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Psychological empowerment and job
performance of star-rated hotels: The mediating
role of emotional intelligence

Jennifer Cudjoe’*, Daniel Agyapong?, Osman Light?, Stephanie Efua Frimpong? and
Richard Kofi Opoku*

Abstract: This paper examined the mediating role of emotional intelligence in the
relationship between psychological empowerment and job performance. The quan-
titative approach was employed using a survey research design with a sample of
289 respondents from the star-rated hotels in the Central Region, Ghana. The
explanatory research design was adopted to explain the relationships among psy-
chological empowerment, emotional intelligence and job performance through the
testing of hypotheses. PLS-SEM was used to test these hypotheses. It was found
that psychological empowerment had a positive significant relationship with job
performance in star-rated hotels. Furthermore, psychological empowerment had
a positive relationship with emotional intelligence. Also, emotional intelligence had
a positive significant relationship with job performance. Additionally, it was identi-
fied that emotional intelligence partially mediates the relationship between psy-
chological empowerment and job performance. From the results, management of
star-rated hotels should pay critical attention to employees’ psychological empow-
erment as a job resource since it improves emotional intelligence and enhance job
performance.

Subjects: Work & Organizational Psychology; Business, Management and Accounting;
Industry & Industrial Studies;

Keywords: psychological empowerment; job performance; emotional intelligence; star-
rated hotels

1. Introduction

Globally, the travel and tourism sector contributes significantly to the achievement of the sustain-
able development goals, specifically, SDG#1, 2 and 8. In a fast-developing continent like Africa, the
travel, tourism, and hospitality sector has become a major sector that employed approximately
24.7 million people and contributed about USD 169 billion to the continent’s GDP in 2019 (World
Travel and Tourism Council, 2021). Specifically, in Ghana, the hospitality sector generated around
525,374 jobs as of 2021. The hotel industry in Ghana is made up of budget and star-rated hotels,
totalling over 4,000 (Ministry of Tourism, Arts and Culture, 2019).

The star-rated hotels with its wide variety of packages, space, facilities, and workers are usually
preferred by most tourists and visitors. Among the 16 regions in Ghana, the Central Region holds
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four of the Worlds Heritage Monuments sites in the country (United Nations Educational, Scientific
and Cultural Organisation [UNESCO]), which attracts a greater number of tourists to the region.
However, most of these tourists and visitors prefer to lodge in Accra or Takoradi even though the
Region has over 197 star-rated hotels (Anaman & Dacosta, 2017; Ghana Hotels Association [GHA],
2022). This has been attributed to poor job performance behaviours of the hotel workers
(International Labour Organisation [ILO], 2020). These behaviours of the workers manifest in
slow response to reservations, lack of cooperation and flexibility, insubordination, inappropriate
work methods and unwillingness to take responsibility coupled with lower friendliness among
workers and managers (International Labour Organisation, 2020; Amankwah-Amoah et al,,
2017; Anaman & Dacosta, 2017). These poor job performance behaviours have resulted in custo-
mer dissatisfaction, loss of clients, poor patronage and loss of business investment capital.

In view of this, several interventions have been taken by industry partners in the form of
rewards, pieces of training, capacity building, and development. Despite all these efforts, the
problem still exists. In stimulating hotel workers’ performance in this Region, psychological
empowerment and emotional intelligence (EI) of workers are sensitive antecedents for considera-
tion (Francis & Alagas, 2020) as supported by the job demands-resources theory. Psychological
empowerment and emotional intelligence are job and personal resources that can help employees
in managing job demands such as job performance and promote positive job outcomes by
motivating employees.

Literature reveals that psychological empowerment has gained the attention of many scholars
in their quest to alienate poor job performance behaviours among workers in Western nationals
(Commey et al,, 2016; Li et al., 2018; Olcer & Florescu, 2015; Shi et al., 2022; Tuuli & Rowlinson,
2009). However, in the context of developing nations, there is scanty literature on psychological
empowerment and job performance in the hotel industry, especially in the Central region of Ghana
(Francis & Alagas, 2020). Furthermore, studies have not focused on regressing psychological
empowerment on employee job performance with recourse to how emotional intelligence could
impact the relationship. In addition, most of these studies employed only task and contextual
performance in the operationalisation of job performance without looking at the adaptive perfor-
mance aspect of job performance (Yao et al., 2020). On this premise, the foci of this paper were to
examine the relationship between psychological empowerment and job performance as well as
the mediating role of emotional intelligence in the relationship between psychological empower-
ment and job performance in the star-rated hotels in the Central Region-Ghana.

The rest of the paper looks at the literature review, research methods and model. These are
followed by the analysis of hypotheses, findings, discussions, and conclusions. Lastly, the implica-
tions of the study and suggestions for future studies were presented.

2. Literature review

2.1. Job demands-resources theory (JD-R)

The job demands-resources theory (JD-R) is an organisational theory propounded after the publication
by Demerouti et al. (2001). The JD-R theory which is an extension of the job demands-resources model,
is a theoretical framework that explains how job demands and resources can affect employees’ well-
being and job performance. According to the theory, there are two types of environments in every
workplace, which are the demands required by the job (job demands) and the resources (job
resources) available or needed to meet those demands (Bakker & Demerouti, 2007, 2017). The recent
extension included in the theory is personal resources (Xanthopoulou et al., 2007;2009). This is known
as the person’s sense of self-efficacy and optimism with their ability to influence their work environ-
ment (Bakker & Demerouti, 2017).

The job demands encompass all the physiological, social, and emotional pressures associated
with one’s work and require a persistent effort and a corresponding psychological cost (Demerouti
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et al, 2001). Included in the job demands are a hefty workload, conflicting demands from
managers and clients, a stressful work environment, emotional labour, poor relationships, and
uncertainty in the role. On the contrary, job resources are the physical, psychological, social, and
organisational dynamics that help individuals perform well and reduce negative work outcomes
(Bakker & Demerouti, 2017; Demerouti et al., 2001). Autonomy, self-efficacy, the opportunity for
advancement, coaching, learning, and development are all considered resources. According to the
theory when job resources are high and job demands are low, it improves motivation, upsurges
performance, and other positive job outcomes.

Additionally, the theory explains how job demands and resources have multiple effects on motiva-
tion and stress (Bakker & Demerouti, 2014). Khan et al. (2020) indicated that empowered staff are
more sensitive to client needs and deal with consumers more cordially, leading to increased perfor-
mance. According to this notion, job demands, as well as job and personal resources, activate different
processes. Job resources result in a motivational process; therefore, possessing those leads to better
job performance. Similarly, in this current study, it was suggested that psychological empowerment is
a job and personal resource. Moreover, per the job demands-resources theory, employees use their
resources to meet the job demands (Bakker & de Vries, 2021).

