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ABSTRACT

This research aimed to explore the relationship among international tourist hotel
employees’ perceived organizational climate, service quality and job performance in
Taiwan. It also examined the moderating effect of emotional intelligence on the
relationship between organizational climate and service quality, as well as service quality
and job performance. Questionnaire survey was used to collect data via convenience
sampling. Sample matching method was applied so that direct managers were invited to
evaluate service quality and job performance of their subordinate employees. There were
500 questionnaires sent to manager-level and 500 to the employees who worked in the
international tourist hotels more than one year. A total of 450 valid matching
questionnaires were received from manager-level and employees. The results showed that:
(1) organizational climate had a positive relationship on service quality and job
performance; (2) service quality had a positive relationship on job performance; (3) service

quality had mediating effects on the relationship between organizational climate and
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service quality, as well as service quality and job performance; (4) emotional intelligence
had moderating effect on the relationships between organizational climate and service

quality, as well as the relationships between service quality and job performance.

Keywords: Organizational Climate, Service Quality, Job Performance, Emotional

Intelligence
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R S PR BRSO - IS N H A TRV e RIS SE RS - BERHE
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W2 HPIEE - BLUREEEEGRE L HAR AR » E2EE - BUNKE Z
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Briggs, Sutherland, and Drummond ( 2007 ) #5 H AR 5 5t '8 2 i 2 36 172 B BE P2 L iy
AR HETT RS > H RS E RS S HIRENEFEEFEENERZE -
e A H A E I SE R A IR L E AR ENES - g E THREWE
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BB R VB > N TR TR AR et v — f5 R RV S E 00 R - K
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KA FEAAE L G SR EL SR (social cognitive theory ) » PEET [ P8R Y ik 6E (8 A A 2%
FBEEE BTRELERERRFA 2T RRZE > DUREASREZBERZEZN
ot G722 - f£Bandura (1977) Frig iyt galsiiiem § » BIERZBNEHEH
#i (social norm) ~ SFHll (code) K [F]{#%57E) (peer encouragement ) » [fi{[& A 45 i HIl
BEEANESE - B - FE - #% - BE5HE - AREBMNTHE - dHERAEBT
—HEBRERZE > mABET AWESLTIHEME A (people) ~ 175 (behavior) ~ IR
(environment) =FHFEMELE  HE TS @ WERKRZHEAFRFE - 8K
YNMEBEEAAH 2% (Bandura, 1986, 1997) - Davidson (2003) £/ » 4H4 R 2B
FACER R T o BRI SR E R AR R B R EIT R RS R NErES
BLEZZRANEE » BEGHE THZNEE BB TFERA > UHE TEEAR
% o Schneider, Ehrhart, and Macey (2013 ) % f4H %% @A (% F B T1E TAEIR I Al Al
FIHAREBUR ~ BB EUEI KRR - REi2= ~ FUEE (2013 ) 32 R4H 45 R 15 )40 4%
B TEIRER @ MY B2 B AT BRoT oy 8 M s RIEEF K E A AT B8
o DURRFFAHERRCR - Wl EMARM ZERKAES B - REEET BHBRESE
NEOEBZE RN ERFENRAE > SERE > ERAAAIREZN - M2 HERER
BEZMEAN > Wil HEMIEEEE THEE (AAryee & Chen, 2006 5 #H{i
5 BRI - IRALIE > 2004) o ZEE DL BRIl o AHA TR AH AR SR E B R AH AN Y
—MIRE - IER[EIAVAHEREERS - (BRI T MOT A REAHASAE - Bt E
THEREHREAR B DEEAZET] -

= kBwE

Parasuraman, Zeithaml, and Berry ( 1988 ) & H| AR %5 50/E JE B 7 & 208 ik e % HA
CIIRRE - MR AR E A EEFTIHE N E R 2 EE RS LB e B
OB ERIHE RS A BB BT IRE SE o RS B B W E 78 Ry it B 25 Py
HAFS > B EEYE R —3 MY E R (Park, Robertson, & Wu, 2006 ) - Bienstock,
DeMoranville, and Smith (2003 ) 737 [5] Ak 7 50 B (f T E AV E - il B ik 7%
on B PR EEE S LB E - WA B — BBV o FFIHEEE ~ #4108 S 5B 1S

(2012) AR LEGEHNEAERESHES > BE EFEEFEREEN
B 2—ERGSREMNRFES  DRETAE - KIE - H#E - EREMEENkK
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NEEFE TP CE A8 > MEEEREE > HE TR - REBEE - 4t
AROHE B TAE T BRI &SR (FFBid > 2013) - #f3EF% ~ SEMHE (2013) 37
Fo BRI B Tl ek FTac e B RIEELRLE T - W TIEMEMZEE - &
HHEGENFEHLACANTHEAOINMT BT S ESIHE R TS FEAL -
Robbins (2006) 5t A\ G750 #3048 7 B8 PLLAF R Je TAFTT Fy iy i E AR 2 hm 1
B LRIITT Fy - Brouther (2000 ) 1 7E 32 S8R H K (i A\ H I 2 ZHTAEH
RN S » KNS T TR ERERNEE - &Fa M bl - K5 R &8k
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Zeithaml, Bitner, and Gremler (2009 ) 5 H & Z AR S vl 32 FH/THH RS - I
Wind¥LE M52 EE LIRS SERARENINE TEBRM L EEEN -
HIRFEMS » B LR LEHHESESGZ 2% % (Lam & Chen, 2012 ) - Mukherjee,
Nath, and Pal (2003) WH9THRTS /B B 2 Bl % &SR BURIRES S B BN EEH I E
FIEA E A2 26 (% - Briggs et al. (2007) HIlZLUREEZE Bl - 58 Rk 75 in 8 & ik
5 A R BB PR (R A AR 75 SR AE AT BT AL - L B AR % o A T SR o K AR Y JE R AR
fEHREERIE A2 « B8R ~ BRI (2008) SR ARG EBINEIME » BRI &
W s T8 > B TR OFNHBEENARY - EBRERY B L RS MBAEINEER
FkBE T o tEBE S AR B T AR Y 2 B TERCRIAYEET - WIgEAD ~ BRAN= (2012)
PR AR B i B B E R IR P IR BB G E S HESCE#EE ERE
2 MRESETTHEGLE R ERNFEE - Kt TN EER -

