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ABSTRACT: Emotional intelligence (El) is being recognizedaasorrelate of success in various domains of
personal and professional life. Numerous studiesehaentified El skills as being strongly assodiateith
success in academic achievement, general life eqpars, and a wide range of factors related to pessgobs.
Tour guides act as intermediaries between touastd an unfamiliar environment, thus playing an imgot
role in the success or failure of a tour experieacel influencing tourists’ perceptions of the hdsstination.
Because tour guides have such responsibility fer dverall satisfaction and impressions of touridtse
development of El skills seems crucial for tourdgsi and their performance. They can use El slkillbdth
manage their own performance and to regulate tdsirisioods in order to most appropriately and effesdy
interact with them. While considerable evidencthefimportance of El has been acknowledged, rekesfforts
on the El studies of tour guides are lacking in tbierism literature. Hence, the aim of this stusyd evaluate
the importance of using the emotional intelligesk#s for tour guides and their performance.
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sity professors, John Mayer and Peter Salovey,
Introduction was published in two academic journal articles.
N _ _ _ Mayer and Salovey, were trying to develop a
_Traditionary, intelligence was considered theyay of scientifically measuring the difference
mixture of logical, mathematical, and problem-pepyeen people's ability in the area of emotions.
solving abilities, which was measured throughThey found that some people were better than
IQ (intelligence quotient) tests. Recently, a nuUMyihers at things like identifying their own feel-
ber of authors have claimed that intelligencngs identifying the feelings of others, and solv-
must be multidimensional (multiple intelligenc- jhg problems involving emotional issues. The
es), including musical, artistic, sports, social an tjtje of one of these papers was titled "Emotional
other abilities, as well as the traditional cogyti Intelligence” [13]. Salovey and Mayer (1990)
abilities. Many authors have elaborated on th@efined El as “the ability to monitor one’s own
concept of multiple intelligence and emotiongng others’ feelings and emotions, to discrimi-
based abilities [3]. o nate among them and to use this information to
In 1981, James Dozier discovered the POWeguide one’s thinking and actions” [22].
of emotional_ inteI_Iigence (El). The term E_I had According to Salovey and Mayer (1990), El
not been coined in 1981, but James Dozier prapcludes the abilities to accurately perceive emo-
vided a vivid example of what it is and he dejons, to access and generate emotions so as to
fined the term of EI: “The ability to perceive and gssist thought, to understand emotions and emo-
express emotion, assimilate emotion in thoughtjonal knowledge, and to reflectively regulate
understand and reason with emotion, and regymotions so as to promote emotional and intel-
late emotion in the self and others” [6]. lectual growth [20]. Mayer and Salovey (1990)
~In 1985 Wayne Leon Payne wrote a doctorahaye jdentified five areas for emotion based in-
dissertation which included the term EIl in thetelligences: the awareness and control of one’s
title. This seems to be the first academic use Qfmgtions, the self-motivation to recognize oth-
the term El. In next five years, no one else seems's emotions, and the interpersonal relationship

