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This study aimed to investigate the levels of emotional intelligence (EIl) of
business consultants who work for a consulting firm in Bangkok, and to compare the EI
levels of these consultants based on gender and years in the industry. A questionnaire
adapted from the theoretical framework of Goleman (1995) was completed by 80
business consultants. This instrument comprised of 45 items that can be grouped into
fives El competencies referred to as: (a) self-awareness, (b) self-regulation,

(c) motivation, (d) empathy, and (e) social skills. The results were calculated in terms of
percentages, mean scores, and standard deviations. T—test was also employed to
determine the differences between levels of El based on the independent variables which
are gender and years in the industry.

The results revealed that the EI level of the business consultants was at a high
level. Based on the Goleman’s framework, it was found that the business consultants had
high EI levels in all five competencies. In addition, there was no significant difference

between levels of El based on gender and years in the industry.
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CHAPTER ONE

INTRODUCTION

“If your emotional abilities aren’t in hand, if you don’t have self — awareness, if
you are not able to manage your distressing emotions, if you can’t have empathy and
have effective relationships, then no matter how smart you are, you are not going to get

very far”.
Danial Goleman, 1995 (as cited in Treher, Piltz, and Jacob, 2010, p. 283)

Background of the Study

The term Emotional Intelligence or EIl is now a well-researched topic since
Goleman (1995) argued in his book that El is the most important factor in personal
adjustment, success in relationships, and in job performance. Whereas Intelligent
Quotient or 1Q, contributes about 20 percent of success in any given job, El and other
factors have been shown to account for the other 80 percent (Singh, 2001). Goleman
surmised other factors were directly related to emotions. Similarly, Bar—On (2000) found
that although 1Q is an important aspect of life success, having a high 1Q does not
guarantee a successful life. He argued that EI is more important for life achievement than
1Q alone.

According to Dejkong (2002), most people believe that the more intelligent an
individual is, the more likely they will achieve success in life. However, Dejkong
claimed that a high 1Q does not guarantee a person success in whatever they do, whether
it is academic, career, or overall success. This idea is relevant to a study by the
Department of Mental Health (2000) in Thailand which found that a large number of
intelligent people failed in their academic endeavours and careers, and had a low overall
quality of life. This was due to the fact that intelligence does not necessarily prove one’s

ability and capacity to handle and appropriately manage all the various influences and


http://www.google.co.th/search?hl=th&tbo=p&tbm=bks&q=inauthor:%22Elizabeth+Treher%22
http://www.google.co.th/search?hl=th&tbo=p&tbm=bks&q=inauthor:%22David+Piltz%22
http://www.google.co.th/search?hl=th&tbo=p&tbm=bks&q=inauthor:%22Steven+Jacob%22

external factors in life. In other words, a person may know how to get high scores in
exams, or know how to produce outstanding work and performance, but they might not
know how to get along with other people. Therefore, it was concluded by the Department
of Mental Health (2000) that 1Q is only one of several elements responsible for
achievement and success in a person’s life. However, if a person has both 1Q and El, they
are more likely to become successful in all aspects of their life and become a productive
member of society.

Several academics have defined the term EI. For example, Mayer and Salovey
(1990) defined EI as “the ability to monitor one’s own and other’s feelings and emotions,
to discriminate among them and to use this information to guide one’s thinking and
actions” (p.189). Later in 1997, Mayer and Salovey reconstructed the term El as the
ability to (a) perceive emotions, (b) access and generate emotions, (c) assist thought, and
understand emotions and emotional knowledge, and (d) reflectively regulate emotions in
order to promote emotional and intellectual growth (Baumeister & Bushman, 2008).
Similarly, Goleman (1995) and Bar—On (2000) described EI as the ability to recognize
which feelings are appropriate in which situations, and communicate those feelings
effectively.

Numerous researchers have studied El and the significance it has played in
academic and work achievement in a person’s life. Goleman (1995) stated that since El is
not what people are born with, several researchers attempted to discover if the
competencies of El could be developed. Goleman explained that EI can be learned and
developed through training and guidance, while 1Q is relatively fixed. This statement is
relevant to the study of Serrat (2009) who stated that people can learn EIl through self-
motivation, practicing what they have already learned, getting feedback, and reinforcing

new skills. Serrat also pointed out that if a person can enhance their El, they can become



more productive and successful. Similarly, previous research from Feldman and Mulle
(2007) showed that EI competencies may result from behaviours that are scaled in
development. They stated that EI competencies can be developed through training and
practice so that a person with El would become more competent. This is similar to Bar—

On (2000), who found that a person can develop their El levels through life experience.

Several Thai researchers have also been interested in research on this topic. Most
of them studied the concept of El in terms of academic achievement among students and
the career accomplishments of individuals, teams, and organizations in the workplace.
According to the results of research conducted by Intarakamhang and Sucaromana (2005)
in Synthesis of Research Studies in Thailand related to Emotional Intelligence, only a
limited number of research studies have concentrated on El related to work environments.
The samples of the studies were students, ranging from pre-school to university
undergraduate level, and working people, ranging from government officers, general
public employees, and service employees in the private sector.

According to Shipley, Jackson, and Sergrest (2010), several studies found that El
is a strong predictor of job performance. Likewise, Serrat (2009) stated that outcomes,
such as individual performance, organizational productivity, and personal development,
are directly affected by El. This is because EI principles can provide new ways of
monitoring behaviors, management styles, attitudes, interpersonal skills, and the potential
of people. As a result, organizations are increasingly using EI tests in the recruitment
process, and to evaluate work performance and promotion of personnel (“Developing
Strong”, n.d.).

At present, most organizations especially those in the service industry; for

example, consulting business services use El tests in the recruitment process (Hudak,



2000). Macalam (2009) states that a business consultant’s role is to help form solutions
for businesses and to solve organizational problems by working closely with clients. The
steps that have to be gone through include identifying what the company wants by
collecting data, then analyzing where the problems may lie and formulating a plan
proposal to rectify these issues. This proposal should be accompanied by an outline of
tasks, the personnel needed to carry out the tasks, a time frame for the results to be
gained, and the necessary budget. Both the plan and the outline will then be tailor made
to client requests through a process of seeing what the best parts of the solutions are for
them and taking on board any feedback they give during a presentation. The main
responsibility of a business consultant is to successfully advise clients how they can
achieve business growth. Many organizations therefore now feel compelled to reconsider
their business strategies due to the high level of competition in some sectors.