B2 ¢ N B T2 s S E R A B W ER R -

AN SR REER R Z B %

AP EEIZEIE L RV R ERE A g & B L& M (41Liden, Wayne,
& Kraimer, 2003 : s CFE A > 2012) » MOHE ~ SREUSEBLISHEE (2011) HREESR
RURNHEREHERBEAEE LA > B B TRCZEERH SR 5 g A 02
Tt B THIGIA - Fields, Pang, and Chiu (2000) F 58330 LA P IR 25 By 1 54585
EHHERBEEAER AR - B TETENKIER R SRER - HHSER 2 ERE
BAHmE > S 2 SHSHEA F SRR > HREST B THISRERR
HuhHy -
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BREUSE ~ TEEOCEERE (2011) #IRABRBERFEARE ZERNE 2 HEH
FEREY > 4H 48 SR M PN A IR 65 S 12 3 ARG 65 68 S0 11 A05 S i 375 8 IR 765 48 A T DA 228 ol R 7S
BUEH > EETRAFRSEENRBEE W ESAERN > FRERENRBS T
B BETgEIEEERSME - Zahavy and Somech (2013) HYIHFEEE R TS
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FHER  gRoREL ~ BRI ITERROCSR (2009) 58 R HRps i B MY 4 A fy EE 92 > E L
FUFR 35 3 & 45 B I HY E IEALE SRIg ~ AT A EE - DU A IR i B R SE S Rk
R BEZ  RELENFEELE S TEBCRR UL A EEM KR - S
W (2000) DIEGREEFAE RFFRHE R - SREBETENERSE - BHERE
EzHEBABEEMR > 2L ftAV RS mE FREENRRAEEMRN - &8 1
LSRR Z R ET - TSR A A R (% B R 5 i T Y B 1 R TR S i L B G S R B 2 [T Y
R (% - AR SR DA RGER

Eaia : HEE B T2 s in 8 & H SR BENR T Z ME LT -

-~ BEER

Salovey and Mayer (1990) &7 DAE & B ARKAFR N HE B G4 EE
TR HERBESEELEE NN 87 B —EEEEa il AN E&ERE
HEHCCEM A REBEHEAIEE T > W HEE&ERIE&ERY AN E - #E 1 B 48 0 E RS
EGHYERE > 5| B EH B XITEIAVEE /1 © Goleman, Boyatzis, and McKee (2002) 5
MERPEREENHENGEAFEEEAN - I B3R HERTI%N R HEE 2
KAHSHEESE - EEBOVEE ST UEBE AL EER TSE A p AR EZEHEE)
% (Fredrickson, 2001 ; Fredrickson, Tugade, Waugh, & Larkin, 2003 ; Zautra, Johnson,
& Davis, 2005 ; Ong, Bergeman, Bisconti, & Wallace, 2006 ) » 3fi 5] DL{E #E {5 A HY B %
HE B A RE A 88 5 M ( Fredrickson & Branigan, 2005 ) - Cooper and Sawaf ( 1997)
AR ABEEER —HLE MBI ANERBENNE  TERMEECAS
DR S ENBYH LRGN R - BRER - REN - AR EBREER (2011) 3Tk
BTHARSNEE&EER £ TL/FEPRME| TERTgE/ g EmEHCH
TAE » HECIR B CHIHE - BWEE - =52 (2013) RAABEETEMERBH A K
ML S BB R - P - SHENFIRE - AR BEEEER HEBRENEE K
EHE C B AN BB - R R e o A E K [ B E R S A TE

o
He °

N S BHEGRERE RS RE 2 HETRR

Harris (2001) f5 M 54 & B EE PSR AR - HEEEANEILIERH
@R (% - Nona (2009) Bf5e/E HH & Ay 5 &8 B 25 BLAL (M By 1) Ay AH 6 SR (% 2 B e b
&5 SR LR A Y 4 R LA AR ik < ) 5 {E IR B B £ - Mohammad and Hanane
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(2012) WHFEH/NEEEHENFE S E - HEBREE 5 TANE TR T - B

GREE EHENHEEEDS  HEREEE THRNE NE TR P/ N ERAIEE
BB E#EZE - W EHENEEEEHUBREESAEBNEESZE -
Parasuraman, Zeithaml, and Berry ( 1988) 5 /5 B TRIFR VI LK Z/YIE A H 4 &R E
AR i B Y — B EE 22 A& - Mina and Melika (2011) 5% 8 T1E & & 55 )7 L 8l
IR a8 2 MR % SRR SBEEEER 2 B TREERSREwE
BEEERRIIF EBRA U RB M E - SE - (RN FIEFEE$E (2007) > TR
FEHRERITEBEEE - ASAFEERE L ERE - HRERET B EH
MR KR B A ENAERM - &G L2 EAHE - SHR G B HH S
RiEEAERBM  BEEEITIHREMEAZE  RAMAHEHBREGEBHEE
2Rt AR T ZRBSE » RIELAHTTRT

s« fkEE B T2 F &8 2 G S 4R (0 B e 5 v 8 2 A S B SR -

+ -~ B SN R L AR SRR

TRIZ 45 R AP 5w (Hatfield, Cacioppo, & Rapson, 1993) 2 A IE =) B 175 &Y
RERMEEEMAGEENHEEINGE  MkBAEBERENERE T EBE
HITE & IRRE - HH L AT &0 - E oAy IF A1 75 L B RE RS Y R 2 - At fie HE A 25 AR 155 B g IRF /Y
TE E VS IGFE AR S 508 ( Parasuraman et al., 1988 ; Tsai & Huang, 2002 ) - 42 5
AR S A B IR [ E RV R » WK R EE T 0 BEEE RN - i AHEEE
P G B B BE AR %5 & A 1 M AH B ( Grandey, 2003 ; Gountas, Ewing, & Gountas,
2007) - BROMEL ~ EEFEE BB SCEE (2014) 30 R 1B 48 e JTHY B TR R4 AR 15 48
a2 Heehue REAYHAI (display rules) » W 2H 4G & EIVRSEwmE » Il
D —&REANE BT EHES  SEEERE TIVERE MR 8 TR 5'E © Rozell,
Pettijohn, and Parker (2006) H5ets8E B T 08B G EG 4 2 HEER/M (G > a4
R EEEEEENHEE N B HERENSERNFRIA - Wong and Law (2002) %€
R TEENBEEEMHARERHETERERERBG  LHZEE TEE
EHATH TEE AR EENEEEE - 4o DB BN > SRGEEEN
k% E EAREYE  BEEENHENRTARE AR hBEEEEEBRS
oo B 5L BB T2 @R -

{6 © HiREE B T2 15458 B g B iR % an B B G 0 R B 2 AR B B OR: -
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M R 5B > SRR ARSI - IR E BT EHLEREEES BT
R A DUE 4 B R A B > BREE S G B A AR o B RS o 2 [ R IR
B EL G IR 2 M FE AR R A RUR - e 2R AIE 1 Ao -

