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Abstract

It has been observed that training in the hospitality industry becomes a challenge as the
employees in this industry have been significantly increased in recent years. Employees are
trained to perform well in the organizations while they are also paid to perform in a specific
department. It’s the combination of experience, calibre, knowledge, skills and abilities that
pushes you forward to the particular position to perform in any organization. The hospitality
industry expects a high demand in the area of performing and delivering a high quality of
service to the guests. Bearing in mind that the hotels needs a constant and regular business to
sustain the market. In order to be able to have a strong and healthy competition environment
the hotels have come out with a strategy of making and pushing things from the management
perspective to deliver and have a high performance by the employees. This paper is to
investigate how employees in hotels are encountering emotions with the guests that lead them
to underperform in various levels and to see whether training can be applied to increase their
performance over time. The main objective of this paper is to investigate the role of Q metric
in the training of emotional intelligence competence. The population sample was drawn
among the employees of the hospitality industry in Tamilnadu to identify the significance of
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Q metric. A model was developed by using analysis of moment structure (AMOS). A model
is fit to ensure the model for Q metric approach in the training of Emotional intelligence
competence among the employees of the hospitality industry, Tamilnadu. Recommendations
have been discussed and proposed for future use to any research in this field of academic.
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1. Introduction

Employees are trained to perform well in the organizations while they are also paid to
perform in a specific department. It’s the combination of experience, caliber, knowledge,
skills and abilities that pushes you forward to the particular position to perform in any
organization. The hospitality industry expects a high demand in the area of performing and
delivering a high quality of service to the guests. Bearing in mind that the hotels needs a
constant and regular business to sustain the market. In order to be able to have a strong and
healthy competition environment the hotels have come out with a strategy of making and
pushing things from the management perspective to deliver and have a high performance by
the employees. By making the employees working hard, it is also seen that the employees are
faced with lots of problems when they encounter with the guests while delivering or not
delivering the expected service on time. The moment of truth is really tested with the guests
by looking into the emotional behavior of the employees. This paper is to investigate how
employees in hotels are encountering emotions with the guests that lead them to
underperform in various levels and to see whether training can be applied to increase their
performance over time.

2. Objective of the Study

The aim of this paper is to find out whether Q metric has any impact on the training for
emotional intelligence competence of employees in hospitality industry in Tamilnadu —India
are seen as a critical aspect of how employees are underperforming their duties during the
service encounters with the guests. It also focuses on how the employee’s performances are
affected during their work by dealing with the busy schedule of hotel business. The main
objective of this research is how Q metric has impact on the training of the emotional
intelligence competence of hospitality industry.

2.1 Research Question

The research question is the basic conception of the study. It makes the path for the
researcher to travel throughout the study. This study was initiated by the researcher with the
research question mentioned below.

What is Q metric and whether it has an impact on training of emotional intelligence
competence among employees in hospitality industry, Tamilnadu - India?
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3. Literature Review

A\ Macrothll'lk International Journal of Learning and Development

3.1. Emotional Intelligence (EI)

As per Mayer & Salovey (1997) it’s how you see, feel and react towards certain situations
that come across and generate as emotions and to demonstrate emotions, to promote in
intellectual growth. Emotions are expressed in many ways that is seen in all the individuals.
No matter where and which area you are assigned, it comes through various reasons which
can be seen in the below frame work. As per the studies highlighted by Akduman et al (2015)
Emotional intelligence add the capacity to accomplish and achieve faithful analysis about
emotions and the capacity to employ feelings, emotions, and emotional knowledge to
augment thought, incorporating particular expertness and suggesting that this distinctive
expertness. According to (Goleman, 1995) emotional intelligence is defined to by learning the
capabilities which is based on the emotional intelligence that shows an extra ordinary
performance in the designated work. People are affected with certain emotions and undergo
during their work by facing difficult challenges that is put forth by the management. This is
commonly set by knowing through the (MBO) which is management by objectives.
Emotional competencies can be job skills that need to be developed and learned to perform
well. Emotional intelligence shows that how an employee can perceive or practice the four
components  Self  Awareness;  Self-Management;  Social-Awareness;  Relationship
Management. Daniel Goleman (1995) reformulated EI in terms of a theory of organizational
and job performance. All these models, however, share a common core of basic concepts
including  Self-Awareness, Self-Management, Social Awareness, and Relationship
Management. The Consortium for Research on Emotional Intelligence in Organizations
(www.eiconsortium.org) is a useful website that serves as a resource portal on the topic of
emotional intelligence including information on measures, current findings and EI resources.
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Table 1: Emotional Intelligence Competence for Employees