Biech (2007) defines the word consulting as the process by which a desirable
outcome is achieved by observing problems in the organization and assisting in rectifying
them. This can simply involve giving information or advice or actually helping with
hands on work. Macalam (2009) also outlined the benefits of employing a business
consultant, claiming that they are able to help identify the problem areas of their client’s
business in a relatively short period of time. Besides this, the business consultant also
provides suitable suggestions and recommendations in order to help the client’s business
run efficiently. Similarly, Sandher (n.d.) stated that the landscape of the business world is
continuously moving, and business need to keep up and change with the times or face the
threat of losing their customers, and that even the strongest businesses can be affected by
this. He further explained that consulting firms could help organizations identify their
target market and improve the organization’s acceptance among their pool of potential

customers.



Due to the responsibilities of business consulting services, most consulting firms
prefer to hire highly qualified business consultants who have good educational
background and qualifications, as well as years of experience to ensure that they will be
able to serve client needs. Bulik (2005) stated that to be successful in the human services
industry, a person requires certain skill-sets and competencies. They need to possess
sufficient knowledge and skills to complete a task, be able to motivate employees,
improve working conditions, and be able to identify customer behavior and expectations.
These skills are similar to EI competencies, since El is deemed to be a major contributor
to overall work performance (Mishra & Mohapatra, 2010). In other words, it has been
claimed that people with high EI level experience more career success, build stronger
personal relationships, supervise their subordinates more effectively, and have more
healthy working conditions than people with low El (Cooper, 1997). With the skills
listed above, it is therefore useful to measure El levels among business consultants by

using the EI framework.

Statement of the Problem

There are several published research studies that investigate the levels of El
among working people in Bangkok, even though EI has been mainly studied in the area of
job performance. However, there are no specific studies that investigate El levels among
business consultants. Therefore, the specific problem addressed in this study is to
examine the levels of El among business consultants who work for a consulting firm in
Bangkok. In addition, there are also only limited studies that identified if there are any
significant differences in the EI levels of the business consultants based on gender and

years in the industry.



Objectives of the Study

The objectives of the study are as follows:

1)

2)

To investigate the levels of El of business consultants who work for a consulting
firm in Bangkok, and
To compare the EI levels of these business consultants based on gender and years

in the industry.

Research Questions

In response to the objectives of the study, two research questions are proposed:

1)

2)

What are the levels of El among business consultants who work for a consulting
firm in Bangkok?
Are there any significant differences in the El of these business consultants based

on gender and years in the industry?

Significance of the Study

This study can provide useful information for consulting firms and business

consultants themselves. Since the purpose of this study aims to investigate the levels of

El of business consultants, and compare the El levels of the individuals with different

variables, the results should prove to be valuable for business consultants. By allowing

them to know their El levels, they can recognize the areas that need improvement. As

mentioned earlier, the EI skills of an individual can be developed, learned, and improved.

In doing so, business consultants can perform their professional duties with greater

efficiency and effectiveness.

This study not only benefits individual business consultants, but the objectives are

also designed to provide useful information for business consulting firms in general. This



is to say, the results of the study will be beneficial to organizations in assessing their
employee’s EI levels so that they are able to take specific action for improvement. Also,
organizations can develop training programs to further enhance the El level of their staff.
Studying the EI of business consultants has significant value for both enhancing the lives
of individuals and their professional development as well as contributing to

organizational effectiveness.

Scope of the Study
The study examines the levels of EI among business consultants working in a
consulting firm in Bangkok. This study uses a questionnaire adapted from the study of
Pipitpattana (2000). The questionnaire was developed in accordance with Goleman’s
theory. A total of 90 questionnaires were distributed, and 80 questionnaires were
returned. The variables investigated through this study are (a) the independent variables
(gender, and years in the industry), and (b) the dependent variables (the El levels of the

business consultants working for a consulting firm in Bangkok).

Definition of Terms
The following definitions apply to the terms used in this study:

Emotional Intelligence or El is the ability of a person to recognize and understand
their and others’ emotions, thoughts, and perceptions. This also includes the ability to
manage their own emotions and to motivate themselves in order to develop their personal
and interpersonal relationships.

Business consultant is an individual who provides professional, or expert advice in
a particular area, such as management, accountancy, entertainment, technology, law,

human resources, marketing, finance, and economics.


http://en.wikipedia.org/wiki/Management
http://en.wikipedia.org/wiki/Accountancy
http://en.wikipedia.org/wiki/Technology
http://en.wikipedia.org/wiki/Law
http://en.wikipedia.org/wiki/Human_resources
http://en.wikipedia.org/wiki/Marketing
http://en.wikipedia.org/wiki/Finance
http://en.wikipedia.org/wiki/Economics

Self-awareness refers to the ability to identify one’s own feelings, thoughts, and
needs.

Self — regulation refers to the ability to control and manage one’s emotions and
feelings.

Motivation refers to the ability to drive self or others to achieve certain goals.

Empathy refers to the ability of a person to recognize other’s feelings and needs.

Sacial skills refer to the ability of a person to interact and get along well with

other people.

Organization of the Study

This study is divided into five chapters, including the introductory chapter, which
introduces the background of the study, statement of the problems, the objectives of the
study, the research questions, the significance of the study, the scope of the study, and
definition of terms. Chapter Two provides a detailed review of literature. It begins with
the definition of El, and then it examines the theories associated with EI, describes El in
the workplaces and presents related research. Chapter Three describes the methodology
of the study. Chapter Four presents the results of the study, and Chapter Five contains the

conclusion, discussion, limitations and recommendations for further research.