to have used the term El in any academic paperganagement. This is how they define emotional
Then in 1990 the work of two American univer-intelligence, as a kind of social intelligence.
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Therefore, 1Q has became an outdated concepi and El skills for tour guides and their perfor-
and has been replaced by new dimensions a@fiance. So, firstly the impact of EI on working
human abilities, including those based on emdife has been emphasized and than the im-
tions [3]. portance of using the El and EI skills for tour
Peter Salovey and John Mayer first proposeduides and their performance have been evaluat-
their theory of El in 1990. Over the interveninged.
decade, theorists have generated several distinc-
tive El models, including the elaborations by  The Impact Of Emotional Intelligence On
Salovey and Mayer on their own theory [10]. Working Life
The original model which developed by Salovey
and Mayer postulated that El is an umbrella con- Emotional intelligence (EIl), which can be in-
cept comprising three distinct components, viz.stilled, nurtured, or taught through proper educa-
appraisal and expression of emotions, regulatiotion and training, contributes in a variety of aea
of emotions and utilization of emotional infor- of an individual's personal and professional life
mation in thinking and acting [24]. Instead, the[21]. Also it is claimed thakl may be the best
person most commonly associated with the termredictor of success in life. The publication of
El is actually a New York writer and consultantGoleman’s influential books, Emotional Intelli-
named Daniel Goleman. In the early 1990'gience (1995) and Working with Emotional Intel-
Goleman had been writing articles for the magaligence (1998), has extended the EI concept to
zine Popular Psychology and then later for théhe business world and working life and made it
New York Times newspaper. In 1992 he waswidely popular. This popularity has led research-
doing research for a book about emotions andrs to examine its applicability to various aspects
emotional literacy when he discovered the 199@f human functioning, particularly in the fields of
article by Mayer and Salovey. According to thepsychology, education, sociology, and manage-
article by Annie Paul, Goleman asked them pement. Numerous studies have identified emo-
mission to use the term EIl in his book and thational abilities as being strongly associated with
permission was granted providing he told peoplsuccess in academic achievement, general life
where he heard the term. Before then it seems héxperiences, and a wide range of factors related
book was planning to focus on "emotional literato people’s jobs. These factors include physical
cy". In 1995 Goleman's book came out under thand mental health, work attitude, resistance to
title "Emotional Intelligence.” The book made it stress, interpersonal relations, employees’ crea-
to the cover of Time Magazine in the USA andtivity, leadership, team effectiveness, job satis-
Goleman began appearing on American televifaction and performance and career achieve-
sion shows. He also began a speaking tour tments. El is an active and essential ingredient of
promote the book and the book became an inteorganizational success and provides for a more
national best seller. It remained on the New Yorkvell-balanced work life [22].
Times best-seller list for approximately one year EIl can play a significant role in the work en-
[13]. In this book EI defined [8], as “the capaci-vironment. Sy et.al., (2006) stated that employ-
ty for recognizing our own feelings and those ofes’ El can predict work related outcomes such
others, for motivating ourselves, and for managas job satisfaction and job performance. Recent
ing emotions well in ourselves and in our relatesearch has shown that managers with high El
tionships”. produce positive work attitudes and altruistic
Ever since the term (El) was first introducedbehaviors and that their employees enjoy higher
by Mayer and Salovey in 1990, it has been dgeb satisfaction and performance [26]. Similarly
veloped, adapted, modified, and embraced bi{afetsios and Zampetakis (2008), proposed El as
both practitioners and scholars [22]. Emotionabn important predictor of key organizational
intelligence (EI) is being recognized as a correeutcomes including job satisfaction and there is
late of success in various domains of personaccumulating evidence taht El abilities and traits
and professional life. Despite proven hypotheseimfluence job satisfaction. According to them
confirming the importance of El in the personalthere are several reasons why workers’ El may
and professional life, there is not, as yet, enougimfluence job satisfaction and job performace.
interest in the topic of EI among tourism schol-dnterpersonally, emotion awareness and regulato-
ars. Also El studies on tour guiding are lackingy processes associated with El are expected to
in the tourism literature. Hence, the aim of thisbenefit people’s social relationship hence affect-
study is to evaluate the importance of using theng the experience of emotion and stress at work.
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Intrapersonally, use of emotion and being awaréonal effectiveness in a number of areas: Em-
of one’'s own emotions can lead to regulatingployee recruitment and retention, development of
stress and negative emotion so that one can pealent, teamwork, employee commitment, morale
