ABSTRACT



In their book Emotional Intelligence & Hospitality, Cavelzani and Esposito (2010), talk abou
the importance of emotional intelligence for an individual who has a hotel as his or her

orkplace. Emotions of any sort need to be managed well as hotels are extremely brand
conscious and aim to make a long lasting relation with their guests. If the leaders do not have
the right amount of Emotional Intelligence in them, it might lead to hampered relations with
them when the managers do not recognize the emotional needs and expectations of their|

guests, which ultimately leads to complaints, bad publicity, expensive service recovery and

lost goodwill. In order to understand the customer’s emotions or the guest’s emotions, the

manager/leader first needs to understand his/her own emotional state and follow the basic




to share such emotional situations can benefit both (Rahim et al, 2002).

El is made up of four domains: social awareness, self-awareness, self-management, as well as
relationship management. Sub categorized within each component lie further 12
competencies of EI which implement outstanding work performance as a team leader which
are positive outlook, self-control and empathy. Along with this, some crucial abilities are also
thrown into the mix, namely influence, achievement, conflict management, inspirational
leadership and lastly teamwork. A comprehensive 360-degree assessment is required so as to
know the most important competencies & collect both self-ratings and the views of others

acquaintances. This sort of feedback which is of an external nature is particularly helpful in

(Goleman & Boyatzis, 2017).

In a responsible position, an individual is required to be welcoming, friendly as well as
attentive to the guests who visit their hotel, in short one has to be a “people’s person”. An
individual with developed emotional intelligence is someone who is fundamentally efficient
in managing personal relationships. Individuals with a higher emotional quotient have a
certain trait set which include empathy, social awareness, and a helping nature which enables
them to enjoy helping others. The skill sets are ideal for staff employed in hospitality whose
regular task is to interact with new people. Hospitality professionals naturally have an above

average emotional intelligence; studies have shown which comes as no surprise due to the

fact that staff of frontline hospitality deals with varied personalities, emotions, and demands

on regular basis, from their customers. The wiggle space of errors to any given time is very
less and the hospitality staff need to report at a notice to handle difficult situations. Making
customers and patrons happy at all the times involve a unique mix of finesse, serenity and
inner fortitude (Editor, 2019).
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(Goleman, 1995) has pointed out that El tends to increase with maturity and age. Thus, a
certain gap was expected, based on the time spent in the industry. The reason for such an
occurrence was that a higher EI tends to reduce the turnover of the people who decide to not
change streams in a short time, anyways have higher levels. Also to be noted, (Ashkanasy,
2003) found in his research that people with a higher EI aspect take part in activities of a
voluntary nature involving El training in a more frequent way. Thus, this might have affected

who participated in the research study and also those who opted to refrain from it.

El and hospitality especially in India has been a lost concept. How are the managers or shift
leaders supposed to handle such situations? Will the same approach to problem solving help
every time with every guest or employee? Is the hotel industry ready for emotionally
intelligent leaders, what do they look like? How do they manage to handle sticky situations in

an emotionally balanced way? Such are the few questions this paper foray into and get the




industry opinion on the same. The study not only prove to be a resourceful literature base, but

also provide industry opinions to verify and answer the questions that were posed. The study

also benefit the industry and act as an effective toolkit for the HR to imbibe the concepts of

El in their employees for stable growth. The objectives of the study were-
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