5

= Wi REMEITA

AREtFer Ll & Bl 2015 4 3 H k3t 72 REEBOUIREE KTt - SRABER
ke IT 30 0 ST BRI IREE TOEm —F Ll B2 IESUR TR B 5 H RIS A
2015 E3 HE S H - WRARCEH T BFHEGHANE T2 HEREEEN3I £ SR
T HEHRG B BENRE > DR BERNE THFMELRR - LBIRGER - M
BB EE KRBT 500 {7 > FUCARECH S 450 (7 5 ARIEUEER 90% - &%
el ~ RER B EENE AR -

= WiRITR

Aitge 29t TH DG ETER T > (EH P45 #=(H%E (Semi-structure
questionnaire ) » o ER Bl 72 Al DL A &/ MR 1) B am SO SR AR B SCR N DAME ST BB i 22 2
BH2E2%R HE-EEEMNER STHEL "TIFEERE, £ TIFERERE ) 2R
BRIEE - HEFREEFR A Davidson and Manning (2003) ZHARREESR - L5t
16 7 » BTG H 8B FAE IR 8 & kAR S sE ) Z Sk R R 5% - HE 5% Cronbach’s
o {5 £y 0.959 < FIREAN " fRJEREFR L FR 2 By U7 M) BB R RE UM | T IRV T E Rt
KR ENER > DEEFEREAE T RUESE P9 aMEElE " SUEN TIEBH
BLE R B BA BN - REGEERGSEF PR - ZPFN - FIHEEERAL
X (2014) FRIEH >~ EIE%EY SERVQUAL &3 » &5 iy (&g Bl Ees - 32at 4
& T ENEE T2 R% A E 5% 0 HEF Cronbach’s o {H £ 0.941 > 3£ 15 & - FIREAN

"% E TATRER AT KR > RGOS T ZETER THREEE
BIEEZ L ) - T E RS S ARG - B T g ABEREER - ERRAEZER %
SEIFIEHE ~ BR%EE (2011) Frémiil 2 &% - HE 3R Cronbach’s o {5y 0.951 > 3L 16
o BIREA T B Tt ESEEENEEEIEE R T R TIEF - % B Tt
HEVEFEFEF (SOP) i fyPhéf |~ 2 B T EEHEFEWHILEIE » LSEBUET |- 1548
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i H1 2 ;
T > EERE o EEeEm |
A R SRR H3 . .
H5 H6
[GaE T &
1 W4 R e
=1 WG E =
. HWEE EIlESEE o=
B ARYSE S 4 ELIE = BT = BT
JEEHE (32) 24 250 250 229 229
SHHE  (6) 4 50 50 42 42
FERHEIE  (14) 10 100 100 93 93
TEEHIE (6) 4 40 40 33 33
JEEE  (14) 9 60 60 53 53
=¥ 51 500 500 450 450

HEBFZE Wong and Law (2002) 4wl WLEIS &3 - [ AWFFTE L8R &
HCRRA > WOKBRAE S BEIRES 2 EE > &G EE LT 16 & - BEERD
Cronbach’s o 0.879 » Sl AN " i % FRAE R E H O (TS A LR T B 2R S
HEEZEHIHCHER T REEEHFECE—EAERENINA - T HREZHANBLED
RE IR | -

A7 TEES [ HBE ML E# Az 83 > M LL 450 {22 H# 1Y & K E
AP & R R EUE > DLE BRI RS 1T (5 ~ e T EEEUEE 7 - Bl
KMO fH 5 0.930 » FRNESITHVEGIEBI BiF (BEESE - 2010) 5 Bartlett’s B
fba{E Ry 3630.673 » df=45 ZHIZE /KA (p <.001) > FoRAHE (R EUe PUE KR 73 1
HNZR ZH (BOESE > 2010) » ARFFEEE H R 2R 73 17 12 B Z IR 28 & o] B T T UL
FEGT T - RF 450 L2 FE 2 SEST o7 - DL Rl oo Aok 45 e i K88 S i 05 =2 BUA
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REETHRRN > MAV TR S ERZNE AR E EAR0.5 S Z & 58U &1L
0.8 DL L » BURSHEE A A ERINE -

o~ PSR

Ryt AT TR AR R R RUR B (4 > AT RE 2 HA BB 2 28 IR A RTS8
hIrAb > BE ISR R S - ARSI NS BB e A FEE AR & (3
B ~ e - R Bk PR ERSUEFEERERRFREER) Z2H
AR ESR P IRBE - GRERE G EEESEAEEER BREEE
R PR IRE IR R B BEE RN - RILR B4 B AT o 2 PR 8 -

B~ WIRRER

— ~ A A A
AHFEREZ M B T2 (8 N5 S B IHERANE 2 For -

= BBIFZ BT

AW FERF SE R R B A% (Pearson) MHBE T > 152 S W78 8 0 2 IR AHBE (A B > #&
FH L 73 17 05 75 DA T 8 25t e 28 I ] Y A GBI AE T 7 78 1 25 T 92 B8 TH 2 AR B 0 A 65 2R
GEAITER 3 Fom - dHEREBR S mE 2B EERYIEAMAER (r=0.66 » p<0.001) » 3£
B LATRI SR B A AH AR i iy > IR B gy B TR E R
2 HBE Y IEAIR (1=0.88 > p<0.001) > TR B TR mE AL - SRR G
9 SR B RCR I 2 M 2 B FE AYIEAR (1=0.67 » p<0.001) > &R B LHTA
REHY SR SR - RERRETGEL © HE S BB R R 2R EE
(IIEAHRE (1r=0.60 - p<0.001)  FRELZEBE&EERS  HEAFESRED &
By o PSR S B SGE 2 E B E AYIEAMAR (r=0.75 > p<0.001) - FIoR B TH54EE
e HRGET G Ry HEEBHARCRAEERBEENLEMEEE (=08
p<0.001) - LR A TIHEEERTAE » HERRR[LEEL -



