reliability analysis of measurement tool for emotional intelligence

Corrected item-total

Variable . Alpha if item deleted
correlation
I have a good sense of why I have certain feelings most of the time. 0.466 0.905
I have good understanding of my own emotions. 0.552 0.902
I really understand what I feel. 0.605 0.901
I always know my friends’ emotions from their behavior. 0.622 0.900
I am a good observer of others’ emotions. 0.547 0.902
I am sensitive to the feelings and emotions of others. 0.525 0.903
I have good understanding of the emotions of people around me. 0.610 0.900
I always set goals for myself and then try my best to achieve them. 0.598 0.901
I always tell myself I am a competent person. 0.595 0.901
I am a self-motivated person. 0.587 0.901
I would always encourage myself to try my best. 0.665 0.898
I am able to control my temper and handle difficulties rationally. 0.686 0.898
I am quite capable of controlling my own emotions. 0.661 0.898
I can always calm down quickly when I am very angry. 0.560 0.902
I have good control of my own emotions. 0.621 0.900

Cronbach’s alpha=0.906.

RS 16~494| 71 %
Zadty s Ed 2 03_%194 AT A}t FARE 73

Self emotional appraisal
(SEA)

Others’ emotional appraisal
(OEA)

Use of emotion
(UOE)

ROE1
[ ROE2 |

| ROE3 |

Regulation of emotion
ROE)

0.84™

Fig. 1. Confirmatory factor analysis: emotional intelligence.
SEA1: I have a good sense of why I have certain feelings most
of the time. SEA2: I have good understanding of my own emo—
tions. SEA3: I really understand what I feel. OEAL: I always know
my friends’ emotions from their behavior. OEA2: I am a good
observer of others’ emotions. OEA3: I am sensitive to the feelings
and emotions of others, OEA4: I have good understanding of the
emotions of people around me. UOEL: I always set goals for my—
self and then try my best to achieve them. UOE2: I always tell
myself I am a competent person. UOE3: I am a self-motivated
person. UOE4: T would always encourage myself to try my best.
ROE1: I am able to control my temper and handle difficulties ra—
tionally. ROE2: I am quite capable of controlling my own emo—
tions. ROE3: I can always calm down quickly when I am very
angry. ROE4: T have good control of my own emotions.
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Table 3. Level of emotional intelligence of foodservice manager

Variable"” Mean +SD
Self-emotional appraisal (SEA)
I have a good sense of why I have certain feelings most of the time. 5.12+0.80
I have good understanding of my own emotions. 5.05+0.86
I really understand what I feel. 5.12+0.84
Subtotal 5.10+0.74
Other-emotional appraisal (OEA)
I always know my friends’ emotions from their behavior. 5.06+0.95
I am a good observer of others’ emotions. 5.17+0.94
I am sensitive to the feelings and emotions of others. 517+1.02
I have good understanding of the emotions of people around me. 4.98+0.91
Subtotal 5.10+0.81
Use of emotion (UOE)
I always set goals for myself and then try my best to achieve them. 5.01%+1.01
I always tell myself I am a competent person. 4554+1.09
I am a self-motivated person. 494+1.12
I would always encourage myself to try my best. 512+1.06
Subtotal 4.90+0.90
Regulation of emotion (ROE)
I am able to control my temper and handle difficulties rationally. 4.69+0.96
I am quite capable of controlling my own emotions. 4.43+1.00
I can always calm down quickly when I am very angry. 452+1.13
I have good control of my own emotions. 4.49+1.06
Subtotal 455+0.90

Y7 point Likert scale (1: very poor, 7: very good).