For example, having autonomy in one’s work, which is the same as the self-determination
dimension of psychological empowerment, can suppport an employee in dealing with a heavy
workload. On the other hand, when high, job demands cause job strain, which harms job perfor-
mance (Tummers & Bakker, 2021). Additionally, the JD-R theory is a two-pronged paradigm, with
one focusing on health impairment and the other on motivation. According to the health impair-
ment process, high employment demands lead to burnout and health concerns (e.g., exhaustion,
sleep disturbances, and cardiac dangers). Employees who are subjected to high emotional
demands, excessive work overload, or workplace emotional discord, for example, have been
reported to experience exhaustion (Bakker & de Vries, 2021; Bakker et al., 2003).

Alternatively, job resources lead to good job outcomes such as employee commitment,
employee performance, and intention to stay, in the motivational process (Bakker & Demerouti,
2007). This is because embedded in job resources are both intrinsic and extrinsic stimulus on
performance since it supports employee knowledge acquisition, development, and evolution
(Bakker & Demerouti, 2007). Also, job resources intrinsically motivate and enhance job perfor-
mance (Lupsa et al., 2019). It assists in fulfilling fundamental human needs including competence
and relatedness (Bakker & de Vries, 2021).

Psychological empowerment is a four-dimensional variable, which is defined as the extent to
which employees feel competent, find their work meaningful, and are determined in their work,
and is considered a critical job resource (Spreitzer, 1995). Empowered employees are more likely to
feel engaged, motivated, and committed to their work, which can lead to higher job performance
(Afsar & Badir, 2016). Psychological empowerment was recognised by Ugwu et al. (2014) as
a resource, while Schaufeli and Taris (2014) identified risk-taking and performance as job
demands. Also, Ugwu et al. (2014) indicated that psychological empowerment is a resource that
retains personnel on track to complete their tasks. The Job Demands-Resources theory explains
the interaction between job demands and job resources as well as their influence on job outcomes
(Igbal et al., 2020; Kirrane et al., 2018).

This study is peripheral to the JD-R theory and on the premise that job performance constitutes
a job demand which can be better dealt with by psychological empowerment serving as a job
resource to improve the well-being of employees and promotes positive job outcomes. The JD-R
model (Demerouti et al., 2001; Seibert et al., 2011) reveals that employees can use psychological
empowerment as a resource on the job to stimulate job performance. Lupsa et al. (2019) highlight
that when employees have access to and increase these resources, it enhances job performance
and improves their well-being. Furthermore, The JD-R theory suggests that job resources, such as
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psychological empowerment, can buffer the negative effects of job demands on employees’ well-
being and job performance. This means that even when employees face high job demands, having
access to job resources like psychological empowerment can help them cope and perform better
(Bakker & Demerouti, 2017).

In the context of emotional intelligence, job demands such as emotional labour or stress can
deplete an employee’s emotional resources, while emotional intelligence can act as a job resource
to help employees effectively manage these demands (Bakker & De Vries, 2021). For example,
employees high in emotional intelligence may be better equipped to manage the emotional
demands of a customer service role, leading to reduced burnout and turnover (Bakker & De
Vries, 2021). This highlights the importance of emotional intelligence as a job resource in mana-
ging job demands and promoting positive job outcomes.

Emotional intelligence refers to the ability to recognize and understand one’s emotions, as well
as the emotions of others, and use that information to guide thinking and behaviour. According to
a study by Sanchez-Gomez and Breso (2020), employees who possess high levels of EI are better
able to cope with job demands and are more likely to experience positive job outcomes, such as
job satisfaction and performance. Employees who possess high levels of EI may be better able to
leverage the resources provided by psychological empowerment to enhance their job performance.

This study broadens the theoretical perspective of job demands-resources theory by looking at
how psychological empowerment and emotional intelligence might be used to deal with work-
place demands such as job performance. Figure 1 depicts the hypotheses that were examined in
this study.

3. Conceptual review

3.1. Psychological empowerment

Conger and Kanungo (1988) defined psychological empowerment as a process that fires emotions
of self-efficacy among employees by removing all variables that promote powerlessness through
formal organisational procedures and informal means of providing useful knowledge. It stimulates
and induces employees’ enthusiasm to work and promotes job performance (Meng & Sun, 2019)
through meaningful work, self-determination, and the impact of the employees as well as their
competence.

Meaning produces an emotional response to the relevance and significance of work to the
individual. The self-determination dimension of psychological empowerment implies some control
over employees’ work habits and procedures (Bell & Staw, 1989). Increased flexibility, inventive-
ness, initiative, resilience, and self—control result from the self—determination of employees
(Thomas & Velthouse, 1990). Competence is seen as self-efficacy, an individual’s confidence and
belief in one’s ability to execute well within their domain of skill. Bandura (1977) compares
competence to personal mastery or effort—performance expectancy. The impact of employees
is described as the extent to which an individual’s behaviour or job brings a difference in the
workplace. Impact refers to an employee’s ability to influence strategic, administrative (Ashforth,
1989), and work results for the organisation (Spreitzer, 1995), as well as persuade others to assent
to their ideas (Quinn & Spreitzer, 1997). Despite their differences, all of these elements contribute
to the overall concept of psychological empowerment (Spreitzer, 1995).

4. Emotional intelligence

Wong and Law (2002) established the WLEIS scale, which is linked to the four measures of
emotional intelligence: Self-Emotion Appraisal, Others’ Emotion Appraisal, Use of Emotion and
Regulation of Emotion. A self-emotion appraisal is an ability to be familiar with and express one’s
profound emotions. The ability to detect and comprehend others’ emotions is referred to as others’
emotion appraisal. Regulation of emotion is explained as a person’s capability to control their
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emotions, which allows them to recover from psychological pain more quickly. The use of emotion
gauges a person’s capdacity to direct their emotions toward useful endeavours and superior
achievement (Hur et al,, 2011; Yan et al., 2018).

5. Job performance

Borman and Motowidlo (1997) classified individual performance into two categories: task perfor-
mance and contextual performance. Adaptive performance has been included as a distinct domain
in job performance evaluation by Sinclair and Tucker (2006) and Haneberg (2011) in response to
recent environmental dynamics. Overall, job performance is described as the behaviour of an
individual employee that is relevant to the organisation’s aim. Job performance is determined by
the behaviours and actions of the employees (Campbell & Wiernik, 2015).

Task performance is characterised as an employee’s conduct consistent with the requirements
of their job description. It is seen as behaviours that aid in the creation of a product or the delivery
of services. It contains work-related behaviours that are largely role-specific and are typically
stated in job descriptions (Borman & Motowidlo, 1997). As a result, the universal frameworks for
task performance are difficult to obtain because they are related to fundamental job functions,
and perspective frameworks are used.

Contextual performance is viewed as the behaviour which supports the ideal corporate, social,
and psychological surroundings and is consistent with the organisation’s goal, it is known as
organisational citizenship behaviour (OCB). It is also described as the conduct that assists the
organisation in achieving its objectives by enhancing the social and psychological environment
(Rotundo & Sackett, 2002). It includes activities that go above and beyond what is required for
a job, like initiative, proactivity, teamwork, and enthusiasm (Koopmans et al., 2011). Adaptive
performance is concerned with interdependent development, work system uncertainty, and con-
tinual changes in the workplace.

