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An Empirical Study on the Emotional Intelligence and Customer
Orientation Call center Consultants in e—Business Marketing
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Abstract This study is to investigate the impact of emotional intelligence of online shopping mall call
center counselor on customer orientation. The SPSS 25.0 ststistics program was applied for the
empirical analysis 148(87.05%)of 170 copies are used for final data analysis. The implications of results
are as follows. First, use of emotion, a subfactor of emotional Intelligence, has shown to have a
significant positive effect on customer orientation. Second, other’s emotional appraisal, a subfactor of
emotional Intelligence, has shown to have a significant positive effect on customer orientation. Third,
self emotional appraisal, a subfactor of emotional Intelligence, has shown to have a significant positive
effect on customer orientation. Fourth, regulation of emotion, a subfactor of emotional Intelligence, has

shown to have a significant positive effect on customer orientation.
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Table 1. Operational definition of Study

Factors variables Authors
Goal achievement
Use of
. Competence
emotion
Encouragement
Understanding of behavioral
, emotional state
Oth?r S Observation of others' Takgy{a %nd
.| emotional . Ramli(2020)
Emotion appraisal emotions Djastut. Rahardj
al D Understanding of others' ]a?rui;.maaaig 10.
i feelings M
I“teclggen i Udin(2019),
Self Glogvmgtt g causfc o) 'cmotlf)n Cheung and
emotional | Understanding of one's own Tang(2010)
appraisal feclings
pprais I understand what I feel.
Regulation Rational problem solving
of emotion Emotional control
Rapid sedation
Brown, Mowen,
Customer Immediate response Danavan and
Orientation Customer name memory Ricata(2002),
Mohammad(2013)
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Table 2. General Characteristics of Sample

Classification frequency %
male 26 17.6

Gender
female 122 82.4
twenties 42 28.4
Age thirties 91 61.5
over forties 15 10.1
less than two years 54 36.5
work less than two to five years 68 45.9
experience less than five to ten years 21 14.2
more than a decade 5 3.4

AR5 LA Eol] Mg Adabe=
o}Zf] Table 37} 2t} SAXAR= 0.40173¢] HIFES
FEoglom T A vl 2~ (Varimax) w41S
2AT8F8ITE. Cronbach agko]l 727(0.859), EFRIZH
49121(0.849), 2717178 9141(0.821), 4 €-8(0.703) 2.
2 A dAgo] w2 AoE AFHIY. AepisE
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B} o] WFE AA ST
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Table 3. Reliability and Factor Analysis
Factors Variables I*ac‘For Cronbach a
loading
1.Goal achievement 612
Use .Of 2. Competence .608 703
emotion
3.Encouragement .368
4. Understanding of 789
behavioral emotional state ’
Other’s - . ;
emotional 5. Observathn of others 749 849
. emotions
appraisal
6. Understanding of others'
. 641
feelings
7. Knowing tl_le cause of 592
emotion
Self emqtlonal 8. Understanding of one's 821
appraisal ) .706
own feelings
9. I understand what [ feel 722
10. Rational problem solving | .769
Regulatl'on of 11. Emotional control 733 .859
emotion
12. Rapid sedation 708
Customer 13. Immediate response .695 409
Orientation | 14 Customer name memory | .678 '
Table 4. Factor Analysis
. Regulation Othe?r s Se-lf Use of
Variable R emotional emotional .
of emotion . . emotion
appraisal appraisal
12 .870 .032 .169 .038
10 .851 .233 .198 .081
11 798 .008 .316 .096
4 122 .901 128 129
5 .019 .882 152 177
6 .268 716 .298 .031
8 .341 .009 821 .138
7 .335 204 779 192
9 122 418 .709 .059
2 .008 107 .052 .902
1 .109 105 119 .893
Bigen 4627 1.752 1.445 855
Value
R2 .238 221 187 162
= F =]

A AAAse] A g A= 881 v
3] 78418 Aoi= o}l Table 59F 2} R22 0.595%
Uehston] 5191409 A3ES g5 BARAS A4
A3} Fgk 37.529% frolahA vehd 3172 0] 284k
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Table 5. Multiple Regression Analysis

Standar
dized
Coeffici
ent

Unstand

ardized

Coeffici
ent

Adjuste
d R2

Independent
Variable

Self emotional
appraisal

Regulation of
emotion

579wk | 37 52k

.59 5k

Use of
emotion

Other’s
emotional
appraisal

.246 .249

#p<.05, #*xp<.01, *xxp<.001
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