Table 4. Analysis of emotional intelligence level by demographic characteristics

Self-emotional Other-emotional Use of emotion Regulation of
appraisal (SEA) appraisal (OEA) (UOE) emotion (ROE)
Sex Male 5.28+0.77% 5.21+0.82 5.28+0.92 4.93+0.84
Female 5.08+0.73 5.08+0.81 4.85+0.89 4.49+0.93
t-value 1.340 0.794 2.377 2.280"
Age” 0.212" 0.230"" 0.301"" 0.350"
Marriage Single 5.04+0.76 5.04+0.82 4.92+0.91 4.49+0.93
Married 5.24+0.65 5.22+0.78 4.86+0.89 4.68+0.91
t-value -1.861 -1.556 0.427 -1.364
Education Under high school 5.67+£0.62% 5.75+0.75 550+1.01 5.65+0.78"
College 491+0.63" 5.10+0.84 4.89+0.78 4.58+0.96™
University 5.19+0.77" 5.08+£0.79 4.883+0.94 450+0.917"
Graduate school and over 4.67+047" 4.88+0.66 5.12+1.03 431+0.77"
F-value 5.872" 2411 2.044 6.732"
Position Staff 5.06+0.71 5.060.80 4.81+0.93 4.40+0.92
Senior staff 5.16+0.81 5.05+0.91 5.09+0.73 4.81+0.91
General manager and higher 5.18%0.78 5.22+0.81 5.06+0.87 4.81+0.87
F-value 0.681 0.813 2.386 5.560™
Job status Regular 5.09+0.74 5.10+£0.82 491+0.92 453+0.93
Contract 5.17+0.73 5.05+0.80 4.86+0.76 4.62+0.89
t-value -0.559 0.297 0.235 -0.639
Period of working in the present company1> -0.014 -0.10 0.032 0.123
Total perlog of working in the foodservice 0.143" 0.162" 0.195" 0.235"
company

1)Corlrelrclt_ion coeffic_ient. “Mean=+SD (7-point Likert scale: 1, very poor; 7, very good).
*p<0.05, **p<0.01, **p<0.001. **Tukey multiple comparison.
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Table 5. Means of job satisfaction scores of foodservice managers

Variables” Mean +=SD
1. Work itself 3.12+0.96
2. Co-Worker 3.70+0.77
3. Supervision & recognition 3.16+0.91
4. Pay 2.70+0.92
5. Promotion 2.75+0.83
6. Working condition 2.84+0.96

Total 3.04+0.64

D5 point Likert scale (1: not satisfied at all, 5: extremely satisfied).

Table 6. Means of organizational commitment scores of foodservcie managers
Variables” Mean + SD

Sense of belongs
I talk up this organization to my friends as a great organization to work for. 3.20£0.85
I am willing to put in a great deal of effort beyond that normally expected in order to help this organization 2.99+0.87
be successful.

I would accept almost any type of job assignment in order to keep working for this organization. 3.11£0.85
I am extremely glad that I chose this organization to work for over others I was considering at the time I joined. 3.24+0.72
I am proud to tell others that I am a part of this organization. 3.47+0.76
I really care about the fate of this organization. 3.56+0.76
I find that my values and the organization’s values are very similar. 3.44+0.80
This organization really inspires the very best in me in the way of job performance. 3.61+0.73
It would take very little change in my present circumstances to cause me to leave this organization. (R) 3.64+0.82
For me this is the best of all possible organizations for which to work. 3.08+£0.90
Subtotal 3.33+0.57
Loyalty
Deciding to work for this organization was a definite mistake on my part. (R) 3.544+0.86
I feel very little loyalty to this organization. (R) 3.44+0.77
There’s not too much to be gained by sticking with this organization indefinitely. (R) 4.06+0.79
Often, I find it difficult to agree with this organization’s policies on important matters relating to this 3.64+0.81
organization. (R)

I could just as well be working for a different organization as long as the type of work was similar. (R) 3.16+1.03
Subtotal 3.57+0.60

Total 3.41+0.53

b5 points Likert scale (1: strongly disagree, 5: strongly agree).
R: Reverse coding.

Table 7. Means of turnover intention scores of foodservice managers

Variables" Mean +SD
Thinking of quitting 3.04+0.98
Having plan and information to quit 2.47+0.98
Hoping to move other foodservice companies if I have a chance 2.6020.99
Hoping to move other fields if I have a chance 3.20+£1.10
Total 2.82+0.80

s points Likert scale (1: strongly disagree, 5: strongly agree).

7t & ALE YELTH FAS e QM duFez e AiEs By

Z A A3 Brewer 5(2324)0] 28X =1 F o] &3} FABYA Y PR 2 FAHYUA #FA "1

, A 2HE WRA AdF 274 Ao r FEE 2R 225, 2AGH o F YAy HEA S ot
Zy 2ol di&l] TEEE AHE T EA (efficiency), £33 317] Yoto] FHEAS HAS A3(Table 9), 52 & A
(effectiveness), 3734 (fairness) 37}X] Lo 2 F43}¢ o AT MR B 8%l ‘XA ZY, A Aol GAH
ZA Ve e AukE Table 8ol A A3 Auk 9l x3) APLEZR AT s ARRS, 2AEY, AT
o] JAAFFEL 334Z ‘HEGBH)S F33e FEo01U AN ABBA JHAE Ao g EAHAY FAAA S A
I, 2RI 53] & FE HEEY =502 B4 MR, A olE, ‘AAH ALK, AAM T E ] F Y
B oA RIALFAE ] X TR, A Aol AF#Egle] AL 4890 T FAALEDA BdA Y BF ()Y G
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Table 8. Means of organizational performance scores of foodservice managers
Variables" Mean+SD