6. Psychological empowerment and job performance

Since the term’s inception, scholars have emphasised the link between psychological empowerment
and job performance (Figure 1), because psychological empowerment’s ultimate goal is to improve
workplace performance. Empowerment should not only been captured as a phenomenon that lies on
managers to execute to their employees but instead, it should focus on the psychological perspective
that produces intrinsic motivation and helps employees to perform better.

Olcer and Florescu (2015) conducted a study to assess the mediating role of job satisfaction in
the relationship between the aspects of psychological empowerment-meaning, competence, self-
determination, and impact-and job performance in the manufacturing sector. It was discovered
that the psychological empowerment characteristics, competence, self-determination, and impact
improved job performance, whereas meaning had no link to job performance. Again, Al-
Makhadmah et al. (2020) researched psychological empowerment and employee performance in
four and five-star hotels in the Dead Sea- Jordon tourist Area. In their study, it was revealed that
the performance of employees was influenced by meaning and self-determination dimensions of
psychological empowerment, while competence and impact of employees did not affect job
performance. Also, the educational level of the employees significantly moderated the relationship
between impact and employee performance but did not affect the meaning, competence, and self-
determination.

Research on the effect of psychological empowerment on job performance is still in its early
stages. For instance, Spreitzer’s four-dimensional psychological empowerment measure was uti-
lised by Liden et al. (2000) to examine how it affects job performance. They discovered that
psychological empowerment had a significant positive effect on job performance. According to
Dewettinck et al. (2003), psychological empowerment has no seeming effect on job performance,
although it can boost employee job satisfaction and commmitment. In the study by Pepra-Mensah
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et al. (2015) among hotel employees in Cape Coast and Elmina in the Central Region of Ghana on
the effect of work attitudes on turnover intentions, it was found that satisfaction, motivation, and
alternative job opportunities had a significant relationship with intention to quit. Albeit, organisa-
tional commitment and job hopping were not significant to the intention to quit. Instead, they
concluded that the management of hotel businesses must consider proper compensation and
motivational strategies to retain employees to enhance job performance. This raises a key question
that needs careful attention in the current literature; what motivational strategies should hotel
managers adopt to retain employees and improve job performance?

Psychological empowerment is the process that ignites self-efficacy among employees. It is
a form of intrinsic motivation that makes employees feel they have work-related abilities and
control over their decision. Most of the studies (Amankwah et al., 2020) focused on the theorised
motivational packages, rewards as well as training and how they influence the performance of
employees. It was identified that studies on psychological empowerment as a motivational strat-
egy is scanty, especially in Ghana. Therefore, it was hypothesised that,

Hy: There is a significant positive relationship between psychological empowerment and job perfor-
mance of workers in star-rated hotels.

7. Psychological empowerment and emotional intelligence

Conger and Kanungo (1988) defined psychological empowerment as a process that fires emotions
of self-efficacy among employees by removing all variables that promote powerlessness through
formal organisational procedures and informal means of providing useful knowledge. Thomas and
Velthouse (1990) expanded on this premise, stating that a broad collection of activities, including
meaningfulness, choice, competence, and impact of employees, might inherently inspire people.
Despite their differences, all of these elements contribute to the overall concept of psychological
empowerment (Spreitzer, 1995).

Meaning produces an emotional response to the relevance and significance of work to the
individual. Meaning is the importance of the work objectives to one’s ideals and the assessment
of a task’s goal (Spreitzer, 1995). The self-determination dimension of psychological empowerment
implies some control over employees’ work habits and procedures (Bell & Staw, 1989). The impact
of employees is described as the extent to which an individual’s behaviour or job brings
a difference in the workplace. Impact refers to an employee’s ability to influence strategic,
administrative (Ashforth, 1989), and work results for the organisation (Thomas & Velthouse,
1990), as well as persuade others to buy into their ideas (Spreitzer, 1995).

Emotional intelligence according to the definition is described as a concept with four dimen-
sions; the capacity for emotion management, sensation, and expression of emotions as well as
the understanding and use of emotions as a tool for thought (Goleman, 1995). Emotionally
intelligent employees may be more conscious of their own and others’ emotions. As a result of
their great emotional intelligence, people may be able to perform well (Kamassi et al., 2019). In
addition, employees must be able to grasp customers’ perspectives and form relationships with
them to support possible transactions, most notably in the service organisations like the hotel
industry.

Wong and Law (2002) established the WLEIS scale, which is linked to the four measures of
emotional intelligence: Self-Emotion Appraisal, Others’ Emotion Appraisal, Use of Emotion and
Regulation of Emotion. A self-emotion appraisal is an ability to be familiar with and express
one’s profound emotions. The ability to detect and comprehend others’ emotions is called
others’ emotion appraisal. Finally, emotion regulation is explained as a person’s ability to
control their emotions, allowing them to recover from psychological pain more quickly.
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Taking into consideration these measures, psychological empowerment may enhance the
emotional intelligence of employee through incresase self-awareness, social awareness and
adaptability.

In this light, psychological empowerment dimensions, including meaningful work, compe-
tence, impact and self-determination, may influence employees’ emotional intelligence (see
Figure 1). Thus, when empoloyees are empowered, they are likely to engage in work baha-
viours and practices that promote emotional intelligence. For instance, the meaningful work
dimension of psychological empowerment can boost employees’ emotional intelligence.
Emotional intelligence, unlike intelligence quotient, can be learnt over time on the job. As
employees find meaningfulness in their work, they become attached to it and develop the
essential skills to perform their work quickly and efficiently. The hotel work environment
requires employees to be emotionally intelligent and employees who find their work mean-
ingful are psychologically empowered, and their emotional intelligence may be enhanced.
Employees who possess high levels of EI may be better able to leverage the resources provided
by psychological empowerment. Thus, it was hypothesised that:

H,: There is a significant positive relationship between psychological empowerment and emotional
intelligence of workers in star-rated hotels.

8. Emotional intelligence and job performance

Emotional Intelligence (EI) theory, explains emotional intelligence as a set of interconnected social
and emotional competencies that connote how well people comprehend and communicate,
understand and relate to others, and manage the pressures of everyday life. Countless interaction
with clients from diverse backgrounds and high demands on employees from both customers and
managers (Brunetto et al., 2012; Siaw et al,, 2018) requires that employees are emotionally
intelligent to communicate effectively and control their emotions.

In other words, whether employee’s conduct reflects the organisation’s objectives depends on
its ability to produce the intended outcomes. One of the categories of performance, job perfor-
mance, indicates whether the work done by the employees is effective or whether they can
demonstrate good talent, which represents how well a person is exploiting opportunities (Gong
et al,, 2019). In a study by Chong, Falahat and Lee (2020), it was found that emotional intelligence
dimensions (intrapersonal skills, interpersonal skills, adaptability and general mood) have
a significant positive relationship with job performance.