CHAPTER TWO

REVIEW OF LITERATURE

This chapter is divided into four parts. The first part presents a general definition
of Emotional Intelligence (El). The second part discusses the theories associated with El,
the third part describes El in the workplaces, and the fourth part identifies related

research.

Definition of Emotional Intelligence

Numerous influential researchers have defined the term Emotional Intelligence.
Goleman (1998) defined EI as “the capacity for recognizing our own feelings and those of
others, for motivating ourselves and for managing emotions well in ourselves and in our
relationships” (p. 317). Besides, Cooper and Sawaf (1997) stated that if people are able
to identify emotions of their own and those of other people, then they are socially
intelligent. EIl actually allows people to separate these emotions and target them with
whatever is needed to satisfy that emotion. According to Mayer and Salovey (1990), the
definition of El includes “the ability to monitor’s one own and others” feelings and
emotions, to discriminate among them and to use this information to guide one’s thinking
and actions” (p.189). This is similar to the definition by Schutte, Malouff, Hall,
Haggerty, Cooper, Golden, and Dornhein (1998), who stated that people who have El are
able to identify feelings, show feelings, manage feelings, and use them in a productive

way.
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In brief, Goleman (1998) talked about EI as a person’s ability to be aware of their
own emotions and feelings, and those of others. He mentioned that a person with EI
should be able to recognize their own emotions, and are able to manage their emotions
appropriately. Similarly, Mayer and Salovey (1990) and Schutte, et al. (1998) also argued
that EI is the ability of a person to realize their own emotions, and those of others so that
they are able to manage their own emotions and that this enables them to express their
emotions in a positive way.

In this study, EI referred to the ability of a person to recognize and understand
their and others’ emotions, thoughts, and perceptions. This also includes the ability to
manage their own emotions and to motivate them in order to develop their personal and
interpersonal relationships. People with high levels of El should not only be aware of
their own feelings and emotions, they also should be able to control them and respond to

others appropriately, depending on different situations.

Theories Associated with Emotional Intelligence
Several theories related to EI have been proposed, but the most well — known
theories in Thailand are from Mayer and Salovey (1990, 1997), Goleman (1995), and the

Department of Mental Health and the Ministry of Public Health, Thailand (2000).

Mayer and Salovey’s emotional intelligence theory

Mayer and Salovey (1990) defined the term EI as “the subset of social intelligence
that involves the ability to monitor one’s own and other feelings, and emotions, to
discriminate among them, and to use this information to guide one’s thinking and actions”
(p.189). Later on, they reconstructed the term as “the ability to perceive emotions, to

access, and generate emotions so as to assist thoughts, to understand emotions, and



11

emotional knowledge, and to reflectively regulate emotions so as to promote emotional
and intellectual growth” (Mayer & Salovey, 1997, p. 5). They explained that this ability
could be measured, and argued that EI can be categorized into four types of abilities
which are (a) perceiving emotions, (b) using emotions, (c) understanding emotions, and
(d) managing emotions. Firstly, perceiving emotion refers to the ability of a person to
realize the true feelings behind their own emotion in any situation. It is a basic aspect of
El, as it makes all other processing of emotional information possible. Secondly, using
emotion is the ability of a person to manage and control his or her own feelings. People
who have this ability are able to respond and express their feelings reasonably, depending
on the situation. Thirdly, Mayer and Salovey explained that understanding emotions is
the ability of a person to be aware of their own feelings. Finally, managing an emotion is
the ability of a person to regulate emotions in both themselves and others.

In brief, Mayer and Salovey (1997) mainly focused EIl on the ability of a person to
be able to recognize the emotions or feelings of themselves, so that they can use this as
information to guide their behaviour. In addition, they considered El as a kind of social

intelligence.

Goleman’s emotional intelligence theory

Another well-known EI theory is that of Goleman in 1995. He developed the El
framework based on the belief that an individual could reach their highest potential by
developing skills in five competencies including (a) self—awareness, (b) self-regulation,
(c) motivation, (d) empathy, and (e) social skills. Self-awareness is considered an
important element of El since it refers to the ability of a person to be able to identify and

control his or her own feelings, thoughts and needs. In terms of work or business,
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self-awareness may also be significant because most employees may need to work with
others, or have the desire to do so. They are often required to work as a member of a
team, and may need to interact directly with clients. Therefore, this ability is necessary as
it allows an individual to act, or behave appropriately with others.

Another important EI model of Goleman’s framework is self-regulation. This is
the ability to control personal emotions and impulses. A person with high levels of El is
able to control their emotions. In situations in which an individual has different ideas or
opinions to their clients, negative feelings might arise. However, with the ability to self-
regulate, they are able to respond appropriately, regardless of their personal feelings.
Assanova and McGuire (2009) identified self-regulation as being able to adapt to change
with ease, dealing with things with integrity, thoughtfulness and the ability to say ‘no’
when needed.

Motivation is another main element of the EI framework. A person with
motivational elements is the kind of individual who always sets high goals, and then sets
out to achieve them. A person with a high level of El always initiates new ideas, and tries
to find better ways of achieving outcomes in their work. Motivation is beneficial in a
person’s life as it makes a person feel that their life is meaningful. In turn, they will try
their best to achieve their personal goals.

Empathy is the ability of a person to understand the feelings of others.

Sometimes, a person is not always able to put their needs and wants first. Often, it is
necessary to consider the feelings and needs of others. This is especially true in the
workplace where a person with high El levels should be able to recognize the feeling of
others and identify problems. For example, a person who is not recognized or appreciates
other people’s efforts in the workplace is a result of a lack of empathy (Johnson & Erb,

2003).
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The last element of Goleman’s theory is social skills. A person who has these
skills is expected to have reasonably good communication skills. In a working
environment, effective communication between superiors and their subordinates is vital.
Without communication, they are unable to work together to reach their goals.

In conclusion, Goleman mainly focused on people skills. He believed that there
are five main skills of a person including (a) self-awareness, (b) self-regulation, (c)
motivation, (d) empathy, and (e) social skills. To sum up, people with El are able to
recognize their feelings, thoughts and needs. Then, they are able to control those wants
and needs, and always motivate themselves to behave in a positive way. That is to say, a
person with EI will always set their personal goals, and then try to achieve them.
Moreover, they should not only recognize their own feelings, but understand others’

feelings, so that they can maintain good relationships.