SOEE . eEjSER - KA - 1R BIRERARCES T IEEETE SR S0 447
PUEIREEEEESISEY 'R [T SEEEECA IR ATy
2 EFEEHEIKEE S EFI2 M E TE AT =EHE (n=450)
(ERN==s -2 ANE B Ee(%) EPNCES - L ANE EH7EE (%)
M I E] 173 384 Bk R E 112 24.9
4 277 61.6 RIEEL  2-64F 191 42.4
i 1855 LA 16 3.6 (&24F > 64E L)
19-2555% 163 36.2 6-104F 72 16
26-327% 139 30.9 (&6 > 10EDLA)
33-391% 74 16.4 10-204F 58 12.9
40-507% 42 9.3 (& 104204 DAY
5155 0L F 16 3.6 204E DL | 17 3.8
IR B4 100 22.2 SEHHEE 20,0000 F 58 12.9
FAE 349 77.6 20,001-30,0007C 230 51.1
HAth 1 0.2 30,001-40,0007T 127 28.2
HERE Bt (2LLF) 11 2.4 40,001-50,0007T 25 5.6
= () 94 20.9 50,001-70,0007T 10 2.2
=g 82 182 70,000-100,0007T 1 0.3
FefirE2he ~ K2 236 52.4
WE5ERT 2L 27 6.0
R &R 100 22.0 8k &) & (EB) 10 2.2
BEELFT — 7M5 224 49.8 B (EIEET) 25 5.6
BERET — B = 30 6.7 FAE (RIEFE) - 59 13.1
B 68  15.1 4ASEDE
ITEHEB AT (& AR) 28 6.2 WY (HE) 80 17.8
HEgET 276 61.3
ERRERE Rwm24E 181  40.2
FB 2-64F 196  43.6
(&25 - 64FEDAA)
6-104F 43 9.6
(E64 > 104£DLY)
10-204F 24 5.3
(& 104 » 204E LAY
204E D) | 6 1.3

* 3 WIREH AR IR

IR PR RS 1 2 3

1.4H %% = i 4.84 0.642 (0.953)

2 i em'E 5.01 0.593 0.66""  (0.947)

3R 4.93 0.597 0.67"" 0.88""" (0.954)

4.5 4.89 0.620 0.60"" 0.75"" 0.80""  (0.953)

=¥ 1 1. N=450 : two-tailed test ; 2. p<0.001 ; 3. $EHEXN B (3
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(B=0.661 > p<0.001) » FE PRI R EE B T FTR1EE Ay 4H &% R it B IR 5 o B 2 [ B
HEENIERZE Nt > BEVEGEE BRI -

(MR %5 i B 5 2 B 2 L s o A

AW FE 8 T2 IR o8 L 28 5% Z IR an B U BCEH A > ER4E R > 1E
A fi P U M2 o iR 5 et 8 AL S 2 B A AL B (R B L& /KR (B=0.787 > p<0.001) > &
B R KRR B TAY RS Sn H BRI 2 M B A BE R IE R & > HIE - (BRER2
BGEEE RS -

(=) 4H &SR (% B A S R B 2 AL s o0 AT

K7 B T2 EBERR AU EE TR 2GR TBR IO A > HR48[ 7 - K
B e SH Ak SR Mo B A S0 R B 2 A B o A S R AN N R4 o RARTHI > AEAE A R R 5
M3 o 3 55 5 Ml B A A R B 2 B (A BB B K (B=0.663 > p<0.001) » B R B P
JEHKEE 2 AT A5 BRI 4H 8 R o B R IR 2 I B BE Y IR R 2 & > (NI - RER3
BEEEENYSEF -

m - R EHESREEERRRZ PR

AR ERFAZEFEEX TSR - ESREE RS mE 2 B G - R mE
BRI Z R A B > DA A SR R B SRR 2 B i (R B e B R - PR T
SR 5~ R an B BLEURCERIR = B 2 [ S W M AHRE R I AT 52 RE 4H 4 S 1% B R 5
B — [ TEUHI HL S R G0k B 2 [ (> R = ST e i =X o S 3R 4H 8 S fie 2 ML B (R B
(p=0.663 > p<0.001 ) i £E el i 15 = o il A 75 i 2 7% 1O H 486 S Mk 19 20 i R B
(B=0.201 - p<0.001) & FREiss - HHEMIEEERE (R®) H485% LT ET47% > H
AR 5 anH 2 A B (A 8 (B=0.700 > p<0.001) ZEEHZE /KA » TR R IAE ERRR 2
P GEBIRGWENELSTE  SAMRRGRAEGE S BRI R - HERE
ERAR S R IR ] & i 8 R % e B R 0 T T YRR -
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PUEESEEEIOY 'R WITEE TSRS AT

x4 BRI ~ RS E B E%ﬁ%fﬁz Eﬂaﬁffﬁ

mRaE M1 M2 M3
e I 2 T
AERE -0.037 0.026 -0.038
ik 4 -0.064 -0.102" -0.089"
W 0.114™" 0.024 0.134"
FER R
4H 88 A 0.661"" 0.663""
Pk 7% 0.787""
R? 0.465 0.656 0.485
FEBIR 0.461 0.653 0.480
F1H 96.866 212.483"" 104.675°"

50 1.N=450; 2. 'p<0.05 ; “p<0.01; ~p<0.001 -

5 s on B B AH AR M LR IR 2 HE R o T

- - SRR
R M M2 M3
Pl TE

BEEE 0.025 -0.038 -0.012

8k 4R -0.135" -0.089" -0.044

BIRREEEER 0.124" 0.134™" 0.054
TR

4H 4% A (e 0.663""" 0.201°7"
IR E S

k7% & 0.700"""
R? 0.051 0.485 0.747
PRI AR 0.045 0.480 0.744
F{E 8.071°" 104.675™"" 261.622°"

=1 1. N=450; 2. 'p<0.05 ; "p<0.01 ; ""p<0.001 -

A~ SAECR Z B

AW E P g BB T PR B 48 BN T A R R R A & T IR
BHAER R | AVFHEARER » BREGEL (2010) f5H R n R M B A 2 i - iE
o B S T Ry A ST MEAT A A AF P A B i Y — {8 BE D B R R A R BB TR 1T S UK

CREFEEE) » R EFGENER T ING AR - A HETA A FHEVE
ST SIS RS — (E A (E EFEF (Aiken & West, 1991 ; Kraemer & Blasey, 2004 ) -
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R RS S AT T 5 = P B R B b e A 48 T B BERSUER AL 0 53 i A 4H 4%
RIEHEESEENTEERELR IR EE e SRt gy T HS R EBERE LY
7 I A A RUR > th# 6 A GRS R M2 B M3 J] A1 fEAIA T 44 R 15 4 B
FefEIE% - RS EE (RP) 1 0.637 IEE 5 0.646 > ESEINEE (AR &
0.01°p<0.001> H"4H%% G E 4G E | 2 IR A BUEBEE K (B=-0.099 > p<0.001 ) -
TS BN THSRREERBSE , ZGEAEEGSUR -