An individual who can thrive in the hotel industry or the hospitality profession, and coordi-
nate closely with customers and managers, must be someone with sufficient emotional intelli-
gence to recognise and take advantage of their sentiments and thoughts. In their study, Zhang
and Fan (2013) discovered that emotional intelligence has a positive significant relationship
with project performance. Their study also revealed that international involvement and con-
tract type moderate the relationship between emotional intelligence and project performance.
Another study by Alonazi (2020) on the effect of emotional intelligence and job performance
during the COVID-19 pandemic found that emotional intelligence had a significant relationship
with job performance. Similarly, Asiamah (2017) studied the relationship between emotional
intelligence and job performance among health workers. It was discovered that emotional
intelligence had a significant positive effect on job performance. Also, it was concluded that
employees’ emotional intelligence helps them to perform their job roles and thus when
improved, employees will increase their job performance (Asiamah, 2017). In response, it was
hypothesised in this study that;
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Figure 1. Research model.
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Hs: There is a significant positive relationship between emotional intelligence and job performance
of employees in the hotel industry in the Central region.

9. Psychological empowerment, emotional intelligence and job performance

Scholars have found relationships between psychological empowerment and emotional intelli-
gence. Several studies on emotional intelligence, such as (Bar-On, 1997; Bar-On & Parker, 2000;
Langhorn, 2004; Goleman, 1995), concluded that emotional intelligence and job performance are
positively correlated. According to a meta-analysis, employees having high emotional intelligence
outperformed those with low emotional intelligence (O’Boyle et al., 2011). Similarly, Jung and Yoon
(2012) discovered that among food and beverage (F&B) personnel in a luxury hotel, there is
a direct negative relationship between emotional intelligence and counter productive work
behaviours.

According to Idrus et al. (2015), psychological empowerment influences employees’ emo-
tional intelligence. Also, Francis et al. (2018), studied the causal relationship between
employees’ emotional intelligence, organisational support, organisational citizenship beha-
viour, and job performance. They found that emotional intelligence and psychological
empowerment positively impact job performance. Furthermore, Lipson (2020) conducted
a study to determine the role of emotional intelligence in the relationship between job
resources and employee work engagement, and it was discovered that emotional intelligence
did not affect the relationship between supervisor support, autonomy and employee engage-
ment. Emotional intelligence may be crucial when working in the service sector and other
businesses where employees must interact with customers (Karimi et al., 2021). Emotional
intelligence (EI) is the capacity to identify, comprehend, and use one’s own and others’
emotions to inform one’s own and others’ actions. According to a study by , employees
who have high levels of EI are better equipped to handle job demands and are more likely
to have favourable employment outcomes, such as job satisfaction and performance. High EI
employees may be more adept at utilising the tools offered by psychological empowerment
to improve their work output. Moreover,employees who feel psychologically empowered are
more motivated in their job roles which can enable them to effectively understand and
manage their emotions to maintain a positive attitude and build better interpersonal relation-
ships in the workplace. This emotional intelligence, in turn, positively affects job performance
(Figure 1). As a result, it was hypothesised that;

H,: Emotional intelligence mediates the relationship between psychological empowerment and job
performance.
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10. Summary of literature review

10.1. Psychological empowerment, emotional intelligence and job performance

Theme Authors Method Finding Gap Economy
Job Satisfaction, | Olcer and Quantitate Psychological Limited sample | Developed
psychological Florescu (2015) empowerment | size
empowerment, in terms of
job performance determination,

competence

and impact

favors job

performance
psychological Al-Makhadmah | Quantitative Psychological Limited Developed
empowerment, | et al. (2020) empowerment methods in
job performance in terms of terms of

meaning and analytical tools

self-

determination,

favors

employee

performance
psychological Liden et al. Quantitative psychological Attention was Developed
empowerment, | (2000) empowerment | not given to
job performance affects job intervening

performance variables.
Job satisfaction, | Dewettinck Quantitative psychological Focused on only | Developed
psychological et al. (2003) empowerment | composite
empowerment, has no seeming | variable analysis
job performance effect on job

performance,

although it can

boost employee

job satisfaction
motivational Al-Makhadmah | Quantitative motivational Limited Developing
packages and et al. (2020) packages, constructs
employee rewards as well
performance as training and

how they

influence the

performance of

employees
emotional Asiamah (2017) | Quantitative emotional Limited Developing
intelligence and intelligence had | methods in
job performance a significant terms of

positive effect analytical tools

on job

performance
emotional Alonazi (2020) Quantitative emotional Limited Developed
intelligence and intelligence had | methods in
job performance a significant terms of

relationship analytical tools

with job

performance

Overall
Contributions
of this review

The above review laid the foundation for this study. It can be seen from the review that in

the African continent (Ghana), there is scanty literature how emotional intelligence could
bind hotel workers psychological empowerment and job performance. Even though, this
aspect can add depth to the research, shedding light on how an individual’s emotional
intelligence might act as a bridge between feeling empowered and demonstrating higher
job performance. In terms of methods, this paper used a second general multivariate
analytical tool (SEM) that eliminates (1) the postulation of a simple model structure, (2)
requiring that all variables can be considered observable, and (3) the assumption that all
variables are measured without error (Haenlein & Kaplan, 2004).
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11. Methodology

11.1. Research methods

This research employed the quantitative research approach. The fundamental research design is
survey design. This permitted testing hypotheses and administering the same set of questions to
respondents. The quantitative approach allowed for the use of quantitative tools such as infer-
ential and descriptive statistics to describe issues in this study (Hoover & Donovan, 2008). Also,
validity and reliability were all tested in this study as they are vital to this study.

12. Survey instrument

The instrument employed for gathering data for the study was a structured questionnaire. The
questionnaire contained closed-ended items which were self-administered. After developing the
instruments, reliability and validity were tested through the use of Cronbach Alpha, and peer and
expert review. Prior to the distribution to the employees in the star-rated hotels in the region, the
instrument was pre-tested and revised based on experts’ opinions. All items were rated on
a 5-Point Likert-like scale with “1-least agreement to 5-highest agreement.”

The survey questionnaire (see Appendix B) contained four sections. Section A gathered information on
the demographics of the respondents (see Appendix A). Section B collected information on workers
psychological empowerment using the Psychological Empowerment Scale (PES) given by Spreitzer
(1995) was adapted and was supported with items from Singh and Sarkar (2018). Each sub-dimension
had five items making a total of 20 items. Section C comprised question items on emotional intelligence.
The Wong and Law Emotional Intelligence Scale (WLEIS), established by Wong and Law (2002), was
used. This scale had a total of 16 items with 4 items for each subscale. And Section D was on job
performance of the employees. It was measured by “The Individual Work Performance Questionnaire”
(IWPQ) by Koopmans et al. (2015) for the task and contextual performance. Individual Adaptive
performance measure given by Marques-Quinteiro et al. (2015) was used to measure Adaptive
Performance.

13. Data collection

The respondents for this study were employees in star-rated hotels in the Central Region. The
probability sampling technique known as simple random sampling was used in this study. The
lottery method of simple random sampling technique was used. This technique gives every
employee in the target population an equal chance of participating in the study, thus ensuring
that biases associated with data collection were minimised. This technique was used because all
the employees in the star-rated hotels were considered a homogenous group with similar char-
acteristics. All the respondents in the various hotels were assigned numbers to represent them on
paper cards. These papers were folded and placed into a container, afterwards, these paper cards
were blindly selected until the sample size was obtained. Table 1 represents the sample frame for
the employees of star-rated hotels in the Central Region and the proportion of the sample.

