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Abstract

The aim of this study is fourfold: 1) To explore the relationship between emotional intelligence
and the service performance of frontline employees in the hotel business in Chonburi. 2) To examine
the relationship between emotional intelligence and work engagement. 3) To investigate the
relationship between work engagement and service performance, and 4) to analyze the mediating
role of work engagement on the relationship between emotional intelligence and service
performance. Purposive sampling was designed with 300 employees working full-time in a hotel
located in Chonburi. Data was collected via questionnaire and descriptive statistics, including
frequency, percentage, average, and standard deviation, and hypotheses were tested by analyzing
structural equation models employed to analyze data. The results indicated that 1. service
performance was influenced by emotional intelligence; 2. emotional intelligence is also associated
with employee work engagement; 3. work engagement has a positive relationship with service
performance; and 4. the relationship between emotional intelligence and service performance was
mediated by work engagement.
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Table 1 Pearson correlation coefficient results between latent variables in the causal relationship model of service performance

Self-awareness Other-awareness Self-control Vigor Dedication Absorption
Self-awareness 1
Other-awareness 523** 1
Self-control .704%* .540%* 1
Vigor 539** .264** .585** 1
Dedication .398%* .225** BH13** .814%* 1
Absorption 4427 .290%* 462** 759** 715%* 1

**_Correlation is significant at the 0.01 level (2-tailed).
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Table 2 Multicollinearity test

Service Performance Tolerance VIF
Self-awareness 434 2.303
Other-awareness .644 1.554
Self-control 391 2.558
Vigor 233 4.288
Dedication .304 3.288
Absorption .385 2.599
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Table 3 Pearson correlation coefficient of latent variables

Variable Work engagement Service performance
Emotional Intelligence 0.547** 0.628**
Work Engagement - 0.660**

** Statistically significant at the 0.071 level.
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Figure 2 Results of testing the research hypotheses using structural equation modeling (SEM)
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Table 4 The results of path analysis of the direct and indirect effects between emotional intelligence, work engagement, and service

performance.
Work Engagement Service Performance
Variable
TE DE IE TE DE IE
Emotional Intelligence 0.634** 0.634** - 0.703** 0.411** 0.292%*
Work Engagement - - - 0.460** 0.460%* -
R? = 0.621

** Sig. < 0.01, TE = Total effect, DE = Direct effect, IE = Indirect effect
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Figure 3 Competitive Advantage in Service Sector
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