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Abstract

“Today's leaders - from top executives fo line managers - must have more than

just the right technical skills and 1Q. They must possess emotional intelligence.”

— Nadine Pahl, 2009

This paper describes the research on the relationship between Emotional
jiﬁf'elligence (EH and work performance among managers in hotels of Malaysia.
Beside their experiences, knowledge and skills, emotion plays an important role
".s_hing individual to produce and perform the best. Emotion is critical in
1otivating, persuading, communicating, leading and controlling individuals and
_'grjdups. Until research used the quantitative method Questionnaires were
; .jstributed among managers using simple random sampling. The questionnaire
as een designed to assess how effectively individual deal with emotion and
qlw their work performance is. The findings of this empirical study would

ighlight the importance of El in hotels and give details on El factors which

e objectives and hypothesis by SPSS. The findings indicate that El is
ly related to work performance. And one of the findings also implies that
king experience can be a potential predictor of high level of Emotional
el dence. It explains why organizations nowadays prefer to hire people with

orking experience.

:['(__eywords: Emotional inteligence, Self-Awareness, Self-Regulation, Motivation,
::E'mpathy, Social Skills, Work performance, managers, Hospitality Industry, one
ay ANOVA, correlation, Multiple Regression, t-test.
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CHAPTER 1
INTRODUCTION

hapter Synopsis

his chapter is the introduction of the entire paper about conducting a
earc oﬁ the relevance of Emotional Intelligence for work performance among
in hotels of Malaysia. This research module includes background

_'roblee_m definition, research questions and objectives, study limitations,

derstand and empathize with other people, and to into fit in the

_Vlfq_hm'ent. In addition, many studies have demonstrated that E} make

De_t;tl_vé"advantages. This corresponds with Goleman’s theory that EQ
Q as an indicator for work performance and long-term success, and

~of the managers in the workplace has a positive influence on the

Tiational University (2012)



ons’ performance (Goleman et al., 2002). Today, Emotional Intelligence
ec_o_'_rﬁé .a new important focus in the workplace and especially to a
tive knowledge-driven organization which gets approved by many
es._:'(CarmeEi, 2003 & Shu-Chuan Lin.et al, 2011). Today’s managers no
:- are from top executives, middle manager or first-line managers must

motional Intelligence in addition to the right technical skills and 1Q.

ramatic changes especially in recent years. Hence, employees in

ékperiencing continuous transformation and this affects work

n manéged in a proper way in the hotels in order to create beneficial
._'ng stakeholders. This underscores the significance of El in this
-s’t’d'dy focuses on managerial level employees which known as
ducts a study to conceptualize and measure the relation
nd: W_ork performance so that reminding managers to have
f nu turing El during their work. It will be used as a guide to

‘best'employees’ recruitment and nourishment for organizations.

'ri__(1998) said that Emotional intelligence begins developing in
100d quite unlike 1Q which is inherited. So that Emotional Intelligence
d and strengthened by training (Hansenne, M.et.al, 2009 &
9&__3); It is good practice to foster a pool of talents with higher El in
hieve the Vision 2020 in Malaysia because development of innovative
thod is a prerequisite. Moreover, quality managers with high work
_:e_h'ave been the top priority for many organizations (NEAC, 2009).

_ E_ll University (2012)



‘Problem statement

Since the development of vision 2020 by Malaysia's previous successful
eMinister Tun Dr.Mahathir Mchammad, Malaysian organizations have been
i'a new challenge in the use of new methods of management to advance
resource capital and achieve the national vision in the future (The
-of Marketing Malaysia (IMM), 2011). Thus, managers need to re-
iate themselves and become more effective leaders. Susan Dunn (2012)
' _:that businesses in Malaysia tend to be changed into a more Emotionally

igent culture.