The Department of Mental Health and the Ministry of Public Health, Thailand

In Thailand, many researchers have raised the topic of El as an important factor in
people’s lives. The Department of Mental Health defined the term EI as an individual’s
ability to have a creative and happy life. In order to survey El levels among Thais, the
Department of Mental Health developed a tool to explore what they perceived as the three
main emotional elements of Thais, which are virtue, competence, and happiness. The
first element, Virtue, is regarded as the ability of a person to regulate his or her own
emotions as well as to control their needs. They should also be concerned with the
feelings of others and always consider the needs of others before their own. The second
element is Competence, which is a person’s ability to know about themselves. In other
words, a person should be able to understand what personality type they have. They

should always be motivated in several areas of their life, such as educational
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accomplishments and professional achievements. Lastly, Happiness is the ability of a
person to live in society and maintain a positive outlook. A happy life may not always be
possible, so an individual should be satisfied with what they have even if they strive to
achieve more. In other words, they should be grateful and happy for what they have,
enjoying a warm family life, and a good career. This can be described as having a good
work and life balance (Emotional intelligence and work environment, n.d.)

Considering these three theories, the framework of EI theorized by Goleman was
selected for constructing the questionnaire since the theory focused on achieving success
in many areas of life including their personal goals, education, and career. The other two
theories, by Mayer and Salovey, and the Department of Mental Health, mainly focused on
general circumstances in an individual’s life, and do not specifically focus on the
workplace. Therefore, Goleman’s theory is considered to be best suited for this study. In
addition, the theory consisted of five competencies, which include (a) self-awareness, (b)
self-regulation, (c) motivation, (d) empathy, and (e) social skills. These competencies are
relevant to the responsibilities required of a business consultant. As mentioned
previously, a business consultant job requires not only the requisite educational
qualifications, but also several other intangible talents. As business consultants work in
the service industry, they should be able to handle business relationships. If a person is
able to achieve a high score on all five models of Goleman’s theory, they will be more

likely to be a very effective business consultant.

Emotional Intelligence in Workplaces
There has been interest in enhancing EI in the workplace with several researchers
arguing that EI is one of the key elements in an organization. Cherniss and Goleman

(2001) pointed out that El is an essential part of most organizations as it is used as a tool
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in the recruitment process, as well as in practical training for individuals and groups.
Similarly, according to the study of Zeidner, Matthews, and Roberts (2004), EI skills may
be a vital component of any organization’s management. They further stated that El is
considered to be useful in selection, training, placement, and promotion.

Several researchers have pointed out that EI competency has positive effects on an
organization. First, Goleman (1995) introduced the importance of EIl in the workplace.
He mentioned that 1Q is a less important predictor of outstanding leadership than EI. This
implies that 1Q gets people hired, but EI gets people promoted. Golemen (1998) stated
that people who have high EI levels are more able to connect with people in a way that
gains the person’s interest. This means they have a greater chance of successfully
achieving their goals. Mayer and Salovey (1997), and Sjéberg (2001) explained that El
helps with the social skills that are needed to perform alongside others in a team
environment. Managers with high EI levels are also thought to be able to manage their
workforce more effectively while achieving more employee loyalty resulting in more
commitment to the firm from their subordinates (Cherniss, 2001).

Zeidner, et al. (2004) also stated that EI affects a wide array of work behaviour,
including employee commitment, teamwork, development of talent, innovation, quality of
service, and customer loyalty. Cooper (1997, cited in Mulder, 2009) asserted that people
with high levels of EI experienced more career success, built stronger personal
relationships, led more effectively, and enjoyed better health than those with low El
levels. Likewise, Cherniss and Goleman (2001) stated that El is linked to the ability to
manage emotion in oneself and others that are predictive of good performance in work
roles. It can therefore be concluded that El plays an important roles in contemporary
workplaces, since it has positive effects on organizations, such as cultivating better work

performance, employee commitment, and effective management among leaders.
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Related Research

Some researchers have studied El in the workplace. Most of them have revealed
that EI levels are directly related to an employee’s work performance.

Viriyavidhayavongs and Jiamsuchon (2001) studied the relationship between El
and leadership effectiveness in life insurance business organizations. The study was
conducted using Weisinger’s EI instrument, leadership effectiveness test questionnaires,
the Myer-Briggs Types indicators, and the FIRO-B questionnaire as research instruments.
The factors of Goleman’s theory were used to investigate the level of EI among
managers. The results of the study revealed that level of El and their various factors
including (a) self-awareness, (b) self —regulation, (c) self —motivation, (d) empathy, and
(e) social skills are related to effective leadership. A manager who is placed in a higher
managerial level also has a higher level of El.

Lopes, Grewal, Kadis, Gall, and Salovey (2006) studied EI competencies and their
relationship to job performance. They examined the El level using the MSCEIT (Mayer-
Salovey-Caruso-Emotional-Intelligence-Test) among 44 analysts and clerical employees
working in the finance department of a Fortune 400 insurance company. The results
revealed that EI was connected to several indicators of work performance since it enables
people to regulate their emotions by handing the work stress effectively, working well
under pressure, and adaptability to organizational change. The results also indicated that
overall El was significantly related to the percentage of merit increase, and company rank
except for salary.

Scott-Halsell, Blum, and Huffman (2008) conducted research of El levels in
hospitality professionals. The respondents are required to complete the EI test in order to
determine their EI level, since the researchers believed that the hospitality industry

professionals should have high EI level since they are working in the service-based
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industry that required them to interact with customers. The result revealed that their EI
consequently above average level. On the other hand, Mulder (2009) investigated the El
levels of managers in an investment management firm. The purpose of the study was to
find out whether employing El among individuals could improve their working
performance. Mulder believed that the result measured by Bar-On Emotional Quotient-
Inventory (EQ-i) would be useful for the investment management firm to seek ways to
develop better work performance. However, the result indicated that the average level of
El among individuals is below a standard level, only a few were found to have El level
which is above the target.