Self Other

Personal Competence Social competence

Self-Awareness Social Awareness

Recognition + Emotional self-awareness + Empathy
+ Accurate self-assessment + Service orientation
+ Self-confidence + Organizational awareness
Self-Management Relationship Management
+ Self-control + Developing others
Regulation + Trustworthiness Influence

+ Conscientiousness Communication

+ Adaptability Conflict management
+ Achievement drive Leadership
+ Initiative Change catalyst

Building bonds

-+ F + & ¥+ ¥

Teamwork & collaboration

Source: (Daniel Goleman 2010)

3.2. Self-Awareness

The first component is the self-awareness is the self-awareness what one knows and feels of
the activities that he does in his or her day to work. This in turn will have to taken into the
consideration of how the employee feels himself. Based on the studies of Kumari (2016)
Self-awareness is the ability and the way to understand your own moods and emotions, both
in terms of their effect on you, and their effect on your behavior. According to Taylor, Parker,
& Bagby, (1999) self-awareness can be a mirror concepts that reflecting in the working
environment and the activities that a person is quite sure of. This can be a deficiency in the
working in the particular departments as well.

3.3 Self-Management

According to Boyatzis, Goleman, & Rhee, (2000). The second component of EI, Emotional
Self-Management, is the ability to regulate distressing affects like anxiety and anger and to
inhibit emotional impulsivity. The other aspect of the self-management is to control or
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redirect disruptive impulses and moods. The propensity to suspend judgement to think before
acting is seen by the studies of Deshwal (2016)

3.4 Social Confidence

The third aspect of self-awareness is self-confidence which is considered to be one of the
strongest factors in determining the level of performance among employees. Based on
researches that have been carried out in various organizations, it has been documented that
managers and supervisors who have a high level of self-efficacy, a form of self-confidence,
were evaluated as having exemplary job performance. Assessing self-confidence of
employees helps to differentiate among high achievers and average workers
(Goleman, 2001). According to Okapako.& Eketu (2016) states that employees in the
hospitality industry must be very conscientious oriented people, so that the concept and idea
of continuity will have value. On another note, the authors emphasizes that, employees who
exhibit conscientiousness in their assignment are likely to be productive because of their zeal
to conquer in the midst of toughness.

3.5 Relationship Management

According to (Boyatzis, Goleman, & Rhee, 2000) the main idea behind this theory was to see
other employees working towards the goal by developing their skills knowledge and their
abilities. Managers can also influence the employees by which getting the work done in a
proper way. Strong communication is very much necessary to understand the complete state
of the mind of the people and the surroundings. Employees will certainly feel and face the
conflict within the senior managers and that comes drives the employees to a distressful state.
To some extend the employees become professional leaders and they would at times show
poor performance while managing difficult situations. Many managers become a great
catalyst and go for a constructive change in their way of dealing the employees and build
trust and create bonds with the junior level. It is also seen that teamwork & collaboration is a
part of the managers and employees go hand in hand to get the things done. According to
Robert Plutchik (1980) American psychologist has come up with a wheel of emotions that is
seen in human nature. He has expressed that people has a basic set of emotions that could be
seen in daily life which is inevitable. These emotions are normally seen as the common and
basic emotions. The wheel of emotions clearly indicates and relate to the behavior of the
people that express and will also help us to improve and change according by reflecting to it.
Emotions are seen as reinforcement and energy that is experienced in human mind. The eight
sectors of Plutchik's Wheel show the eight primary emotions. Every emotion has a link to
each other. Emotions are seen with an intense in reactions and feelings that is expressed out.
It can even be an outburst from different colleagues seen in different situations and mood.
Getting annoyed is normally seen when one does not like the way of doing or even pestering
person. Rage is an intense anger and strong dislike towards a person shown by facial
expressions. The white areas show the emotion that is related to the two emotions near it. For
example, serenity and acceptance is love.
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3.6 Managing Emotions In The Workplace