DUN s DU ETSCR B (A8 2 Fror ) #E— 0 56T B T Bt s KI5 4E 8 20 E
SU T SR I BLIRS hn 2 2 - (B 2 EFREE R T B AR I Y S A A A R A
EHIRE (> I 2 BTA - B TRIRAEEE ERe i gy T HSR R AE
R MY - B TR A G BRI - et TSR EERBRE ) 2
BA > HIERH RER Z FER RS2 > B TRRIRAVIF & SRR A B 8 E R A TH
A TSR R B E ) ZBOR - BRI IRER S R E R E AT -

(RN IR E BERER ) 2 EISUR

IR an B BB S B R S AL IR T PR R > AT SRR A - Ko
Fo P& EE © BRI ATERIEHEEEE - BB IR B 8 E B B S50
HETT AR o3 A 5 55 P BRI T BRI 785 o B V- R R 17 4 R S ST TR S B SR IR
HETT YT 5 55 = P Bl Or g b A9 Rl BB T B0 F RSN - IR an B 4 7 2
AR EAE R DS E e Bt " IRgmE S RERkE | 2 ML
TR - H# 7 BB R M2 B M3 TR - DA T IRB S E R R REIER
fipfesE FLE (R®) 1 0.791 #2554 0.793 - s BB I (E (AR®) £ 0.002 > p<0.05 -
H "R B 58S ) ZERGBUEEZE KA (B= -0.045 > p<0.05) » BUREHEE
EER TR EBERCRI, ZRIAR B A FHERR

UN R LUER ETSCR EE (A0 3 ) #E— P 5T B TR &5 48 ZaE L
R A BRI Z BRI 1 - B 3 EIRIEEE BRI an E AV B F SRR
BRI % > HE 3 WA B TRERAEEE SRS - gioab " IRESmEEEN R
B 28R R > B TRV &S BERE > gt RS E BRI
ZRR  (HEER R R 2 RERR ST - B TR IS &4 2 BRI R i s iR
TR " RS S E BRI ) ZBUR UM IRGER 6 R E B E R SR -
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x6 FEESHN USSR EERSESE ) Z BT

- = iR 7% i
RRAH Ml M2 M3
R PEHIETE

AERE 0.025 -0.007 -0.012

&k 4% -0.110 -0.064 -0.066

BIRERBREEE 0.104 0.043 0.037
W2 T FEREETE

4H 8% R 0.342°" 0.337""

1548 5 2 0.527°" 0.524""
RS  SHET R ETE

A48 R (< I 4R R B -0.099"""
R2 0.035 0.637 0.646
AR? 0.035 0.601 0.010"""
FEBIR? 0.029 0.632 0.641
F{H 5.4517" 155.510"" 134.878""
= 1 1.n=450: 2. "p<0.001 -

F7 BHEEEZEHN TR SEEENRR ) ZEE T

I~ = GER R
R Ml M2 M3
R - PEHIETE

AE 0.025 0.014 0.010

Mk 4k -0.135 -0.059" -0.061"

BIRERBETEE 0.124" 0.018 0.017
W2 ¢ FERRETE

Ak % A 0.550"" 0.539""

1548 5 2 0.385"" 0.383""
RS  SHET R ETE

ke 755 o B {4 R R -0.045"
R2 0.051 0.791 0.793
AR? 0.051 0.739 0.002°
FEBIR? 0.045 0.788 0.790
F{E 8.071°" 335.246"" 281.942""

50 1.n=450; 2. p<0.05; "p<0.001 -



SIS - S ERTE BIERN IR T TS S 453
UEETTEEONT R BT SE AT AT

h~ e ER

AU E S RBRNERECREEmARNZRFNEEES > B LIRS WME K&
MERMZATRHRANE  LRESRRE ZRENZGHOEZE - K EEEDOLKE &
TR AR B 2 4H &R 2 3 H IR S8~ AR b B T SRR - LR S SR (e 3 4R
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BRI ) ZEELEPNBR > MR L ZIEEEZAREMRET T SR IR M E |
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— BEEEBEREEM
(—)EEEKAE Y R IR AR RUE LR T IR 75 i &

FsEREUN B TR HSREERF L E ZHEFRHENIEREE £
B PEE O HREE B TRV B (ERAH AR R ERS - B TR AT RS WE - LIESE
T Davidson (2003) $T¥JREEEAVIFSE - 58 BHAHER R (A BB E 1Y IE [ 82 2R %
B (HE T FEL&MBETISE (training) ~ 773 #% 1% (empowerment ) ~ #2{EF2/¥ (operating
procedures ) BAEJF (resources) - A HEfE S HRB mE o I » A FTERREEEE
EHARGNE TAEREOVGR » WA EE S ZEE ) - fRKEE N R B 87 Em 8
B e T HENAKEHRENESE T > B THEYIS - 7o EHINE
JE o DIERIRET B TR mE 2 B - & B TIRVAIRI8R)E A4S TH4E& S - BB
HEZE - TENTE - EE 2B AES0T AU R E R SEERRE RS > BT
G LI SR LN TR RRHREE RS mE -

(D)E BB SRELLLER FUR DUR T B TR b B R SR IR

B THYIRA i E SRR A TR ER T RBUNFBENIE P E - RN EE
JEHKEE B AR % B MG Al - B T EBERCERI T &l - HhER T Briges
etal. (2007) DAFKEESEAYRTIL - w8 M IR an B /S iR B B AR P 12 BE A IR B A HEE AT 5
fiti - HErE RS E ARG G HIRENENEEFEENERPZE - EEEHEW
R —EHSEANEFZRNRGELEETREWE > BEE LT Z TIFRE (BRIEY
&R EROTH) R (R - B - & EFHEATIRE) - #EIlRHE
TEEETAFNGEEE 8 THYSTERIA - NILHREE IEE 18 205 5/l 6F 21 8L B (R D
IR TRGmE  TETELEZEZ 0N TEREHGEN TERE - BZITE
THIGRRI -
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Wayne, and Kraimer (2003 ) HYBFZE - L RIAH & 4 B 47 B 4H &% R B e HE 1 e 2 (R
SR > AT AHFZREAGREFSENRE - ANERNZREREE ORGSRk
TAE LAVERTT ~ PRk - ANBE A Z [ BAH g DA R RS B AIMEIN R BRE 5 BE ~ AL
A RAVSH - WERBEMNEEHEER L BRASRESHESTIFEEEN &R
S HY AR R RE (5 B AR W IR AV ER S o TAF - dEMipe A SR I LAFReR » 2800
&R T e ~ JHREE S EBEAVEER =T > TIERReRth g 2R AR ERIRE
(fE TITIFReEEEML - B8 8 TAYERERI - NIt > BEHEEFEEHSNEER
fi LU T 8 B T B OoiR B AR IR AR = R P27 B THY R RS - MRS A LT
fERI -