form better at work [16]. and health, innovation, productivity, efficiency,
Employees with high El are more likely to sales, revenues, quality of service, customer
have higher levels of job satisfaction becauséoyaty, client or student outcomes. El also affects
they are more adept at appraising and regulatinipe development of talent. The EI of the mentor,
their own emotions than are employees with lovboss, or peer will influence the potential of a
El. For example, employees with high ElI may beelationship with that person for helping organi-
better at identifying feelings of frustration andzational members develop and use the talent that
stress and subsequently, regulating those emds crucial for work effectiveness [6]. About the
tions to reduce stress. Employees with high EWork effectiveness Othman et. al. (2008) stated
are more resilient because they are able to undehat in professional service, it is proposed that E
stand the causes of stres and develop strategissimportant in assisting employees to achieve
and perseverance to deal with the negative comighly in five facets of work effectiveness; job
sequences of stress. Conversely, employees withle, career role, innovator role, team role and
low El are likely to be less aware of their emo-organisation role. Similarly a survey was carried
tions and possess fewer abilities to cope witlbut by Kim et. al. (2009). Results from 196 su-
their emotions when faced with difficult situa- pervisor-employee pairs supported that emotion-
tions, thereby, exacerbating their level of stresal competence (they prefer the term "compe-
and decreasing their level of job satisfactiontence" rather than "intelligence") was positivel
Furthermore, employees with high El are likelyassociated with proactive behaviors, and proac-
to experience high levels of job satisfaction betive behaviors were positively associated with
cause they can utilize their ability to appraisd anboth work effectiveness and social integration. In
manage emotions in others. sEhskill becomes addition, proactive behaviors significantly medi-
significant in group settings where employeesated the relationships between emotional compe-
with high El can use their skills to foster postiv tence and work performance, although this was
interactions that help boost their own morale, amostly true of followers who had a higher degree
well as the morale of the group, and contributef autonomy in their work.
positively to the experience of job satisfaction EI can predict work related outcomes such as
for all [26]. job satisfaction, job performance, work effec-
Some researchers have theorized that job peiiveness, social integration etc. On the other
formance is influenced by employees’ ability tohand, there are many needs that face all organi-
use emotions to facilitate performance. Employzations and employees today. Employees need to
ees could use both positive and negative ema@ope with massive, rapid change. Employees
tions to their advantage to improve performanceneed to be more creative in order to drive inno-
For example, positive emotions, such as excitesation. Employees need to manage huge amounts
ment or enthusiasm, could situmulate employeesf information. The organization needs to in-
to provide better customer service, complete&rease customer loyalty. Employees need to be
their work assignments, or contribute to the ormore motivated and committed. Employees need
ganization. Conversely, negative emotions, sucto work together better. The organization needs
as anxiety, could facilitate employees ability toto make better use of the special talents available
focus on their work tasks. Employees with highin a diverse workforce. The organization needs to
emotional intelligence should be more adept atlentify potential leaders in its ranks and prepare
regulating their own emotions and managinghem to move up. The organization needs to
other’'s emotions to foster more positive interacidentify and recruit top talent. The organization
tions, which could lead to more organizationalneeds to make good decisions about new mar-
citizenship behaviors that contribute to perforkets, products, and strategic alliances. The organ-
mance [26]. According to Lane et. al. (2009)ization needs to prepare people for overseas as-
emotional intelligence is part of a general signments. These are the intense needs of the
mental ability that can be enhanced or de- organizations and their employees. And in virtu-
veloped over time, and as such, has the ally every case, emotional intelligence must play
potential to offer performance improvement. an important role in satisfying the needs [6].
Besides the impact of the EI on the job satis- In 1998, Goleman set out a framework of El
faction and performance, El influences organizaTable 1) that reflects how an individual's poten-
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tial for mastering the skills of self-awarenesspetween El and effective performance, practi-
self-management, social awareness, and relatiotieners and researchers in the fields of human
ship management translates into on the job sucesources, management, and organizational be-
cess in the workplace [9]. Overall, he claimedhavior have paid increasing attention to under-
that El is expected to contribute to effective perstanding ElI as an important factor explaining
formance at work as well as to success in peindividual  performance at work [5].
sonal life. Since Goleman has claimed the link