14. Sample size

A sample size of 289 hotel employees was generated using Krejcie and Morgan sample size
determination table (Krejcie & Morgan, 1970). The distribution of the sample size among the hotels
were done using proportions (see Table 1). Simple randomly sampling was used through the lottery

Table 1. Sample frame of respondents

Hotels Number of Employees Proportion of the sample
3-star ' 309 78
2-star 280 71
1-star 556 140
TOTAL ’ 1,145 ' 289

Source: GTA (2022).
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method (Rahman et al., 2022). Ethical issues such as voluntary participation, anonymity and
informed consent were adhered to in this study.

15. Area of study

The area of study was the Central Region of Ghana. The area was selected for the study because of
its numerous contributions to tourism and ecotourism in Ghana. The region’s capital, Cape Coast
was Ghana’s first Capital of Ghana. Tourism, particularly high-end leisure and ecotourism, is
already significantly influencing jobs and community income in the Cape Coast, Elmina, and
other districts along the region. The target population were employees working in star-rated hotels
in the Central Region at the time of the survey. Information from the Office of the Ghana Tourism
Authority in Cape Coast indicated that the total number of employees of the star-rated (3-star,
2-star and 1-star) hotels in the Central Region was 1,145 employees as of 2022.

16. Measurement of variables

16.1. Psychological empowerment
In measuring psychological empowerment, four measures were utilised: meaningful work, com-
petence of employees, self-determination and impact of employees (Spreitzer, 1995).

16.2. Emotional intelligence
In this study, Emotional Intelligence had four measurements from Wong and Law (2002) which
are: self-emotion appraisal, others’ emotion appraisal, use of emotion, and regulation of emotion.

16.3. Job performance
The measuring components of job performance were Task performance, Contextual performance
(Koopmans et al., 2014) and Adaptive performance (Marques-Quinteiro et al., 2015).

17. Data analysis

The structural equation modelling partial least square using the SmartPLS 3.0 was utilised to test
the measurement model and hypotheses, it was used to calculate the path coefficient (B),
coefficient of determination (R?), effect size (f%), and predictive relevance (Q% to assess the
predictive capability of the structural model (Ringle, Sarstedt & Schlittgen, 2014). Structural
equation modelling has been an appropriate analysis procedure for testing mediation effects.
According to Alwin and Hauser (1975) and Bollen (1987), the mediation effect in SEM can be
described as an indirect effect, such that “the indirect effect of an independent variable (X) on
a dependent variable (Y) via a mediator (M)” in which X influences M, which then influences Hair
et al. (2021) defined that mediation happens once a mediator construct regulates the dependent
and independent variables. Thus, a change in the exogenous variable causes a change in the
mediator construct, resulting in a change in the endogenous construct (see Figure 1). It is
represented by the direct and indirect effects. The causal connection between dependent and
independent variables is known as a direct effect.

A structural path is considered to have indirect effects when it involves some interactions with at
least one intervening construct. As a result, an indirect influence is a chain of two or more direct
effects and is visually represented by many connections (Hair et al., 2021; Nitzl et al, 2017).
Thorough research of mediation is based on relationships that have been theorised and hypothe-
sised, such as the mediating effect on a model that is theoretically supported. There are three
possible outcomes of the mediation process: complementary mediation, competitive mediation,
and indirect-only mediation (Hair et al., 2021; Nitzl et al., 2017). Complementary mediation takes
place when both the direct and indirect effects are significant and point in the same direction. This
is known to be partial (complementary) mediation.

When the direct and indirect effects are both significant but in the opposite direction,
a competitive partial mediation-also known as competing mediation occurs. Additionally, when

Page 11 of 26



Cudjoe et al., Cogent Business & Management (2023), 10: 2266131 ﬂvf Cogent P bus|ness & ma nagement

https://doi.org/10.1080/23311975.2023.2266131

only the indirect effect is significant, there is an indirect only mediation, thus the full mediation
(Baron & Kenny, 1986; Hair et al., 2021). Emotional intelligence’s potential to play a role between
psychological empowerment and job performance was examined in this current study.

18. Results

18.1. Preliminary assessment

This section presents the assessment of the PLS-SEM measurement. Assessing the measurement
model includes the reliability of the indicators, internal consistency reliability, convergent validity and
discriminant validity. The model measurement assessment is evaluated using the factor loadings (see
Table 2), the Rho, and composite reliability were used to assess the internal consistency reliability.
Also, the convergent validity was evaluated using Average Variance Extracted (AVE) and the discrimi-
nant validity, using the Fornell-Larcker Criterion and HTMT. The values for RhoA, Composite reliability
and AVE are shown in Table 3. The values of RhoA and Composite reliability must load more than 0.7,
the AVE values must be above 0,50 (Hair et al., 2021). The HTMT values for discriminant validity is
depicted in Table 4. Even though the Fornell-Larcker criterion for discriminant validity was achieved in
this study, Henseler et al. (2015) suggest evaluating the correlations’ heterotrait-monotrait ratio
(HTMT) is more appropriate in establishing the discriminant validity to address the shortcomings in
the Fornell-Larcker criterion’s inability to reliably identify the discriminant validity. Also, the demo-
graphic characteristics of respondents are shown in Appendix A.

19. Factor loadings

According to Awang (2014), a valid indicator must load 0.60 and above. For that reason, all
indicators that loaded below the threshold of 0.6 were removed to meet the requirement and

Table 2. Factor loadings

Psychological Emotional Job Performance
Empowerment Intelligence

Cm3 0.812

CM& 0.849

CM5 0.874

MW?2 0.626

SD1 0.639

OEA4 0.759

ROE1 0.714

ROE2 0.749

ROE3 0.670

ROE4 0.725

SEA2 0.629

UOE1 0.621

UOE2 0.720

UOE3 0.747

UOE4 0.766

AP2 0.640
AP3 0.733
AP4 0.737
AP5 0.672
TP2 0.755
TP3 0.699
TP5 0.734
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Table 3. Internal consistency and discriminant validity

Cronbach’s Rho-A Composite Average
Alpha Reliability Variance
Extracted (AVE)

Job Performance 0.838 0.848 0.877 0.506
Emotional 0.891 0.895 0.911 0.506
Intelligence
Psychological 0.819 0.848 0.875 0.589
Empowerment

enhance the reliability of the measurement model. A total of 51 indicators were used to measure
all the latent variables in the study. Table 2 presents the indicator loadings for the latent variables.
Psychological empowerment measurement items (MW1, MW3, MW4, MW5, IM1-IM5, CM1, CM2,
and SD2-SD5) were deleted. Emotional intelligence items (SEA1, SEA3, SEA4, and OEA1-OEA3) were
also deleted. Additionally, (AP1, CP1-CP5, TP1, and TP4) were deleted to improve the model’s
reliability.