Internal efficiency
My organization has made good use of my knowledge and skills in looking for ways to become more efficient. 3.25%0.77

My organization is trying to reduce cost in managing organization and performing works. 4.00+0.74
Subtotal 3.62+0.62

Internal effectiveness
In the past two years, the productivity of my work unit has improved. 3.52+0.86
Overall, the quality of work performed by my current coworkers in my immediate work group is high. 3.36+0.77
Subtotal 3.43+0.74

Internal fairness
My organization provides fair and equitable treatment for employees and applicants in all aspects of personnel 2.95+0.90
management without regard to their political affiliation, sex, hometown, marital status, age, or handicapping

condition.
In general, all are treated with respect in my organization, with no regard to status and grade. 3.00+0.78
Subtotal 2.97+0.79
External efficiency
My organization has conducted business relations with outside customers very promptly. 3.26+0.86
It is rare to make big mistakes in my organization when conducting work. 3.33+£0.73
Subtotal 3.30+0.73
External effectiveness
The work performed by my work unit provides the public a worthwhile return on their tax dollars. 3.29+0.78
The occurrence of goal attainment is very high in my organization. 3.30£0.79
Subtotal 3.30+0.68

External fairness
My organization provides fair and equitable services to the public, with no considering of their individual backgrounds. 3.48+0.85

The customer satisfaction toward my organization is very high. 3.40£0.79
Subtotal 3.44+0.72
Total 3.34+0.56

D5 points Likert scale (1: strongly disagree, 5 strongly agree).

Table 9. Correlation matrix of the emotional intelligence level and job related factors

Emotional intelligence

Self-emotional ~ Other—-emotional Use of Regulation .JOb )
appraisal appraisal emotion of emotion  satisfaction
(SEA) (OEA) (UOE) (ROE)
Emotional Intelligence
Self-emotional appraisal (SEA) 1.00 0.403™ 0.464™ 0.318™ 0.272"
Other-emotional appraisal (OEA) 1.00 0.435™" 0.426™ 0.272"
Use of emotion (UOE) 1.00 0.501"" 0.343"™"
Regulation of emotion (ROE) 1.00 0.389""
Job satisfaction 1.00

Organizational commitment
Sense of belongs
Loyalty

Organizational performance
Internal efficiency
Internal effectiveness
Internal fairness
External efficiency
External effectiveness
External fairness

Turnover intention
Thinking of quitting
Having plan
Hoping to move other foodservice companies
Hoping to move other fields

“"p<0.001.
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Table 9. Continued

o
ol

of
o

ol
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Organizational commitment

Organizational performance

Commitment Lovalt Internal Internal Internal
vaity efficiency effectiveness fairness
Emotional intelligence _
Self-emotional appraisal (SEA) 0.240™ 0.203" 0.239" 0.202" 0.179"
Other-emotional appraisal (OEA) 0.251™" 0.235™" 0.189" 0.182" 0.187"
Use of emotion (UOE) 0.464™ 0.242" 0.243™ 0.317" 0.257"
Regulation of emotion (ROE) 0.421™ 0.340" 0.198"™ 0.281" 0.241™
Job satisfaction 0.693™" 0.642"" 0.496™" 0.574™" 0.633™"
Organizational commitment
Sense of belongs 1.00 0.643"" 0.543" 0.565™" 0.580""
Loyalty 1.00 0.418™ 0.431" 0572
Organizational performance
Internal efficiency 1.00 0.510"™" 0.393™
Internal effectiveness 1.00 0.547"
Internal fairness 1.00
External efficiency
External effectiveness
External fairness
Turnover intention
Thinking of quitting
Having plan
Hoping to move other foodservice companies
Hoping to move other fields
Organizational performance Turnover intention
Hoping to Honi "
External External  External L. Having move other obmg to
.. . . Thinking . move other
efficiency effectiveness fairness plan foodservice fields
companies
Emotional intelligence
Self-emotional appraisal (SEA) 222" 3127 378" -.118 -144" -.164" -.173"
Other-emotional appraisal (OEA) 153" 179" 217 -131" -.099 -.092 -.164"
Use of emotion (UOE) 2317 411 396" -.185" -.133" -.103 -.269™"
Regulation of emotion (ROE) 303" 3517 285" -315"  -.263™ -.155" -.319™
Job satisfaction 564" 565" 587 4737 509" -.380"" - 458"
Organizational commitment
Sense of belongs 502" 627 515" =574 =527 427 -520""
Loyalty 488" 5117 493" -571""  -657" -613™ -464™
Organizational performance
Internal efficiency 4407 5157 4927 268" -.366™" -.231" -.230"™"
Internal effectiveness 480" 6027 564" -417" -.358" -126™ -.304""
Internal fairness 523" 5007 527 429" 394" -279™ -.368™
External efficiency 1.00 555" 6447 -390 -.370™ -.260™" -.296™"
External effectiveness 1.00 647" -410"  -.378™ -.258™" - 2577
External fairness 1.00 -.358"  -386"" -.286"" - 287"
Turnover intention
Thinking of quitting 1.00 585 4647
Having plan 1.00 6117
Hoping to move other foodservice companies 1.00
Hoping to move other fields
“p<0.01, "p<0.001.
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FAHEHAY BRG] AFEHE B g A= FF 1889
of AA R I PR AR YEhd fARR d9E 29 2 Ao, 871 3 AAH ARF, 271 4 HAM A
B 2 EE 2o H4E B $F 1L n%dEd, 7#F 2E