___Baj‘ker (2007) mentioned that Malaysian CEOs lack Emotional Intelligence
ar,-A. éOO?) and David J. S. Winfield who is the former executive director of
(International Centre for leadership in Finance) agreed with him. He
i._'o_r_;__e_d that although there is not much difference between Malaysian CEOs
_ gl'obél' CEOs regarding of leadership ability, the Emotional Intelligence and
' :_ga_iiiy of coaching are the lowest for Malaysia CEOs. (Joshua Freedman,
‘Hence, author inferred that the lack of Emotional Intelligence and low

oaching happened in different level of managers of hotels of Malaysia.

cesearch Question
€. research questions focus on examining critical factors of Emotional

_lge_néé which will contribute to work performance. The questions are:

_Does Emational Intelligence have a positive significant difference on work
performance?

Which factors of Emotionat Intelligence (Self-Awareness, Self-Regulation,
-'Motivation, Empathy, and Social Skills) affecting more on work
performance of managers in hotels of Malaysia?

Do demographical variables (gender, age, education qualification, and
work experience) influence the correlation between Emotional Intelligence

and work performance?

INTl international University (2012)



arch Objectives
he  research objectives will guide to complete the study on the

eSSt e_hts of El on work performance.
Objective

general objective is to indentify the significant elements of El that

b'ut'e'-.to' work performance. This research could then be used as a guide to

fic objectives will be the measurement of research’s successfulness

ill- ahswer research questions:

determine the correlation between work performance and Emotional
igence among managers in hotels.

determine the main elements of Emotional Intelligence affecting the
.performance of managers in hotels of Malaysia.

ete h)ine the relationship among demographic variables (gender, age,
'at!on:" background, work experience.etc.), work performance and
ional Intelligence. |

irc'an'c"e. of the Study

séa::f_éh conducts a deeper study on the relevance of Emotional
e ori work performance among managers in hotels of Malaysia. It is

I-to'individuals, organizations and society respectively.

or individuals, this research would help managers identify their own and
others’ emotions and respond it properly.

For organizations, it is good for learning organizations to use the research
as a guide to nurturing or recruiting best employees with high Emotional

telligence so as to reduce the turnover.

' ;ional University (2012)




search methodology, findings and discussions, conclusions and
1mendations, respectively.

igtional University (2012)



Summary of each paper

This chapter is the introduction of the entire paper which
conducted a research on relevance of Emotional
Intelligence for work performance among managers in
hotels of Malaysia.

This chapter provided deeper knowledge and literatures to
the readers about Emotional Intelligence and work
performance.

This chapter provided the whole methodology framework of
this study.

This chapter included 2 sections which involved findings
and discussions. All the statistical results are analyzed by
SPSS 17.0 and all the findings and discussions were
provided in this chapter in terms of the objectives and
hypothesis.

This chapter provided the conclusion of the present paper
and also provided recommendations both for this study and
further study. At lasi, the personal reflections from author
are provided to close the entire project.

Table 1: Summary of each chapter

tianal University (2012)



Chapter 2

LITERATURE REVIEW

fs) ered 2 areas which include verbai and performance by rejecting

p _f'giobal intelligence.

Is:idea includes both interpersonal intelligence and intrapersonal

tional University (2012)
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iljs of understanding the desires and intentions of other people to enhance
ationship.
‘(Bahdor Ganjeh Khosravi.et al, 2011 & Parvesh K. Chopra, and Gopal K.

_(__)10 & Joe Luca, Pina Tarricone,n.d & Shu-Chuan Lin.et al, 2011 & Priti
Mishra and A K Das Mohapatra, 2010).

ttb.sequently, in 1990, the concept of "Emotional Intelligence” was coined
r Salovey and John Mayer (1990) which is the skills of recognizing

hips and emotions to reason and solve problems to enhance living.

ter that, in 1995, Emotional Intelligence was popularized by Daniel
(1995) who is the psychologist. He is the first person to focuse
'an‘_cé of El at work for managers and leaders and also for any job that

e 'dealing with people. The term "EQ" became a popular phrase from here

Subsequently, Reuven Bar-On (2005) came out with a mixed model which
ss-section model with interrelated social and emotional competencies and
nvironmental demands but excluding cognitive skills. It is good for us to

s_iourselves, understand others, and deal with daily demands.

NTI Internatianal University (2012}