Table 2 shows that some indicators have been deleted; all indicators loaded below 0.6 as
prescribed by Awang (2014), were removed from the model to increase reliability. In addition, all
indicators loaded below the threshold were deleted given that they fell short of the requirement as
Awang (2014) prescribed. Thus, they are not a true measure of their construct in this study.

20. Reliability test

According to Hair et al. (2021), values ranging between 0.70 and 0.90 thresholds represent
a satisfactory to a good level of reliability. The coefficient Rho, and the composite reliability
were used for the internal consistency reliability because of the deficiencies with the Cronbach
Alpha. The Cronbach Alpha has a limitation of tau-equivalence (It is more conservative and
assumes all the population has the same indicator loadings) (Dijkstra & Henseler, 2015). From
Table 3, using the coefficient Rho, and the composite reliability, all the loadings were above 0.7,
showing greater reliability of the variables (Hair et al., 2021).

21. Validity test

The Validity test has two main tests: convergent validity and divergent validity. Convergent validity
measures the degree to which the indicators converge to explain the latent variables’ variance,
thus the degree by which a given measure is positively correlated with other measurements of the
same construct (Hair et al, 2021). The average variance extracted (AVE) was employed.
A construct is said to explain at least 50% of the variance of its indicators when the AVE value
is 0.50 or higher (Hair et al., 2021). On the other hand, an AVE of less than 0.50 denotes that, on
average, more variance is still present in the item errors than in the variance explained by the
construct. From Table 3, the findings show that each construct has an AVE of more than 0.50.

22. Discriminant validity

The degree to which the constructs in the structural model are distinct from one another is
measured by discriminant validity. For discriminant validity, a construct must be distinct and
capture phenomena not captured by other constructs in the model (MacKinnon, 2008). The
heterotrait-monotrait ratio (HTMT) was employed in this study to establish discriminant
validity.

Due to flaws in the Fornell-Larcker Criteria, the HTMT has been approved and is more appro-
priate. As a result, the HTMT was analysed, see Table 4. Henseler et al. (2015) suggest evaluat-
ing the correlations’ heterotrait-monotrait ratio (HTMT) is more appropriate in establishing the
discriminant validity to address the shortcomings in the Fornell-Larcker criterion’s inability to
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Figure 2. Structural model.

Source: Field data (2022).
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identify the discriminant validity reliably. The indicator correlations’ average value across the
construct is known as HTMT. A latent construct possesses discriminant validity, when the HTMT
value is less than 0.850 (Henseler et al., 2015). From Table 4, discriminant validity was achieved.
23. Assessing multicollinearity

Collinearity occurs when the predictor indicators in the model are highly correlated (Hair et al., 2021). The
metric for assessing the collinearity of indicators in this study is the Variance Inflator Factor (VIF). In PLS-
SEM, a VIF score of 0.2 or lower and a score of 5 or higher indicates a problem of collinearity among the
construct. The results for multicollinearity among independent variables are presented in Table 5.

The collinearity results from Table 5 indicate that the independent variables have no issues with
multicollinearity because they all meet the threshold. A common method bias is not present,
according to the VIF data in Table 5. According to the standards outlined by Kock and Lynn (2012),
a VIF score of more than 3.3 indicates pathological collinearity and a cautionary indicator that the
model may be vulnerable to common method bias. The model can be said to be free from the issue
of vertical or lateral collinearity as well as common method bias if all of the VIFs from a full
collinearity test are equal to or lower than 3.3 (Kock, 2017).

Table 4. Heterotrait-monotrait (HTMT) values

Emotional
Intelligence

Job Performance Psychological

Empowerment

Emotional Intelligence

Job Performance 0.621
Psychological 0.609 0.593
Empowerment

Table 5. Collinearity among variables

VIF
Emotional Intelligence 1.401
Psychological Empowerment 1.401
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24, Assessing the coefficient of determination and the predictive relevance

The model’s explanatory power in terms of the endogenous component is measured using the
coefficient of determination (R?) (Shmueli & Koppius, 2011). The R? values range from 0 to 1, with
values closer to 1 indicating a better explanatory power. Even though R? values are acceptable on the
bases of the research context, R? values of 0.25 are considered weak, 0.50 are considered moderate
whilst 0.75 are considered substantial in the social sciences field (Hair et al., 2011, 2021). The author
also claimed that for structural models, a predictive relevance (Q%) of “0.02, 0.15, and 0.35” and an
effect size (%) of “0.02, 0.15, and 0.35” are viewed as “small, medium, and large,” respectively.

From Table 6, the model had a moderate explanatory power (0.375). This means that psycho-
logical performance and emotional intelligence account for 37.5% of the variations in job perfor-
mance. Additionally, psychological empowerment enhances emotional intelligence by 28.6%.
Therefore, the model results indicate that the model has a moderate predictive significance.

Table 6. Coefficient of determination

R? Adjusted R?
Job Performance 0.375 0.371
Emotional Intelligence 0.286 0.283
Psychological Empowerment

25. Structural model

This study aimed to assess the mediating role of emotional intelligence in the relationship between
psychological empowerment and job performance among star-rated hotels in the Central Region of
Ghana. Information relating to the evaluation of the research hypotheses is provided in this section. This
section assesses the relevance and significance of the path coefficients. The bootstrapping method in
PLS-SEM was used to test the hypotheses. The regression model was employed to test the hypotheses.
All the hypotheses in the study had a significant positive relationship as presented in Figure 2. With H;
the statistical values are: B=0.298, t=4.033, p=0.000; the values for H, are: =0.535, t=9.869, p=
0.000; the values for H3 are: B=0.399, t =5.818, p =0.000; and the values for H, are: =0.213, t =4.930,
p=0.000. The R? for Job performance is 0.375, and R? for emotional intelligence is 0.286.

26. Testing the significance of the model

In PLS-SEM, the bootstrapping process is undertaken to assess the significance of the path model.
Bootstrapping is a SEM resampling technique to evaluate the path model’s significance. A bootstrap
approach is used by creating numerous subsamples from the original sample and estimating para-
meters for each subsample. At a 5% significance level (two-tailed), any t-value above 1.96 is con-
sidered to be statistically significant. The results of the path modelling are depicted in Figure 2, Table 7.
Concerning the P-values, any value of 0.05 or lower is interpreted as being significant. The next section
presents the results of the hypotheses and discussions on the findings.

From Table 7, the results of the SEM indicate that psychological empowerment had

a significant positive relationship with job performance (8=0.298, p<0.05, f2=0.102). Also,
emotional intelligence had a significant positive relationship with job performance (=0.399,

Table 7. Path coefficients

Path T Statistics (|O/ P Values F-square (f?)
STDEV))
Emo Int -> Job Perf 0.399 5.818 0.000 0.182
Psch Emp -> Emo 0.535 9.869 0.000 0.401
Int
Psch Emp -> Job 0.298 4,033 0.000 0.102
Perf
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p<0.05, f2=0.182). Psychological empowerment had a significant positive relationship with
emotional intelligence (B=0.535, p<0.05, f=0.401).