Another study on El relating to the workplace was conducted by Mishra and
Mohapatra (2010). They explored the relationship between El and work performance
among corporate executives using different demographic variables such as gender,
academic qualifications, and years in the industry. They employed the El test developed
by Chadha & Singh in 2001. This EI test consisted of three psychological dimensions: (a)
emotional competency, (b) emotional maturity, and (c) emotional sensitivity. It was found
that there was a positive relationship between EI scores and work performance scales. In
other words, corporate executives who have a high El level score also performed
effectively in various areas of their work. Regarding the different demographic variables,
years in the industry was the only factor that was found to positively affect EI scores.
The corporate executives who had more years in the industry were found to have higher
El scores than those who had less experience. Therefore, they concluded that
organizations should consider the person who has some years in the industry in
recruitment and selection process so that it can be guaranteed that that person might have

a standard El level.
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Similarly, Shipley, Jackson, and Segrest (2010) studied the effects of El, age,
work experience, and academic performance. In this study they examined the
relationship of El and academic performance since they believed that El predicts an
academic achievement at school. The participants of this study were undergraduate
business students including 51% males and 48% females. Sixty nine percent of the
participants had full time work experience, while another 31% had part time work
experience. The instrument was the Trait El Questionnaire Short Form (TEIQSF). The
results revealed that work experience had significant difference to El level, but not
associated with the different ranges of age.

Katyal and Awasthi (2005) studied gender differences in relation to El among
adolescents in Chandigarh. The participants of the study were 150 students including 75
boys and 75 girls. The t - test method was used to find out whether there are any
significant difference between EI levels based on gender. The result revealed that girls
had significantly higher El levels than boys.

Cavallo and Brienza (2002) investigated emotional competence and leadership
excellence at Johnson & Johnson Company. The research instruments used in the study
were the J&J leadership competency model, the standards of leadership (SOL), and the
emotional competency inventory that are based on Boyatzis and Goleman. The
participants of the study were 358 managers who worked in different areas of the Johnson
Consumer and Personal Care Group. The purpose of the study was to find out whether
there were specific leadership competencies especially El level that distinguish high
performers from average performers. The participants who had different performance
ratings, potential codes, genders, functional group and regional group were randomly
selected. Results showed that the manager with the best work performance had higher EI

levels. Female managers were found to have a higher score on emotional self -
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awareness, adaptability, service orientation, consciousness, and developing others, while
males were found to have higher competencies in change catalyst.

In contrast, previous research by Bar—On (2000) found that gender is not related to
El levels. Bar — On analyzed the scores among the seventy — seven hundred
administrations of the Emotional Quotient Inventory or EQ-i and found that men and
women did not differ in overall EI levels. However, women were found to have higher
scores on empathy, interpersonal relationships, and social responsibility, while men
scored higher in self - actualization, assertiveness, stress tolerance, impulse control, and
adaptability.

In conclusion, according to the study of Viriyavidhayavongs and Jiamsuchon
(2001), it was found that the levels of EI of managers are related to their leadership
effectiveness. Mishra and Mohapatra (2010) revealed that there was a positive
relationship between EI scores for corporate executives and their work performance.
Likewise, Shipley, et al. (2010) also found that EI levels of undergraduate business
students were related to work experience, but not related to age. However, the study by
Katyal and Awasthi (2005) revealed that gender is related to El levels among adolescents.
Similarly, Cavallo and Brienza (n.d.) also found that gender was related to El levels
among managers at Johnson & Johnson. In contrast, Bar — On found that gender does not
have any significant difference to El levels.

There are limited studies that have specifically investigated El level in business
consultant, and there remains controversy as to whether gender and years in the industry
have any significant difference to El level among business consultant. Thus, this will be

explored through this study.
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Summary
In this chapter, the definition of El, the theories associated with El, El in the
workplaces, and the related research have been presented. In previous studies, only a few
researchers have focused on the study of the EI in the workplace. Therefore, the
researcher would like to focus on the study of El level in the consulting industry, and

attempted to investigate if there is any significant difference of business consultants’ El

level based on gender and years in the industry.



CHAPTER THREE

RESEARCH METHODOLOGY

A quantitative research design was deemed suitable for this study. This chapter
began with a description of participants of the study. Following this explanation, the
research instrument used to obtain the data was described, and data collection was

outlined. Finally, the methods of data analysis were explained.

Participants of the Study

The participants consisted of 80 business consultants who currently work for a
consulting firm in Bangkok. The purposive random sampling method was used to select
the participants. The researcher chose the target participants in this firm because of its
well — known reputation, and this firm was ranked in one of the big four consulting firms
of the world. In addition, the researcher observed that the business consultants had
worked in the consulting industry for approximately 1 to 5 years. Therefore, the
researcher chose the average of years in the industry from less than 3 years to 3 years and
more. All business consultants were Thai natives. Participation was voluntary and all
participants were informed that their identity would be kept anonymous. There were no

incentives offered for participation.

Research Instrument
To investigate the level of EI among the business consultants, this study used the
questionnaire that was adapted from Pipitpattana (2000). His questionnaire was
developed in accordance with Goleman’s theory focusing on five competencies: (a) self—

awareness, (b) self-regulation, (c) motivation, (d) empathy, and (e) social skills. The
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questions allowed participants to share their thoughts and feeling based on their perceived
level of EI. The self — report instrument consisted of 45 items (See Appendix A). In
addition, the questionnaire was translated into English (See Appendix B).

To standardize the questionnaire, three experts included Dr. Pinyapan Roamchart,
a senior manager, and Human Resource manager in the consulting firm were asked to
examine the face and content validity. Their feedback and suggestions were used to
revise for a better version. The questionnaire was divided into two parts. The first part
included general information of the participants which consisted of the gender and years
in the industry. The second part included an El test. There are 45 questions which aimed
to measure the El levels of the business consultants in five competencies: (a) self-
awareness, (b) self-regulation, (c) motivation, (d) empathy, and (e) social skills. Table 1
lists the variables extracted from the questionnaire, and shows which items have been

included for analysis.