Table 1. A Framework of Emotionalintelligence

Recognition

Self
(Personal Competence)

Other
(Social Competence)

Self-Awareness

Emotional self-awareness
Accurate self-assessment
Self-confidence

Social Awareness

» Empathy
» Service orientation
» Organizational

awareness

Self-Management

Emotional self-control
Trustworthiness

Relationship Management

» Developing others
* Influence

Regulation| « Conscientiousness « Communication
Adaptability » Conflict management
Achievement drive  Visionary leadership
Initiative » Catalyzing change

* Building bonds
« Teamwork and
collaboration

Goleman, Daniel. 2001a. An El-based Theory of Rerémce.In; The emotionally intelligent workplace:
How to select for, meaure, and improve emotiongdlligence in individuals, groups and organizatiofs.
Cary Cherniss and Daniel Goleman. 1st Edition. Bamcisco: The Jossey-Bass Press. p. 28.

some studies high-performing managers
were found to have significantly higher lev-
els of self-awareness and self-awareness
was found to be significantly related to job
performance of service industry managers
[11].

Bardzil and Salaski (2003: 99) stated that
emotional intelligence is not about emotions, but
more about the relationship between thoughts,
feelings and behaviour. According to them, it
may be seen as a measure of the degree to which
individuals vary in their ability to perceive, un-
derstand and regulate their own emotions and
those of others, and integrate these with their
thoughts and actions. Therefore, individuals with
high EI score display strong self-awareness and

e Self-awareness is recognizing and un-
derstanding one’s own emotions; using them
to guide behavior; accepting one’s
strengths, weaknesses, and competencies;
and possessing the self-confidence to suc-
ceed [12]. The dimension of self-awareness
is further divided into three categories: emo-
tional self-awareness, accurate self-
assessment, and self-confidence. Leaders
who are aware of why they are experiencing
emotional responses and what is causing
the emotions are better able to self-manage
these emotions because they can identify
them. In addition, because they understand
their reactions, they are better able to pre-
vent miscommunications with others. In
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interpersonal skill. They are empathic, adaptable
and able to cope with pressure, and generally The Importance of Using the Emotional In-
experience less stress and better health and motelligence Skills for Tour Guides and Their
rale. All these attributes are highly desirable for Performance
customer facing positions, and enhance the type
of transformational management style required to Psychological literature over the last few
create a positive service climate. As evidencgears has contained several discussions about the
also suggests that El is a beter predictor of mampossibility of the awareness of personal emotions
agement success than 1Q, and that it can be dand their management being extremely useful for
veloped, it seems appropriate to incorporate thigersonal issues and for interpersonal relationship,
concept into staff selection, performance manincluding professional relationships. The
agement and training policies. knowledge and management of one’'s own emo-
« Self-management is the ability to manage tions is called El. Much research has been con-
one’s emotions, impulses, and reactions; beinducted on EI applications to the workplace,
able to adapt and change as necessary; be ogéaugh very little research into the application of
and honest; possessing an internal drive to su&l on tourism services has been conducted. Nev-
ceed; and maintaining an optimistic outld@R].  ertheless, the authors believe that El can be ap-
The subcategories of self-management are selflied successfully to tourism in general and in
control, trustworthiness, conscientiousnessthe sector of tour guiding in particular, to im-
adaptability, achievement orientation, and initiaprove the management of relationships with cus-
tive. Many of these subcategories can affect thtomers and the staff working in tourism sector
individual's satisfaction, desire to continue em-and the tour guides [3].
ployment, and organizational commitment, as Despite proven hypotheses confirming the
well as have a strong influence on the actions dfnportance of El in the work environment, there
one’s subordinates. Self-management of emds not, as yet, enough interest in the topic of El
tions is important in conveying ideas and creatamong tourism scholars [22]. There is very little
ing team spirit and team effectiveness. Beingesearch into the application of ElI on tourism
emotionally stable promotes free-flowing ideasservices. These studies were conducted by
and keeps the lines of communication open. I€avelzani et. al., (2003), Sy et. al. (2006),
addition, leaders with good self-managementialsell et. al. (2007), Prentice and King (2011).
skills are able to be better change agents and In the study of Cavelzani et. al., (2003), was
create buy-in to change by subordinates [11]. examined how, and to what extent, emotional
e Social awareness: The social awareness di- intelligence can benefit the travel and tourism
mension of El includes empathy, organizationalndustry. Seven tour operators were interviewed
awareness, and service orientation. Empathy i® assess their attitudes, opinions and observa-
being aware of others’ feelings and needs, &éons about emotional intelligence and its appli-
well as being able to see things from otherstation to the relationship between tourists and
perspectives. Organizational awareness is beirfgsidents of a community. Results showed that
aware of the environment around oneself, includall tour operators, to a certain degree, utilized
ing political undertones, while service orientationemotional intelligence to offer more personalized
is meeting the needs of those to whom one hastéavel solutions for tourists. It was found that
responsibility, including employees and customunderstanding the cultural values
ers [11]. and social etiquette particular to each travel des-
« The fourth dimension of El isdlation- tination was essential for healthy tourist-resident

