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Satisfaction

Yoo—-Kyung Kim

2 o
2 g7Es DIEAMHIA M3 ZHAsh AXXS0l DHF(ARH o=, JMA
OF=), FOIA AR L0 ols &S 0IXN=XE #Eot2A 8 H0IC

2 UASE € = UUACH 0l 201 JIE AAUMA ABlA HSKe Z2dXs0l et
R

g0l et o401 258 AIBUA = S22 AMlzs 20 20IUATHD

— 263 —



2008 X|AlgEMAAT S HEIIE Stati=]

W
_|

50
0
=
>
10
Jd
0
y
N
-
==
>
O
e
{0
10
Mol
[
|~

Heol AN FES AMAES

Abstract

This study is designed to examine how emotional intelligence and cognitive
intelligence affect customer satisfaction (social satisfaction, economic satisfaction) and
long-term relational orientation of a service provider.

The results of the study revealed that both cognitive intelligence of a service
provider and economic satisfaction of customers have a positive relationship with long-
term relational orientation, while only use and control of emotions except understanding
emotions in the self and in others among emotional intelligence of a service provider
have a positive, significant effect on social satisfaction of customers. As mentioned
above, it can be said that the study is much more significant, at this point where
previous studies failed to sufficiently recognize the importance and necessity of studies
on emotional intelligence of a service provider. Moreover, the study is expected to
provide useful foundations for training and development of employees in the service

industry in practice.
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