Table 1

Questionnaire Descriptions

Emotional Intelligence Item Number
A) Self—awareness 1-12

B) Self-regulation 13-20
C) Motivation 21-28
D) Empathy 29 — 37

E) Social skills 38 - 45

A five-point Likert scale were used in the 45 questions. It ranged from (1)
strongly disagree to (5) strongly agree. Thirty-seven items were positive statements,
while the other eight items (3, 11, 12, 17, 18, 19, 20, and 28) were negative. For the

positive statements, the respondents received the score of 1 if they chose strongly
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disagree, 2 for disagree, 3 for neither agree nor disagree, 4 for agree, and 5 for strongly
agree. The reversed score was applied to the 8 negatively worded items.

The interpretation of mean score was analyzed by following the criteria
introduced by Pisarnbut (2007) as follows:

A score between 1.00-1.80 indicates that the EI level is very low

A score between 1.81-2.60 indicates that the EI level is low

A score between 2.61-3.00 indicates that the EI level is moderate

A score between 3.41-4.20 indicates that the El level is high

A score between 4.21-5.00 indicates that the El level is very high

Data Collection

The study was conducted in January 2012. The researcher distributed the 45-item
questionnaires to the team assistant of three business units and asked for their cooperation
in distributing the questionnaire to the business consultants. The voluntary nature of this
study was emphasized. Through a written explanation, the participants were informed of
the purpose of the research and that their participation had to be voluntary. The
questionnaires were sent to 90 business consultants, a total of 80 business consultants
responded to the questionnaire. After the questionnaires were completed, the raw data
was entered into the Statistical Package for the Social Sciences computer program, known
as SPSS (version 10.5). Checks for basic descriptive statistics were conducted to ensure

the accuracy of data entry.
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Data Analysis
In order to describe the respondents’ background information, descriptive
statistical techniques, including frequency and percentage were used. To describe the El
levels of the business consultants, mean (M), and standard deviation (SD) were used. The
data of each El factor was identified as dependent variables, while the gender and years in
the industry were categorized as independent variables. The t-test was employed to
determine the differences between EI based on the independent variables (gender and

years in the industry).



CHAPTER FOUR

FINDINGS

The objectives of this study were to investigate the levels of emotional
intelligence (EI) of the business consultants who work for a consulting firm in Bangkok,
and to compare the EI levels of these consultants by gender and years in the industry. As
indicated in Chapter Three, this study utilized quantitative collection and analyses of data.
The questionnaire employed the theoretical framework of Goleman (1995), which
included (a) self-awareness, (b) self-regulation, (¢) motivation, (d) empathy, and
(e) social skills.

To describe the EI levels of the business consultants, mean (M), and standard
deviation (SD) were used. Scores on each competency were identified as dependent
variables, while gender and years in the industry were categorized as independent
variables. To compare the El levels of the business consultants who work for a
consulting firm in Bangkok by gender and years in the industry, T-test was employed to
determine the differences between El level and the selected independent variables. In this

chapter, the findings are presented.

Results
The data obtained from the participants provided a set of demographic features as

presented in Table 2.
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Table 2
Gender and Years in the industry of the Business Consultants

Independent Variables N Percentage

Gender:

Male 39 48.75

Female 41 51.25
Total 80 100.00
Years in the Industry:

Less than 3 years 28 35.00

3 years and more 52 65.00
Total 80 100.00

From Table 2, the participants consisted of 39 (48.75%) males, and 41 (51.25%)
females. Of the total participants, 28 (35%) had worked in the industry for less than 3

years, and 52 (65%) had worked in the industry for three years and more.

To investigate the level of EI among the business consultants working at a
consulting firm in Bangkok, Table 3 presented the level of EI among the business
consultants of a consulting firm in Bangkok.

Table 3
Level of EI among the Business Consultants of a Consulting Firm in Bangkok

Emotional Intelligence Mean SD Level
Motivation 3.84 A7 High
Self-Awareness 3.81 43 High
Empathy 3.74 A7 High
Social Skill 3.70 41 High
Self-Regulation 3.60 57 High
Overall EI level score 3.74 35 High

As presented in Table 3, the results indicate that the overall El level of these group
of business consultants were in the high level (M = 3.74, SD = .35). In terms of the five

El competencies, motivation was ranked as the highest level (M = 3.84, SD = .47),
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followed by self - awareness (M = 3.81, SD = .43), empathy (M = 3.74, SD = .47), social

skills (M = 3.70, SD = .41), and self — regulation (M = 3.60, SD = .57).

In order to determine the differences between El levels of the business consultants
with gender and years in the industry. The mean score, standard deviation, and t-test

values were used as indicated in the table 4, and table 5.

Table 4
Comparison of EI among Business Consultants of a Consulting Firm in Bangkok by
Gender

Emotional Intelligence Gender N M SD t

Self-Awareness male 39 3.80 45 -12
female 41 3.81 42

Self-Regulation male 39 3.62 .50 31
female 41 3.58 .63

Motivation male 39 3.87 46 .52
female 41 3.81 48

Empathy male 39 31 46 -.55
female 41 3.76 49

Social Skill male 39 3.75 46 .90
female 41 3.66 .35

Overall mean score male 39 3.75 37 21
female 41 3.74 .33

Note: * =p < .05
From Table 4, it indicated that there was no significant difference between El
level based on gender. That means the average score of the EI level between male and
female participants are not significantly different. The average score of male participants
was 3.75 (SD =.37), and that of female participants was 3.74 (SD = .33). With regard to
the five El competencies scored by the male participants, motivation were rated at the
highest level (M = 3.87, SD = .46), followed by self-awareness (M = 3.80, SD = .45),

social skills (M = 3.75, SD = .46), empathy (M = 3.71, SD = .46), and self-regulation
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(M =3.62, SD = .50) respectively. For the female participants, it appeared among the five
EI competencies that the mean score of motivation (M = 3.81, SD =.48) and self —
awareness (M = 3.81, SD = .42) were the same. These competencies were rated at the
highest level, followed by empathy (M = 3.76, SD = .49), social skill (M = 3.66, SD

=.35), and self-regulation (M = 3.58, SD = .63) respectively.