(U)IE R Lasat By TAE RS MR S AR T AR anE - 0 #E 1 $2 7 B T &38RI

BTZRESEGER T ESRBEEERRN , ZMELS TR - IR RS
Jehic e B TR R S &SR =Y 5B - G RS o B Y T SR MR T R
BLFESE T Zahavy and Somech (2013) HYBFFE&ERAGH - SHARE IL(EHS R H AR ELLH &
Mt R G AL ER - T E SR 5 R B R % B A B R - HIRAS i
B REE AT Oakat B TERE B K H AR IR T SR - (EEHEH LAVE I
e B TR A 2 VSR Ry > SIS ENREB S TEE BRI EEEE
BHIARE AL E 1R o B H B R L BT Y T OE SR BT B B 2 2 il B THY SR
o AMEBEREBRERTIEA MY - EEEOHASE B TR E BRI - I
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(IRBARGEBRBEESNVER - REEMBOVEE - 12T RS B KSR

BTLZHE@EEgY THEREHRENE ) ZHGELRGBER - EEE LR
WHeGm I EE S 2R > 9SSR EH RS M ERIERSR & B TRENEE
A& R B > E R LA R B RS BV IE R ORI 78 2 S R AR B2 [ 8
AIALSC A 7T > HIRNATRE R 8UE B TSR - —#k EHIREEIZ A B CHIIESE -
E B TRESNFEE RN > King B HSR AN RBmENTE - N RBEN
MR — BT > MR B RN R IRRIIE i R 2 228 - Nt > IkiZ NRERAESE
BENER T A EFRABNEE T - frERERNRSLEL AR BEEE
SEHYSZ BRI o FR Y B S A R M R Y B SR T R RE A RS — R IR AR
R H&%EE T IR B AN B SZ R AR RE R 2B G R P BEEH N R MER
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(2014) R A EIEEE N E TIEMKE ARG 2 - Heme @I
(display rules) - W 2R4GEF S ENRBESE » WELE SR A B RIATE S
o s B G4 e AV IERE 442 T B TR an'E - 1f Carmeli and Josman (2006) HY
W B BIEE A E R ENRRAES A RIT A B EENZERE - D EEHE 2
FREEREARHATR AR R - Rl B B RE mm—F U L2 EXET - Bk
T BB B AR A 1 B A 2 B MR B A > TR L AR S o e 1 1 48 R B Y SRR
b BEERAGENEN c F-GRBABTEHHBEER > FTEEYSEBEEEE &
FEME M ZERAESE - MILERE DA RBEL TEDREHEENRE R
W EE N RENDHEN R KERA - Eg 8RB n B RAERERE - 5
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2o FHILEBEEER AN EBIER > WEANRSSE 28 - BERBE BN EE
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FEEEIFTE T - SRR —EE BRI - (52 BT e R et s R
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BRI an B R SRR E A M 2 HYSURR - BRI Feie /b DLSE B A 2R ks S & 5R
fB ~ IR aLE ~ SUURE I EE BB WAETRTRERE T H T KR EIR
R BEFROETENEERBME » EEIE B IS an BB REy - JREEET HET
A B TIE A2 - SR E BB B TRTRE U B0 TR RE - E8
AR sl SRz EEN TFREEEAH A TH 08 EiR s At &8s
BTHNTAFRYRREEERE - & 8 TR R HY A8 R = A i e (A - JRER - A
b ) B BILARERBM TENEEL EHRBE 2 HE  HBRBENMEEFAETY
IR e E 2 27 - 3 8 TAE TF L BANEE e - thae s B TR SR LIE
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L ERESC~ IME5E(2000) » G758 77 IR on B BE SR R BB (R Z W ge - (SR AR
#Hy > 48 > 27-58

2. WIEIEYEE(2015a) 0 2015 EREAJRIEREFEE > 2016 4F 09 H 27 HELEA -
http://admin.taiwan.net.tw/upload/statistic/20160810/5edad339-d16£f-4933-982d-9c¢90c
72£5739.pdf -

3. B E/E(2015b) 0 2013 & 2015 BHEYS &REtFR 2016 42 09 H 27 HEUEH Y ¢
http://admin.taiwan.net.tw/upload/statistic/20160919/45f4ae6d-d30a-4d2b-a381-f0c00
918f87d.pdf -

4. EEEDEE(20162) 2015 FEACE SR ACE HAVLRET > 2016 4F 09 H 27 HELE L
http://admin.taiwan.net.tw/upload/statistic/20160128/80e4fa60-a4c9-40b6-8bb6-1341b
6aled84.xls o

5. ZBENEIEfH(2016b) - 104 4F 12 H B EE D ISR EESE - 2016 4£ 09 H 27 H
HUE A http://admin.taiwan.net.tw/statistics/release_d.aspx?no=136&d=6268 -
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7. (OTFERE - BT (2012) - (T TR (5 BT B R P 3 B T 8 — LA
K ke o ) BN KB BIREAZE - 7(1) » 100-129 -
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SRS ZHEAE > ATEREHEH > 14(2) 0 27-54

23. W~ AEE - BIELE - BUEE - mieE - SEFRRW2012) > 32 SPA SEMHELR
g B BT AE ) B AH SR AU R - JUIE R > 19 0 61-84 -

n




IZIH{

SIS . SEjSHh - 5 A - TR TR BISEPAYIES T S pEETER Y ) 459
"'i"f’éﬁ“ﬂ‘f’*&% ® IS TR IR AT

24, FHIREE ~ 5RIT 2 (2013) > 1H4E R I 5 g R EF B AR 2 % 5% i > Z2Jhhir#
B REER > 44(1) > 29-50 o

25. S - B - FRALIE (2004) » 3 B RCIe AL 40 45 2 (8 S BT 9% » (B AS THER T 2(2) »
139-160 -

26. HEEFS ~ HEMEQ2013) B T TIRGRITR BR AR © 5 At G S LARES B0
ThRES% > ZERE G > 14(2) 0 1-22 -

27. ST - 5 F(2008) Ei&rét A& 1k B i FE MR SE S R R B T 4R
FEERERE  EXEHRTE > 18(2) 0 27-62 -

28. BSCER ~ SREEFI(2008) - AKEHFFE ~ TIEREE ~ lRESME ~ TI/EEN M EE MEE
REH M > BB IHST — DA N 4 gl s /N 5] By 5l > International Journal of LISREL >
1(2) 0 1-24 -

29. FREEHEL ~ BT ~ BRICSR(2009) - DASE S5 30 & i i 208 R & 88 IR B8 0 IRE
Ei HHAT] 0 1 21-32

A

4 TR

“r

=~ BEXXESY

1. Aiken, L., & West, S. (1991). Multiple Regression: Testing and Interpreting
Interactions. Newbury Park, CA: Sage Publications.

