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The Structural Relationships of Hotel Service Encounter
Employees’ Emotional Intelligence, Subjective
Happiness, Work Engagement, Turnover Intention
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Abstract

These days, the service industry makes efforts to provide better service for
customers. Following fo customers increasing expectations, the hotel industry need to
move towards a customer service-oriented system The purpose of this study is to
investigate hotel employees” the emotional intelligence influence relationship of the
suljective happiness, work engagement and turnover intention. For the research, 228
questionnaires were collected from four- and five-star hotel employees in Seoul who
had more than one-year of experience Frequency analysis and confirmatory factor
analysis were conducted and verification of the hypothesis of the study was analyzed
through structural equation modeling As a result of verification of hypothesis, first,
emotional intelligence of hotel employees have positive effects on suljective happiness.
Second it was found that hotel employees’ suljective happiness has a positive effect
on work engagement and negative effect on turnover intention. Third work
engagement has a negative effect on turnover intention. And subjective happiness
partially mediated the relationship between emotional intelligence and work
engagement, envtional intelligence and turnover intention. In conclusion, hotel
employees’ emotional intelligence and sulyective happiness are important and the
study offers implications about human resource management for the hotel industry.

FH0] : ZMX|S(Emotional Intelligence), F2& #=(Subjective Happiness),
A 2HO|(Work Engagement), OIZQ = (Turnover Intention)
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