Table 5
Comparison of El among Business Consultants of a Consulting Firm in Bangkok by Years
in the Industry

Emotional Intelligence Years in the Industry N M SD t

Self-Awareness less than 3 years 200 "GHIR .39 -1.37
3 years and more 5) $.48 45

Self-Regulation less than 3 years 28  3.67 49 17
3 years and more 52 §3.58 .61

Motivation less than 3 years 20 =g 5 43 -.52
3 years and more 52 {a3.86 49

Empathy less than 3 years 28 3.64 53 -1.36
3 years and more 52 ¢ WS 43

Social Skill less than 3 years RS0 1 .35 -1.43
3 years and more 52 3.75 43

Total less than 3 years 28 3.69 .30 -1.02
3 years and more 52 3.77 .37

Note: *=p <.05

From Table 5, the results indicated that years in the industry does not have any
significant difference with El level. The result showed that the EI level of the business
consultants who worked in the industry for less than 3 years, and 3 years and more are not

significantly different. The overall mean score of the business consultants who have
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worked in the firm for less than 3 years was 3.69 (SD = .30), while those of the business
consultants who have worked in the firm for 3 years and more was 3.77 (SD = .37).
According to the five EI competencies, the business consultants who worked in
the industry for 3 years and more scored the highest in self — awareness (M = 3.86, SD
=.45) , and motivation (M = 3.86, SD = .49), followed by empathy (M = 3.79, SD = .43),
social skill (M =3.75, SD = .43), and self — regulation (M = 3.56, SD =.61). For the
business consultants who worked in the industry of less than 3 years, motivation is at the
highest level (M = 3.80, SD = .43), followed by self-awareness (M = 3.72, SD = .39), self-
regulation (M = 3.67, SD = .49), empathy (M = 3.64, SD = .53), and social skill (M =

3.61, SD =.75).

Summary

The purposes of this study were to investigate the El level of the business
consultants who were working for a consulting firm in Bangkok, and to explore if gender
and years in the industry have any significant difference with EI level. The findings
showed that the EI level of the business consultants were at a high level. Regarding the
five El competencies, motivation was ranked as the highest level, followed by self -
awareness, empathy, social skills, and self — regulation. Despite the findings, the results
revealed that there was no significant difference between EI level based on gender and

years in the industry.



CHAPTER FIVE

CONCLUSION AND DISCUSSION

In this chapter, the conclusion was presented, and the results of the study were
discussed in relation to the research questions. Besides, the limitations of the study and

recommendations for further research were also suggested.

Conclusion

This study aimed to investigate the EI levels of business consultants who work in
a consulting firm in Bangkok, and to compare EI level with the demographic differences
including gender and years in the industry. The research instrument used in the study is
the questionnaire adapted from the study of Pipitpattana (2000). The questionnaire was
developed in accordance with Goleman’s theory which categorized EI into five
competencies including self-awareness, self-regulation, motivation, empathy, and social
skill. To standardize the questionnaire, the researcher asked three experts who are a
senior manager and HR manager at the consulting firm, and Dr. Pinyapan Roamchart to
review the questionnaire, and give suggestions in order to develop a better version.

The result revealed that the overall El levels of the business consultants were high.
The mean score of each EI competencies including self — awareness, self — regulation,
motivation, empathy, and social skill were also at the high level. However, the result
revealed that there were no significant difference between El level of this group of

business consultants based on gender and years in the industry.
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Discussion

The findings of this study are presented in relation to the research questions as
follows:

Research Question 1:

What are the levels of emotional intelligence among business consultants who
work for a consulting firm in Bangkok?

According to the results of the study, the overall El levels of the business
consultants were at the high level. It is likely that the company considers hiring the
person who has high EI level, since the position, according to Macalam (2009), requires a
person who has a great deal of communications and negotiation skills. Besides, the
findings were also relevant to Scott-Halsell, Blum, and Huffman’s (2008) study. They
investigated EI level among the hospitality industry professionals and found that their El
level of this group is above average. They asserted that the person who works in the
hospitality are required to interact with both colleague and clients. They explained that
the person who gets higher El level is having a better work performance, and also their
customers are satisfied with their service quality.

The characteristics of the business consultants are similar to the hospitality
industry professionals in terms of the requirement to interact with both colleague and
clients. Working in this role requires a person to have EI competencies in order to
perform their job effectively. For the hospitality industry professionals, if they have El
skills, their working performance, service quality, customer’s perspective toward their
service and their revenue are expected to be better. Likewise, if the business consultants
have high El, they will eventually have a better work productivity, better relationship
with both colleague and clients. As a result, they will sustain their levels of performance

and achievement at work.
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Regarding the EI competencies proposed by Goleman (1995), the findings showed
that the business consultants scored highest in the motivation, followed by self-
awareness, empathy, social skills, and self-regulation competencies. Due to economic
crisis, the high competition in the industry and the working environment of the business
consultants, clients need to hire the consulting professional who can help them solve their
operation issues. Therefore, they are looking for consulting firms that match their needs.
They preferred not to only use the service from the reliable company; they are also
requiring having the services from the most outstanding person. Thus, most business
consultants are required to set the goal in their career paths, and tried to achieve it. This
might be the reason why this group of business consultants scored highest in motivation

competency.

Research Question 2:

Are there any significant differences in the EI of business consultants based on
gender and years in the industry?