ship management. It encompasses the traits of relations.

being an inspirational leader; being persuasive; Sy et. al. (2006) carried out a research to ex-
leading and nurturing subordinates appropriately@mine the relationships among employees’ El,
being a change agent; effectively managing cortheir manager’s El, employees’ job satisfaction
flict; motivating others; and being a team builderand performance for food service emoloyees
[12]. Boyatzis and Goleman (1999) identifiedfrom the restaurants. They predicted and found
the fourth dimension as social skills, with thethat employees’ ElI was positively associated
subcategories of developing others, leadershipvith job satisfaction and performance.

influence, communication, change catalyst, con- Halsell et. al. (2007), carried out a research on

flict management, building bonds, and teamworihe studentsin hospitality undergraduate pro-
and collaboration [12]. grams. Using the dimensions of transformational
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leadership and the domains of El, a model waability to regulate emotions to promote emotional
developed indicating the direct relationship beand intellectual growth”. Put simply, they de-
tween the two constructs. Additionally, a pilotscribed that the emotionally intelligent person is
study was conducted to demonstrate that studergkilled in four areas: (1) identifying emotions) (2
in hospitality undergraduate programs do notising emotions, (3) understanding emotions, and
possess the level of ElI needed to be successiidl) regulating emotions [5]. The ability to man-
transformational leaders. age, regulate, and control one’s emotions in or-
Prentice and King (201Bxplored the impact der to interact with others effectively is one of
of El on the service performance of frontlinethe most essential skills in the tourism industry,
employees in the casino industry. The researclwhich involves high-contact encounters and sig-
ers test the hypothesis that El is a predictohef t nificant interaction among customers [22].
service performance of casino service representa- Because the tourism industry is characterized
tives and the results confi rmed that El is a sigby high-contact encounters and considerable
nificant predictor of the service performance ofinteraction with customers, it is especially crlicia
casino frontline employees for the high-rollerfor professionals in this industry to have the-abil
market. ity to manage, regulate, and control their emo-
Truly good hospitality services must inspiretions in order to interact with others constructive
pleasant feeligs in visitors and be the source df and effectively. Goleman (199&rgues that
happy memories, such as the serenity of restingustomer service providers with good El skills
peacefully in an agritourism resort, the fairy taleare more capable of getting positive responses
enchantment of a suite in an ancient castle witfrom the people with whom they interact. Under-
frescos on the walls, the unique experience dtanding individuals’ current El levels is a signif
staying in a luxury hotel, the unusually stimulat-icant first step for El-related studies, because it
ing ewcitement of a specially designed hotel oprovides a greater awareness of how individuals
of a bedroom. Every environment available tahink, feel, and behave. Also Individuals who are
quests differs from the others (colours, lightingemotionally intelligent may be more aware of
materials, interior design, shape and design dheir own feelings as well as the feelings of oth-
objects, etc.). Therefore, different environment®rs, and such people are more capable of identi-
stimulate different emotions and feelings in visi-fying and communicating them than less emo-
tors. On the other hand, the individuality of ationally intelligent individuals. El can be consid-
guest determines whether he/she finds a particered as a predictor of success because it reflects
lar environment attractive and pleasant: everyhow individuals apply knowledge to immediate
body has different needs, reasons and expectsituations. In a way, to measure El is to measure
tions at different times of their lives. Being one’s ability to get along in the world [22].
aware of the features of an environment, why it Due to the fact that they act as intermediaries
is attractive, and what customers are looking fobetween tourists and an unfamiliar environment,
in a particular tourist resort can make a big diftour guides play an important role in the success
ference to people working in the sector of touror failure of a tour experience; their performance
ism. Other than a particularly attractive environimay ultimately shape a tourist’s perception of the
ment, offering excellent hospitality also meanshost destination [22]. The tourism literature has
offering high-quality service, which can satisfywidely recognised that the service quality of the
the needs and requirements of customers and, taur guide is a critical factor in achieving totris
the same time, an understanding of what theatisfaction influencing travel operator’'s reputa-
customer wants before they ask, thus amazingon and word of-mouth publicity and affecting
them and allowing them to have a pleasantlyhe image and revisit intention of a destination
unique and memorable time. With regard to this[19].