Table 8 presents the mediating effect of emotional intelligence in the relationship between psycho-

logical empowerment and job performance. From Table 8, emotional intelligence partially mediates the
relationship between psychological empowerment and job performance (§ =0.213, t-value >2; p <0.05).

Table 8. Mediating effect

Path T-Statistics (|O/ P-Values
STDEV|)
Psch Emp ->Emo Int -> 0.213 4.930 0.000
Job Perf

27. Discussion

The study assessed the role of emotional intelligence in the relationship between psychological
empowerment and job performance of star-rated hotels in the Central Region. Specifically, the study
examined the relationship between psychological empowerment and job performance. The findings
revealed that when employees are psychologically empowered, they perform better. Thus, psycholo-
gical empowerment significantly impacts employees’ job performance in star-rated hotels in the
Central Region. This present study in assertion supports that all dimensions of psychological empow-
erment are crucial to job performance since it serves as employees’ resource that helps them meet
their job demands. Contrary to the findings of Liden et al. (2000), Okyireh and Simpeh (2016);
Mahmoud et al. (2021), Dewettinck et al. (2003) who discovered that psychological empowerment
could boost employee job satisfaction but has no discernible effect on job performance. This study
discovered that, psychological empowerment has a singnificant positive relationship with job perfor-
mance. This shows that psychological empowerment in the Ghanaian hotel industry is key in stimulat-
ing the needed response of employees for job performance.

The findings of this objective also agree with the Job Demands-Resources theory (Demerouti et al.,
2001), which is based on the notion that there are two types of work environments: job demands and
job resources that impact the performance of employees. The job demands encompass all the
physical, social and emotional pressures associated with one’s work and require a sustained effort.
On the other side, job resources are the physical, psychological, social and organisational dynamics
that help individuals perform well and reduce negative work outcomes (Bakker et al., 2003).

The four cognitions of competence, impact, self-determination, and meaning were used by
(Spreitzer, 1995) to define psychological empowerment as a psychological condition.
Psychological empowerment constitutes a job resource, that is, employees are more driven to
achieve at a high level as a result of empowerment since it increases their intrinsic motivational
resources (Arshadi, 2010). Consequently, employees tend to perform well as a result of being
psychologically empowered. Employees who feel empowered at work perform better because their
job is meaningful to them and align with their life goals reflecting a sense of self-control with one’s
work and active involvement with one’s work role. This gives them access to essential resources
that help them improve themselves in the workplace (Javed et al., 2017).

The study also examined the relationship between psychological empowerment and emotional
intelligence. It was found that when employees are psychologically empowered, it boosts their
emotional intelligence. Employees’ psychological empowerment enhances their emotional intelli-
gence. Both psychological empowerment and emotional intelligence serve as job resources that assist
employees to handle their job demands in the workplace.
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Based on the study’s findings, it was concluded that there is a significant positive relationship
between emotional intelligence and job performance. This implies that higher emotional intelli-
gence leads to higher job performance among employees. The findings are also in line with
Asiamah (2017), who concluded that emotional intelligence positively affected job performance.
It was asserted that employees’ emotional intelligence helps them perform their job roles and
improve job and organisational performance. Similarly, Edward and Purba (2020), found that
emotional intelligence had a significant positive relationship with the employee’s performance.
The study also examined the mediating role of emotional intelligence in the relationship between
psychological empowerment and job performance. It was found that emotional intelligence
partially mediates the relationship between psychological empowerment and job performance.

The findings are supported by the results, employees who have high levels of EI are better equipped to
handle job demands and are more likely to have favourable employment outcomes, such as job
satisfaction and performance. Similar finding is seen in Karimi et al. (2021), emotional intelligence
may be crucial when working in the service sector and other businesses where employees must interact
with customers. This implies that even though psychological empowerment enhances job performance,
it can also boost employees’ emotional intelligence. This will then cause them to perform well and better
by maintaining a positive composure while handling their job duties through communication with clients
and managers, constructive conflict resolutions and relations with colleagues in the organisation.
Employee control over their roles in the workplace and their feelings of capacity to contribute to the
organisation are addressed through psychological empowerment (Najafi et al., 2011).

28. Conclusion

Policymakers, including the management, industry stakeholders and the ministries, should develop
policies that enforce psychological empowerment as a vital job resource that helps employees improve
their job performance and the image of the industry. Employees may generate several outcomes
according to the extent to which they are psychologically empowered. This will reduce employee
turnover and promote the success of the industry. Additionally, it will ensure employees’ efficiency
and effectiveness, which manifest in reducing total cost, smooth operations and customer satisfaction.

In relation to emotional intelligence, it was concluded that aside from looking to employ emotion-
ally intelligent employees during the hiring processes, managers can put mechanisms that will allow
personnel in the star-rated hotels to develop and build their emotional capabilities within the context
of the work in the hotel. This will help them understand and manage their emotions with their work
requirement and environment since they deal with visitors and customers from diverse backgrounds
to not affect how they respond to and serve customers. Thus, maintaining a positive composure at the
workplace irrespective of their encounters with customers, colleagues and managers.

29. Government policy implications

This study’s findings hold significant implications for government policies related to the hospitality
industry. Governments could consider introducing regulations that prioritize the well-being of hotel
employees. This might involve mandating training programs that enhance emotional intelligence skills
and stress management techniques. Incentive programs, such as tax benefits or grants, could encou-
rage star-rated hotels to invest in employee development, ultimately leading to improved psychological
empowerment and job performance. Additionally, labour standards could be revised to ensure
a healthier balance between job demands and resources, safeguarding the overall welfare of hotel staff.

30. Management practice implications

Hotel management can draw valuable insights from this study to enhance their practices. Prioritizing
employee training and development in emotional intelligence could lead to improved interpersonal
skills and better stress management. Encouraging psychological empowerment through initiatives
like increased autonomy and skill-building opportunities could result in higher job satisfaction and
performance. Managers could also redesign job roles to reduce excessive demands and allocate
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resources more effectively, aligning with the job demands-resource theory. These practices could
create a positive work environment that fosters employee well-being and productivity.

31. Theory (job demands-resources theory) implications

The study enriches the job demands-resources theory by highlighting the importance of emotional
intelligence and psychological empowerment. It suggests that emotional intelligence acts as
a mediating factor, influencing how employees perceive and respond to job demands. This implies
that interventions aimed at improving emotional intelligence could mitigate the negative impact of
high job demands on performance. The study encourages a deeper exploration of moderating factors,
such as organizational culture and leadership styles, to better understand how they interact with the
proposed relationships. Overall, the study advances our understanding of how job demands and
resources interact, providing new avenues for theory development and application.

32. Social impact

Employees with high emotional intelligence are better able to manage interpersonal relationships
and communication, leading to more positive social interactions in the workplace. This can have
a positive impact on team cohesion, job satisfaction, and overall organisational culture.
Furthermore, employees who have higher levels of psychological empowerment and emotional
intelligence may be more likely to engage in prosocial behaviour, such as helping colleagues,
volunteering for additional tasks, and promoting teamwork. This can lead to a positive social
impact within the organisation, promoting a culture of cooperation and collaboration.