AN T BnE TASA: FABAS BEA ‘A gelgt Wstgt

T FE EHAHANA 228 449 29E& nEo s 3 HEAT LAY 54 48 A48 A3 (Table 10),
7He A3 As S 2 e $4HR] aF5os fdstet AAAT ] A Y ARNE lojM FofHez ¢
71 Aol ZHEAS ST @ Bl I o= 1A E 02 YERI(p<0.00D), ZAEY ‘AR, T4
of £&HY e TR o)Fo] BUFsd A clofk x99 mEeAM ooz A YERRTHp<0.001).
of AAFA gL REEA] o= ol &3pA At AlSH 24 BE QAT FAAS FFo] FoHoz &
THEMY IAAE FESA HASH ZHEMOE etk (p<0.00]). 28RS FAEE T o] H A
AR Ao FE ot & K-HE THEY sk 2789 A A AGA: BGA DANA {2 (p<0.00D) 2 A
THoE RS AAA T sl BE LEke 9 Ve, 21450 n58 73 AseEre] 29 E4d 9
v 45 g AA(Fig. 2), 73 1A &1 1 “FAAZ, O BAZE RS HlEel Ayt BE g9F oz x}o]

Fig. 2. Cluster analysis by emotional intelligence level.
“p<0.001.
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A8 2 j’Jr(Flg 3) HAEAFe] A o AH Al o
FE T = FolshA gtk 2 £ AlA Al Fig
40l X P—O]% A% 4%4 BE AR} FoE A YEhd A8
o HF Atk z 2 o] ARkAQl A¥EE
ey = ® xX(87)=98.536, GFI(goodness of fit

index: 0.90 ©]

o=
T
&

o He3])=0.950, AGFI(adjusted

goodness of fit index: 0.90 o] A4 o v}&2])=0912, RMR

Table 10. Comparative analysis of job attitude and organizational performance between high and low emotional intelligence

level
Group 1 Group 2 3
Factor High ability (N=93) Low ability (N=138) Tvalue
Job satisfaction 3.31+0.59 2.85+0.61 5.642™"
Organizational commitment
Sense of belongs 359+0.53 3.16+0.53 6.128"
Loyalty 3.75+0.58 3.43+0.58 4127
Subtotal 3.65+0.49 3.25+0.49 5981
Organizational performance
Internal efficiency 3.74+0.60 3.53+£0.62 2.446™"
Internal effectiveness 3.68+£0.65 3.28+0.75 4.158™
Internal fairness 3.18+0.83 2.84+0.73 3.242™
External efficiency 352+0.73 3.14+0.68 3.995"
External effectiveness 3.56+0.70 3.11+0.61 5112
External fairness 3.70+0.69 3.26+0.68 4793
Subtotal 3.56+0.56 3.19+0.50 5180
Turnover intention
Thinking of quitting 2.76+0.98 3.22+0.93 -3.600
Having plan 2.35+0.96 2.5540.98 -1.498
Hoping to move other foodservice companies 2.52+0.96 2.65+1.01 -1.024
Hoping to move other fields 2.81+1.04 3.46+1.05 -4.663™
Subtotal 2.61+0.81 2.97+0.76 -3.472"

“p<0.01, “p<0.001.
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Fig. 3. Proposed research structural model. "p<0.05, “p<0.01,
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Fig. 4. Revised structural model. "p<0.05, “p<0.01, “"p<0.001.
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