Managing emotions is the most complex step that exists within emotional intelligence. It
involves the ability of knowing how to manage ones ‘emotions and being able to adjust
feelings in oneself. This is important in situations where one needs to recognize that they
have to calm down, control their anger, suppress their disappointment or help someone in
pain while easing their own pain (Mayer et al, 2000) Ability to stay open to feelings, both
those that are pleasant and those that are unpleasant , ability to reflectively engage or detach
from an emotion depending on its judged in formativeness or utility, ability to reflectively
monitor emotions in relation to oneself and others, such as recognizing how clear, typical,
influential, or reasonable they are , ability to manage emotion in oneself and others by
moderating negative emotions and enhancing pleasant ones, without repressing or
exaggerating information they may convey” (Gowning, 2001). According to Grewal and
Salovey (2006), there is lot of proof and evidence that suggests that the tactics and ability to
manage and interpret emotions in an effective way plays an important role in many of lives.
The ability to extract and use the emotional intelligence in a perfect way may help one choose
a real meaningful line of work and will certainly raise up to the occasion to succeed in life
and enjoy work to the fullest potential that can also develop satisfying relationships with
colleagues and dear ones. A major study that was conducted by Longhorn (2004) in United
Kingdom and seen that emotionally intelligent managers positively affect the financial
performance of the company. An emotional intelligent manager can really increase the annual
profits of his company by 22% per year in comparison to the average annual profit growth of
15% (Bharwaney, Bar-On & MacKinlay, 2011).

Building Success
Trusting
Relationships
Increasing Creating the Future
Energy and Innovation and
Effectiveness Unique Potential
under Pressure
Initiative

Figure 1; The Q Metrics Approach: An Effective method of Training and Developing of
employees to perform better under pressure (Q Metrics. Robert .K.Cooper 1997)
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3.6.1. Increasing Energy and Effectiveness under pressure:

Increasing energy and effectiveness of an employee under pressure is very important and it’s
a sheer ability of managing ones energy throughout the daily operations in the organization
with the co employees. This is declining when a person is completely under pressure and fails
to perform better. Maintaining their energy and increasing the productivity when the
employees are under pressure is as exceptional case of close watch by the managers or
supervisors. (Cooper 1997)

3.6.2 Building Trusting Relationship

Building trust within the organization and within the employees is seen as a cluster that
addresses the abilities to trust ourselves. This will lead them to show more sincerity towards
the employees and to the management that creates a positive working environment that shows
a clear relation internally and externally. Their abilities will also direct them to enhance
interactions with the clients, customers and teams. This will also save lots of time and help
each other to get things to better shape and more meaningful to the organization and to the
team member’s itself. (Cooper 1997)

3.6.3. Creating the Future Innovation and Unique Potential

Creating the future deals with the ability of dealing the team internally and externally shows
beyond the conventional, that come up with unorthodox solutions and serve member’s,
clients and others life and show true and substantial results. Creating the future developments
are also identified has promising opportunities for personal and professional development.
The cluster stabilizes and dominates on the individual’s unique potential — core talents and
potential strengths of the employees. These also push the company or the managers to see the
ability and recognize their individual and team skills that help them to activate in a proper
way. (Cooper 1997)