The findings showed there was no significant difference between EI level based
on gender. Having the same jobs’ responsibility, and working on the same scope of works
for some times, it is possible that gender might not be the factor that leads to the
differences in El level. The findings were inconsistent with Sanchez, Fernandez,
Montanes, and Latorre (2008), who asserted that gender differences in emotional
competencies are related to the socialization and emotional teachings of girls and boys in
childhood. They explained that girls receive wider spectrum of emotions from parents
than boys do which make the former more adept at recognizing and expressing emaotions.
However, the findings were consistent with Bar — On (2000) who claimed that the EI

level between men and women does not differ. However, their El level may differ on
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some specific competencies. Bar — On (2000) investigated EI level of 77,000
administrations of the Emotional Quotient Inventory (EQ-i) and found that the overall EI
level between men and women are not different. His study revealed that women have
higher scores in empathy, interpersonal relationships and social responsibility, while men
scored higher in self-actualization, assertiveness, stress tolerance, impulse control and
adaptability. Similarly, this can be ascertained by Nasir and Igbal (n.d.)’s study. They
studied the relationship of demographic factors including gender, age, and location of
residence, household income and parent’s education with EI level of university students.
The results revealed that there is no significant relationship of El level with gender.

In terms of years in the industry, this study revealed that there is no significant
difference between EI level based on years in the industry. Since the business consultants
had worked in the same working environment, and had gained some knowledge of being
the business consultants, it is plausible that their EI level does not different. Likewise,
Kumar and Muniandy (2012) investigated the EI level among the lecturers in Malaysia,
and explored whether EI level was associated with the demographic data included gender,
age, occupational grade, and work experience. They mentioned that the lecturer was
considered as the service based professional. The results revealed that EI levels among
the lecturers were at the average level. Moreover, there was not significantly different
between the EI levels based on prior work experience. However, the findings of this
study were inconsistent with the research of Mishra and Mohapatra (2010). They studied
the relationship between EI and work performance among corporate executives in terms
of different demographic variables such as gender, academic qualifications and years in
the industry. They found that years in the industry was the only factor that was positively

related to the EI scores.


http://encyclopedia2.thefreedictionary.com/Quotient
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Limitations of the Study and Recommendations for Further Research

This study has some limitations. Firstly, it was conducted only with eighty
respondents who work in a consulting firm in Bangkok. Therefore, the findings did not
investigate the El levels of business consultants in general. Future studies should select
respondents from different consulting firms, and increase the number of respondents.
Secondly, this study used only a questionnaire to collect data. In order to gain more
accuracy, future research could include interviews with business consultants. Using
various research methods will generate more information from respondents. Besides,
future studies could investigate other demographic variables such as age, and educational
background in order to find out if there are any significant differences between El levels

based on other variables.
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Appendix A

Questionnaire (Thai Version)
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Appendix B

Questionnaire (English Version)

Emotional Intelligence Test

The purpose of this test aims to measure emotional intelligence. The researcher
hereby asks for the cooperation of all participants to answer the questions based on your
true feelings. There is no right or wrong answers, just the feelings and opinions of the
participants. The answers to this questionnaire will be kept confidential and used only for

the purposes of this study.

This test is divided into two parts; the first part is a questionnaire concerning the
personal data of respondents, and the second part consists of forty — five questions which

aim to measure emotional intelligence in five areas.

Part 1: Personal Data

Explanation: Please markv'in the O

1. Gender d Male d Female
2. Years in the Industry

d Less than 3 years d 3 years and more
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Part 2: Emotional Intelligence Test

Explanation: The test includes forty five questions that measure emotional intelligence
in five areas: self - awareness, self-regulation, motivation, empathy, and social skills.
Please consider the message that best describes your behaviour, and mark v in the space

provided
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! | know my feeling.
2 | I know my feeling when | was not satisfied with
boss or colleagues.
3 | always feel upset with no reason.
4 I know who makes me feel upset.
5 | I can explain the situations that would make me
feel unhappy or not satisfied.
6 I know what I should improve.
7 | I can guess the result that will come after | acted
upset with my boss.
8 I know my strength.
9 :
I can do anything.
10 .
I am confident that | am helpful to my colleague.
11 | I didn’t think about the outcome after I acted
badly with my colleague.
12 | I won’t think about the outcome if I feel upset
with anyone.
13 | When | feel stressed, | know how to find a way to
relieve stress without disturbing others.
14 | I can listen to my boss and colleagues’ comments
without expressing any feeling.
15 | Even I am in a bad mood, I can still talk to others

normally.
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16 | Even I disagree with my colleagues’ opinions; |
will listen to them until they finish explaining.
17 | 1 will be nervous when | need to work with
someone I don’t like.
18 | It takes long time to control my feeling when |
feel upset with someone.
19 | I don’t like when other people have different
opinions from mine.
20 | When I was criticized by my boss, | feel anxious
for a long time.
21 When | was assigned to be responsible for
difficult works, | will think about the advantages
of it.
22 | I encouraged myself in a positive way when |
find difficulties at work.
When | have problems at work, I will try to find
23 .
ways to solve the problems even there might not
be a chance to achieve it.
24 | 1 am trying to improve my own work in order to
achieve my plan.
25 | feel that the difficult work is challenging.
26 | When there are obstacles in the work, I can find a
ways to solve the problem.
27 When | set a plan to my work, | will achieve it.
28 | I always think about the bad things when | was
assigned to be responsible for a difficult work.
29 | When my friend tells me about their problems, |
understand their thought and feeling very well.
30 | am able to understand the ideas of others.
31 | I am able to predict the needs of my boss, and

able to fulfill their requirements.
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Working as a team, | consider the needs of
32 )
everyone and attempt to meet those requirements
as soon as possible.
I can recognize the emotion of my colleagues by
33 : ) . : .
observing their facial expressions and looking
through their eyes.
34 | I can recognize the mood of the person whom |
am talking to.
35 | I can recognize the emotions of others by
listening to the tone of their voice.
36 | I can tell what others feel about myself while
they are talking to me.
37 | I can tell that someone is not satisfied by their
facial expressions and gestures.
38 | I can talk until my colleagues and my boss agree
with me.
39 | I am able to make my colleagues agree with my
ideas.
When | do not agree with the ideas of others, I
40 : . :
am able to explain my opinions so that it
convinces others to agree with me.
41 | am pleased to listen to others who I might have
a bad attitude with.
42 | | am able to take the initiative to do new things
that benefit the group or organization.
43 I can be a good coordinator in a group.
44 | Working as a team, | give the opportunity to
everyone to show their talents.
45

I can work with others.
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