33. Limitations and suggestion for future studies

Also, the instrument used did not permit respondents to give information other than the ones
presented on the scale. This research adopted the cross-sectional design for data collection and relied
on respondents’ assessment which was not checked with their superiors. This study was cross-
sectional and restricted to only the star-rated hotels in the Central Region. Therefore, further studies
should be undertaken in other parts of Ghana or the entire hotel industry. Future research could
replicate this study on a longitudinal design to discover how psychological empowerment changes
over a period and its influence on emotional intelligence and job performance in the long run. Also,
prospective studies can consider measuring both employee and management job performance.
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Appendix A

Demographics of Respondents

Table A1 presents the demographic characteristics of the respondents. As shown in Table Al, the
demographic characteristics of participants of the study include; sex, age, educational qualifica-
tion, number of years with the organisation and designation (Current position in the organisation).
From Table A1, concerning the designation of the respondents, the majority of the respondents,
116 representing 40.1 per cent were currently working as front office staff, followed by the
housekeeping staff with 96 of the respondents representing 33.2%. In addition, 64 representing
22.1% of the respondents were restaurant staff with the administration staff being in the minority
position with 13 representing 4.5% of the respondents.

Table Al. Demographics of respondents

Demographic Frequency Percentage
Variable
Sex Male 125 433
Female 164 56.7
Total 289 100
Age 18-29 years 122 42.2
30-39 years 136 47.1
40-49 years 26 9.0
50 years and above 5 1.7
Total 289 100
Educational Qualification SSCE/WASSCE 110 38.1
Diploma 76 26.3
First Degree 81 28.0
Master’s Degree 15 5.2
Others 7 2.4
Total 289 100
Number of years with the 5years or less 174 60.2
Organisation
6-10years 82 28.4
11-15years 22 7.6
16-20 years 8 2.8
21 years and above 3 1.0
Total 289 100
Designation Front Office 116 40.1
House Keeping 96 33.2
Restaurant 64 221
Administration 13 4.5
Total 289 100
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Appendix B: Survey Instrument

Section

1. Please indicate your age bracket in years. A. 18-29 years [ 1 B. 30-39years [ ]

A: Demographics

- cogent.-business & management

2. Please indicate your sex. A. Male [ ] B. Female [ ] 3. C. 40-49 years [ ] D. 50 years and above [ ]

3. What is your current level of educational qualification? A. SSCE/WASSCE [ ] B. Diploma [ ]
C. First Degree [ 1 D. Master’s Degree [ ] E. Others (please specify) ... ... ..........

4. How long have you worked with this hotel? A. 5 years or less [ 1B. 6-10years [ ] C. 11-15 years

[ 1D.16-20years [ ] E. 21-25years [ ] F. 26-30years [] G. above 31 years []

5. What is your position currently? A. Front office [ ] B. Housekeeping [ ] C. Restaurant [ ]
D. Administration [ ]

Section

B: Psychological Empowerment

This section solicits for information on your personal and cognitive orientations about your job
roles. It talks about the degree to which an employee feels he/she has work abilities, control
over his work decisions and develops a sense of meaning. On the scale of 1 to 5, kindly indicate
your level of agreement on the following measures. 1l=least agreement to 5=Strong
Agreement.

Psychological Empowerment 4 5
Meaningful Work
MW1 | My work is meaningful to me
MW2 | My job helps me to become what I want to become
MW3 | My job activities are personally meaningful to me
MW4 | My job activities matches with my life goals
MWS5 | My work is important to me
Employee Impact
M1 I decide how to go about doing my job
1M2 | T have great influence over what happens in my
department
IM3 I have great deal of control over my job
IM4 My impact on what happens in my department is large
IM5 My influence on my colleagues and customers is large
Employee competency
™M1 I am excellent in planning and organising my job activities
CM2 I am self-assured about my capabilities to perform my job
CM3 I am confident about my abilities to do my job
CM&4 I have mastered the skills necessary to do my work
CM5 I am good at communicating with customers and
colleagues
Self-determination
SD1 I have significant freedom in determining how I do my
job.
(Continued)

Page 24 of 26



Cudjoe et al., Cogent Business & Management (2023), 10: 2266131
https://doi.org/10.1080/23311975.2023.2266131

Psychological Empowerment

- cogent.-business & management

SD2

I have considerate opportunity for independence in how

I do my job.

SD3
SD4

I can decide on my own how to go about doing my work.

My opinion counts in my work department decision
making

SD5

I am not afraid to stand up for myself in this hotel

Section C: Emotional Intellignece

This section solicits for information on your ability to understand and manage your own emotional
abilities and effective regulation of emotion and those around you. On the scale of 1 to 5, kindly
indicate your level of agreement on the following measures. 1=least agreement to 5=Strong

Agreement.

SEA Self-Emotion Appraisal 5

SEA1 I have a good sense of why I have certain feelings
most of the time

SEA2 I have good understanding of my emotions

SEA3 I really understand what I feel

SEAL I always know whether I am happy or not in this
organisation

OEA Others’ Emotion Appraisal

OEA1 I always know my colleagues emotions from their
behaviour

OEA2 I am a good observer of my colleagues emotions

OEA3 » I am sensitive to the feelings and emotions of my »
colleagues

OEA4 I have good understanding of the emotions of
people around me

UOE Use of Emotion

UOE1 I always set goals for myself and then try my best
to achieve them

UOE2 I always tell myself I am a competent person

UOE3 I am a self- motivated person

UOE4 » I would always encourage myself to try my best

ROE Regulation of Emotion

ROE1 I am able to control my temper and handle
difficulties rationally

ROE2 I am quite capable of controlling my own emotions

ROE3 I have good control of my own emotion

ROE4 I can always calm down quickly when I am very

angry
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Section D: Job Performance
This section solicits for information on the effect of organisational climate and psychological
empowerment on your Job Performance. On the scale of 1 to 5, kindly indicate your level of

agreement on the following measures. 1=least agreement to 5=Strong Agreement.

Thank you for participating in this survey.

TP Task Performance 1 2 3 4 5

TP1 I am able to plan my work to finish on time

TP2 I keep in mind the work result I need to achieve

TP3 I .am able to distinguish main issues from side
issues

TP4 I perform assigned task with minimal time and eff

TP5 I plan my work efficiently

cp Contextual performance

CP1 [ initiates new tasks when my old task are
completed

CpP2 I take on challenging work tasks, when available.

CP3 I work on keeping my job-related knowledge and
job skills up-to-date

CP4 I continually seek for new challenges in my job

CP5 I actively look for ways to improve my
performance at work.

AP Adaptive Performance

AP1 I remain calm and positive under highly stressful
events

AP2 I use creative ideas to manage incoming events

AP3 I adjust and deal with unpredictable situations by

shifting focus and taking reasonable action.

AP4 I usually update my technical and interpersonal
competences as a way to perform better the tasks
in which I am hired

AP5 I devise alternative plan in a very short time, as
a way to cope with new task demands.
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