4. Methodology

The empirical research is tested in Tamilnadu among the employees of hospitality industry.
The study is explorative in nature as it attempts to explore the relationship and impact of Q
metric approach on training for emotional intelligence competence. The population size i.e.,
the employees of hospitality industry is unknown so nonprobability sampling technique has
been adapted to test. As proposed by Hair et al (1998), the minimum sample to have at least
five times as many observations as there are variables to be analyzed, and the more
acceptable size would be a ten-to-one ratio. As proposed by C.R.Kothari, the pilot study can
be used to determine the number of samples necessary for the main study. The number of
employees was surveyed for this research is 180. A model was developed by using analysis of
moment structure (AMOS). A model is fit to ensure the model for Q metric approach in the
training of Emotional intelligence competence among the employees of the hospitality
industry, Tamil Nadu —India.
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Q Metric Emotional

Intelligence

Figure 2: Research Frame work: The effect of Q metric approach in the training of emotional
intelligence competence

5. Findings and Discussions

In this model, independent variables such as Building Trusting Relationship (BTR), Creating
the Future Innovation and Unique Potential (CFI), Increasing Energy and Effectiveness under
pressure (IEE) are taken as observed variables through which second order factor
(unobserved variable) Q metric approach was formulated. Emotional intelligence competence
is second order factor which is measured through the four dimensions Self-Awareness (SA),
Social Awareness (SoA), Relationship Management (RM), Self-Management(SM) is taken as
observed variable. el, e2, e3, e4, €5, €6, e7, are error terms (residuals) for independent
variables and e8 is error term for dependent variable.

Null Hypothesis Hy: The model fitted for Q metric approach in the training of Emotional
intelligence competence is good.

SA

BTR

SoA

Emotional
Intelligence
Competence

IEE —  QMetric 80

SM

CFl

9? O)@ me n
[du] [} [fa]

RM

Figure3. The effect of Q metric approach in the training of emotional intelligence competence
5.1. Model fit Summary

The model fit Chi-square x* = 12.059 and the model’s p-value is 0.523 which is insignificant
at 5% level, which shows that the null hypothesis “The role of Q metric approach in the
training of emotional intelligence competence is good” is accepted. The goodness of fit index
(GFI) is 0.958 of the model, shows reasonably good fit, and its adjusted goodness of fit
(AGFI) is 0.908. The Root Mean Square Error of Approximation (RMSEA) is 0.04 and RMR
is 0.049, a smaller value indicates better model, which are within the acceptable range
indicating a better model fit.
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The hypothesized research model exhibited good fit with observed data as mentioned above.
The regression value (.80) denotes that the impact of Q metric on the emotional intelligence
competence and the path estimates in the structural model and variance explained (.68). The
hypothesized path is significant (.000). So the null hypothesis is accepted as the model fitted
for Q metric approach in the training of Emotional intelligence competence is good. It is
understood from the results of the structural equation modeling that Q metric is measured
through BTR, IEE and CFI the variance of which is well explained above 50 % except IEE
variance of which is explained only 36%. On the other hand, Emotional intelligence
competence’s variance is well explained above 70% except RM of which the variance
explained is only 37%. On the whole, the Q metric has an impact on emotional intelligence
competence. From this study, the researcher would recommend the hospitality employers to
adapt the Q metric approach in their emotional intelligence competence development so that
the employees can be more emotionally stable and they can serve better in all aspects.

6. Conclusion

It has been observed that training in the hospitality industry becomes a challenge as the
employees in this industry have been significantly increased in recent years. Employees are
trained to perform well in the organizations while they are also paid to perform in a specific
department. It’s the combination of experience, calibre, knowledge, skills and abilities that
pushes you forward to the particular position to perform in any organization. This study was
initiated with a view to understand the relationship and the impact of Q metric on emotional
intelligence competence. It is understood by the researcher that Q metric approach in the
training of Emotional intelligence competence makes some better results as far as the
emotions and developments of the employees in hospitality industry.
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Glossary

BTR - Building Trusting Relationship

CFI - Creating the Future Innovation and Unique Potential
El- Emotional Intelligence

IEE - Increasing Energy and Effectiveness under pressure
SA - Self-Awareness

SOA - Social Awareness

RM -Relationship Management

SM - Self-Management
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