the psychological theories of emotional intelli- According to the World Federation of Tourist
gence can help improve the relationship withGuide Associations (WFTGA), a tour
quests [3]. guide is defined as a personwho ‘guides visitors

Mayer and Salovey (1997) defined El as a sah the language of their choice and interprets the
of interrelated skills concerning “the ability to cultural and natural heritage of an area which
perceive accurately, appraise, and express emperson normally possesses an area-specific quali-
tion; the ability to access and/or generate feslingfication usually issued and recognised by the
when they facilitate thought; the ability to under-appropriate authority’ [27]. In practice, tour
stand emotion and emotional knowledge; and thguides fulfil a wide variety of roles that are in-
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terwoven and interactive. They also act as roléence is highly dependent upon the tour guide,
models for appropriate behaviour [28]. Tourwho plays the central role and act as the catalyst.
guides can act as information providers, pathThe success of the service quality in the tourism
finders, health and safety officers, group leadersndustry very much depends on the performance
heritage interpreters, environmental interpreterf tour guides. A tour guide’s performance is a
educators, teachers, animators, mediators, mekey factor in differentiating a tourism enterprise
tors, catalysts, representatives and sales peoglem its competitors. The tour guide’'s perfor-
[14], [7]1, [15], [29], [2]. mance within the service encounter not only
Tour guides act as intermediaries betweeaffects the company image, customer loyalty and
tourists and an unfamiliar environment, thusword-of-mouth communication but also it can be
playing an important role in the success or failureseen as a competitive factor. Destination gov-
of a tour experience and influencing tourists'ernments and tourism industries are increasingly
perceptions of the host destination. Because toaware of the need to improve the service quality
guides have such responsibility, for the overalbf the tour guiding proffession; for instance, by
satisfaction and impressions of tourists, the denvesting in training programmes as well as qual-
velopment of EI skills seems crucial for tourity assurance and regulatory mechanisms. Be-
guides. They can use EI skills to both managsides all these factors the tour guides must use El
their own performance and to regulate touristsskills or must learn to use El skills in their werk
moods in order to most appropriately and effecing life. Because El is being recognized as a
tively interact with them. El skills involve man- significant factor inwork and general life experi-
aging emotions well both within oneself and inences, the development of El skills is essential.
relationships, using skills to make good decisions
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