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The Effects of Emotional Intelligence on the Customer Orientation and Customer

Relationship Management Performance of Hotel Employees
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Abstract

Purpose - This study aimed to (a) investigate the effects of emo-
tional intelligence on customer orientation, (b) examine the impact of
customer orientation on customer relationship management (CRM) per-
formance (including CRM-related variables such as 'relationship com-
mitment, 'image of corporation,’ and 'customer loyalty'), and (c) iden-
tify the conceptual framework of emotional intelligence.

Research design, data, and methodology - The data were collected
using a questionnaire given to a sample of employees of luxury ho-
tels in the metropolitan area. To test the hypotheses, AMOS were
conducted for the 271 respondents of the sample using the SPSS Win
17.0 software. The concept of emotional intelligence (EI) has been on
the radar of many leaders and managers over the past few decades.
Emotional intelligence is generally accepted to be a combination of
emotional and interpersonal competencies that influence behavior,
thoughts, and interactions with others. Emotional intelligence consists
of four factors: understanding the self’s emotion, understanding other
people’s emotions, emotion utilization, and emotion control.
Understanding the self’s emotion means to understand of my own
emotions. Understanding other people’s emotions is to understand of
the emotions of the people around me and to know how my friends
feel based on their behavior. The concept of emotion utilization
means to set goals for myself and then try to achieve them, encour-
aging myself to do my best. The concept of emotion control means I
can control my temper, handle difficult situations rationally, and calm
down quickly when I am very angry.

Results - As a result of the analysis, three factors (understanding
the self’s emotion, understanding of other people’s emotions, and
emotion utilization) were shown to have a significant effect on cus-
tomer orientation. Emotion control had an insignificant effect on cus-
tomer orientation. Only emotion control makes it difficult to solve
customers' problems because it is a passive behavior. In order to
solve the customers’ problems, hotel employees have to show a pos-

itive attitude. Second, customer orientation had a significant effect on
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customer relationship management performance (customer relationship
commitment, corporate image, and customer loyalty). In other words,
customer orientation increases commitment to customer relationships.
For example, employees who have a customer-orientated perspective
provide good service to their customers, while employees who don't
have a customer-orientated perspective can't satisfy their customers.
Customer orientation can also generate a good image among custom-
ers, because they evaluate the image of a hotel through the behavior
of hotel employees. So it is very important for employees to show
excellent customer orientation.

Conclusions - It is very important for hotel CEOs to manage their
employees' emotional intelligence. In order to increase their employ-
ees' emotional intelligence abilities, CEOs have to manage the overall
corporate culture and reward programs to achieve what they want.
This is because the system can lead to a customer-orientated mind-set
and CRM performance among employees. As a result, the hotel CEO
has to pay attention to the emotional intelligence of employees to
achieve strong CRM performance.

The sentence as originally written was a bit unclear. If this edit
does not retain your intended meaning please consider: “Only emotion
control does not have a significant impact on customer orientation,
and therefore on the ability of an employee to solve customer prob-
lems, because it is a passive behavior.” Please use the version of the
sentence that best captures your original meaning.

Keywords Emotional Intelligence, Customer Orientation, CRM
Performance.
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