2. Aryee, S., & Chen, Z. X. (2006). Leader-member exchange in a Chinese context:
Antecedents, the mediating role of psychological empowerment and outcomes.
Journal of Business Research, 59(7), 793-801.

3. Bandura, A. (1977). Self-efficacy: Toward a unifying theory of behavioral change.
Psychological Review, 84(2), 191-215.

4. Bandura, A. (1986). Social Foundations of Thought and Action: A Social Cognitive
Theory. Englewood Cliffs, NJ: Prentice-Hall Press.

5. Bandura, A. (1997). Self-Efficacy: The Exercise of Control. New York: Worth
Publishers Press.

6. Bienstock, C. C., DeMoranville, C. W., & Smith, R. K. (2003). Organizational
citizenship behavior and service quality. Journal of Services Marketing, 17(4),
357-362.




460

10.

11.

12.

13.

14.

15.

16.

17.

5 5 N H -0Or T

1y

;-‘él."i”_%:li?-z{ljl ‘_é.“'—_[ v STTOHA ;T.

Briggs, S., Sutherland, J., & Drummond, S. (2007). Are hotels serving quality? An
exploratory study of service quality in the Scottish hotel sector. Tourism
Management, 28(4), 1006-1019.

Brouther, K. D. (2000). Institutional, cultural and transaction cost influences on entry
mode choice and performance. Journal of International Business Studies, 33(2),
203-223.

Carmeli, A., & Josman, Z. E. (2006). The relationship among emotional intelligence,
task performance, and organizational citizenship behaviors. Human Performance,
19(4), 403-419.

Cooper, R. K., & Sawaf, A. (1997). Executive EQ: Emotional Intelligence in

Leadership and Organizations. NY: Grosset / Putnam Press.

Davidson, C. G., & Manning, M. L. (2003). Organizational climate of food and
beverage employees: Its impact upon customer satisfaction in hotels. International
Journal of Hospitality & Tourism Administration, 4(4), 85-100.

Davidson, M. G. (2003). Does organizational climate add to service quality in hotels?

International Journal of Contemporary Hospitality Management, 15(4/5), 206-214.

Fields, D., Pang, M., & Chiu, C. (2000). Distributive and procedural justice as
predictors of employee outcomes in Hong Kong. Journal of Organizational Behavior,
21, 547-562.

Fredrickson, B. L. (2001). The role of positive emotions in positive psychology: The
broaden-and-build theory of positive emotions. American Psychologist, 56(3),
218-226.

Fredrickson, B. L., & Branigan, C. (2005). Positive emotions broaden the scope of
attention and thought-action repertoires. Cognition and Emotion, 19(3), 313-332.

Fredrickson, B. L., Tugade, M. M., Waugh, C. E., & Larkin, G. R. (2003). What good
are positive emotions in crisis? A prospective study of resilience and emotions
following the terrorist attacks on the United States on September 11th, 2001. Journal
of Personality and Social Psychology, 84(2), 365-376.

Glisson, C., & James, L. R. (2002). The cross level effects of culture and climate in

human service teams. Journal of Organizational Behavior, 23(6), 767-794.




IZIH

SIS . SEjSHh - 5 A - TR TR BISEPAYIES T S pEETER Y ) 461
RS EEREOE Y R I IR IR ST

18. Goleman, D., Boyatzis, D., & McKee, A. (2002). Primal Leadership: Realizing The
Power of Emotional Intelligence. HBR Press, Massachusetts.

19. Gountas, S., Ewing, M. T., & Gountas, J. 1. (2007). Testing airline passengers’
responses to flight attendants’ expressive displays: The effects of positive affect.
Journal of Business Research, 60(1), 81-83.

20. Grandey, A. A. (2003). When the show must go on: Surface acting and deep acting as
determinants of emotional exhaustion and peer-rated service delivery. Academy of
Management Journal, 46, 86-96.

21. Harris, . H. (2001). Examining The Relationship between Emotional Intelligence

Competencies in NCAA Division I Athletic Directors and The Organizational

Climate Within Their Departments. Unpublished doctoral dissertation, University of

Northern Colorado, Colorado.

22. Hatfield, E., Cacioppo, J. L., & Rapson, R. L. (1993). Emotional contagion. Current
Directions in Psychological Sciences, 2, 96-99.

23. Hein, S. (1996). EQ for Everybody. New York: Aristotle Press.

24. Kraemer, H., & Blasey, C. (2004). Centring in regression analyses: A strategy to
prevent errors in statistical inference. International Journal of Methods in Psychiatric
Research, 13(3), 141-151.

25.Lam, L. T., & Kirby, S. L. (2002). Is emotional intelligence an advantage? An
exploration of the impact of emotional and general intelligence on individual
performance. The Journal of Social Psychology, 142(1), 133-143.

26. Lam, W., & Chen, Z. (2012). When I put on my service mask: Determinants and
outcomes of emotional labor among hotel service providers according to affective

event theory. International Journal of Hospitality Management, 31, 3-11.

27. Liden, R. C, Wayne, S. J., & Kraimer, M. L. (2003). The dual commitments of
contingent workers: An examination of contingents’ commitment to the agency and

the organization. Journal of Organizational Behavior, 24(5), 609-625.

28. Long, D. (2000). Diagnosing cultural barriers to knowledge management. The
Academy of Management Executive, 14(4), 113-128.




462

29.

30.

31.

32.

33.

34

35.

36.

37.

38.

1y

|
O
1=
Iy

%."i”‘ﬁl#é’l‘” ‘—é.“"_l B ﬁf“")’lﬂz& ":—k

Marie, M. L., & Alison, M. D. (2006). Links between service climate, employee
commitment and employees’ service quality capability. Managing Service Quality,
16(5), 460-476.

Mina, B., & Melika S. (2011). Effects of an emotional intelligence training program
on service quality of bank branches. Managing Service Quality, 21(5), 552-567.

Mohammad, S. A., & Hanane, K. A. (2012). Emotional intelligence and
entrepreneurial orientation: The moderating role of organizational climate and
employees’ creativity. Journal of Research in Marketing and Entrepreneurship, 14(1),
115-136.

Mukherjee, A., Nath, P., & Pal, M. (2003). Resource, service quality and
performance triad: A framework for measuring efficiency of banking services. The
Journal of The Operational Research Society, 54(7), 723-739.

Nona, M. (2009). The relation between managers’ emotional intelligence and the

organizational climate they create. Public Personnel Management, 38(2), 35-48.

.Ong, A. D., Bergeman, C. S., Bisconti, T. L., & Wallace, K. A. (2006). Psychological

resilience, positive emotions, and successful adaptation to stress in later life. Journal
of Personality and Social Psychology, 91(4), 30-749.

Othman, A. K., Abdullah, H. S., & Ahmad, J. (2008). Emotional intelligence,
emotional labour and work effectiveness in service organization: A proposed model.
The Journal of Business Perspective, 12(1), 31-42.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). A conceptual model of
service quality and its implications for future research. Journal of Marketing, 49,
41-50.

Park, J. W., Robertson, R., & Wu, C. L. (2006). Modeling the impact of airline
service quality and marketing variables on passengers’ future behavioral intentions.

Transportation Planning and Technology, 29, 359-381.

Robbins, S. P. (2006). Organizational Behavior. Upper Saddle River (11th ed.). NJ:
Person Prentice Hall Press.



IZIH

SIS . SEjSHh - 5 A - TR TR BISEPAYIES T S pEETER Y ) 463
RS EEREOE Y R I IR IR ST

39. Rozell, E. J., Pettijohn, C. E., & Parker, R. S. (2006). Emotional intelligence and
dispositional affectivity as predictors of performance in salespeople. Journal of
Marketing Theory and Practice, 14(2), 113-124.

40. Salovey, P., & Mayer, J. D. (1990). Emotional intelligence. Imagination, Cognition,
and Personality, 9, 185-211.

41. Schneider, B., Ehrhart, M. G., & Macey, W. H. (2013). Organizational climate and
culture. Annual Review of Psychology, 64, 361-388.

42. Schneider, B., Wheeler, J. K., & Cox, J. F. (1992). A passion for service: Using
content analysis to explicate service climate themes. Journal of Applied Psychology,
77, 705-716.

43. Singh, K. (2008). Emotional intelligence and work place effectiveness. Indian
Journal of Industrial Relations, 44(2), 292-302.

44. Sy, T., Tram, S., & O’Hara, L. A. (2006). Relation of employee and manager
emotional intelligence to job satisfaction and performance. Journal of Vocational
Behavior, 68(3), 461-473.

45. Tsai, W. C., & Huang, Y. M. (2002). Mechanisms linking employee affective
delivery and customer behavioral intentions. Journey of Applied Psychology. 87(5),
1001-1008.

46. Wong, C. S., & Law, K. S. (2002). The effects of leader and follower emotional

intelligence on performance and attitude: An exploratory study. The Leadership

Quarterly. 13(3), 243-273.

47. World Travel & Tourism Council (2016). Economic Impact Analyses, Retrieved on
September 28, 2016 at https://www.wttc.org/research/economic-research/economic-

impact-analysis/.

48. Yagil, D. (2001). Ingratiation and assertiveness in the service provider-customer
dyad. Journal of Service Research, 3, 345-353.

49. Zahavy, A. D., & Somech A., (2013). Linking task and goal interdependence to
quality service: The role of the service climate. Journal of Service Management,
24(2), 151-169.




464 BERFF FHE FOEE XF-0Or T

50. Zautra, A. J., Johnson, L. M., & Davis, M. C. (2005). Positive affect as a source of
resilience for women in chronic pain. Journal of Consulting and Clinical Psychology,
73(2), 212-220.

51. Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing.

Integrating customer focus across the firm New York, McGraw Hill Press.

105 52 10 § 03 H ke
105 £ 10 § 14 HY%&
105 4£ 11 § 28 HEE
105 £ 12 § 01 H#=Z



oy
|'|H
nol
i
7
29
ik
B
|

B BITERN RS T ST ) 465

PUEETERENONY B B3 SESETAIR ATy

EZ 48

Author's Introduction

24 & NE HE
Name Shun-Wang Hsu

MRFsEEfr W RERE R E B 58 P $04%

Department Professor, Graduate Institute of Restaurant, Hotel and Institutional
Management, Fu Jen Catholic University

Bregial AL E S IERS 510 57

Address No.510, Jhongjheng Rd., Sinjhuang Dist., New Taipei City, Taiwan

E-mail 036997 @mail.fju.edu.tw
HE BEXGE REH > ZgEH - B R

Speciality Catering Planning and Management, Banquet Management, Cost Control

in Food & Beverage

2 i 4E e
Name Heidi H. Chang

B EAL  FTFREBRIKE B2 2B B H%

Department Assistant Professor, Department of Hospitality Management, [-Shou
University

Breg bl S R T OR R & BRI RS — B 1

Address No.1, Sec.1, Syuecheng Rd., Dashu Dist., Kaohsiung City, Taiwan

E-mail heidichang@isu edu.tw

HE ‘é}fﬁfi JREEE R - 4HE T HELAHG R - A EREH - B4EE

R EE  BEUHE R > BOUVERE > HRETE

Speciality Restaurant Management, Hotel Management, Organizational Behavior and

Theory, Human Resource Management, Emotional Management, Branding,

Food Service Operation and Service, Tourism Management, Methodology



1y

|
O
1=
Iy

466 RERFFT 5K e %

e R4 E
Name Chi-Mei Wu

B EAL RS R R E LT 5T A B B %

Department Assistant Professor, Graduate Institute of Restaurant, Hotel and
Institutional Management, Fu Jen Catholic University

g ak R IR & P IR 510 5%

Address No.510, Jhongjheng Rd., Sinjhuang Dist., New Taipei City, Taiwan

E-mail 058010@mail.fju.edu.tw
HE fKEE B - BRI BB E

Speciality Hotel Management, Financial Management in Hospitality Industry

P4 ok et 7

Name Kuan-Lin Chen

AR AL W R ERE B ST A iE £

Department M. B. A., Graduate Institute of Restaurant, Hotel and Institutional
Management, Fu Jen Catholic University

Bragshhl LT & IE RS 510 5

Address No.510, Jhongjheng Rd., Sinjhuang Dist., New Taipei City, Taiwan

E-mail weather992001@gmail.com
HE BEVEH

Speciality Restaurant Management



