Journal of Tourism, Heritage & Services Marketing, Vol. 5, No. 2, pp. 3-10, 2019

3

Emotional intelligence and tacit
knowledge management in
hospitality
Spyros Avdimiotis
International Hellenic University, Greece
Abstract: Several researchers stressed out the importance of tacit knowledge underlying the
fact that it is a type of knowledge, almost impossible to articulate, codify and thus to transfer.
Based on the argument of Avdimiotis (2016) that tacit knowledge could be acknowledged,
acquired and transferred through employees’ behavioral patterns, the present paper seeks
to associate emotions- as determinant factor of behavior- with tacit knowledge management
in hospitality establishments. To prove the association a quantitative research was held on a
stratified sample of 128 hotel employees in Northern Greece. The research model was based
on Nonaka and Takeuchi (1995) SECI knowledge transfer model and Salovey and Mayer
Emotional Intelligence model. Findings indicate that both Emotional Intelligence and Tacit
knowledge are strongly associated, leading to the inference that E.I. is a structural element
of tacit knowledge.
Keywords: Tacit Knowledge, Emotional Intelligence, Hotel, and Human Resources
Management
JEL Classification: D8,D83,D91
Biographical note: Dr Spyros Avdimiotis since 2010 is an Assistant professor, at the
International Hellenic University, department of Management of Organizations Management
and Tourism. He received his PhD from the Cyprus University on the field of Tacit
Knowledge Transfer in Hospitality Establishments. His main scientific interests are
knowledge management, human resource management and tourism business innovation
strategies. Corresponding author: Spyros Avdimiotis (rdoffice@gmail.com)

1

INTRODUCTION

“For millions of years, mankind lived just like the animals.
Then something happened which unleashed the power of our
imagination. We learned to talk, and we learned to listen.
Speech has allowed the communication of ideas, enabling
human beings to work together to build the impossible.
Mankind's greatest achievements have come about by
talking, and its greatest failures by not talking”. Using these
words, Stephen Hawkings underlined the power of
knowledge transfer in the evolution of humanity. However, it
was not only the great scientist who distinguished the power
of communication and knowledge. John’s Gospel
(subparagraph 1:1) gives prominence to knowledge which
simulates to God “In the beginning was the Word, and the
Word was with God, and God was the Word.” Looking the
course of knowledge during the centuries, indeed, from
ancient years to the Middle-Ages, knowledge was seeking to
address the issues of self-awareness and the pursuit of
righteous life. Somewhat ahead of the thinking of their times

though, Aristotle and Plato both implied the need for research
and knowledge justification. In this context, Aristotle
distinguished knowledge into three categories: Techne
answering to the question “know how,” Episteme answering
to “know why” and Phronesis “the reasoned and true state of
capacity to act with regards to human goods” (Hardie, 1980).
Plato also defined knowledge as the “justified true belief,”
indicating the three pillars of knowledge: Belief meaning the
need of any person to notice and perceive the world, true
meaning the existence of the belief and justified as the
process to explain the true belief. Both philosophers prepared
the ground for the advent of the industrial revolution era
where knowledge gained a powerfully utilitarian character,
attempting to give results mainly in production matters. Peter
Drucker (1954) pinpointed that one of the main facts
depicting the changing aspect of knowledge was the
publication of the Encyclopedia (Encyclopédie, 1772) in
France, which converted the experience into knowledge, the
apprenticeship into schoolbooks, the confidentiality into the
methodology, the act into applied knowledge. In the same
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way, Daniel Bell (1999) underlined that what distinguishes
the post-industrial society are adjustments in the attributes of
knowledge itself as they were established and admitted,
concerning business decision management and to their
overall technical efficiency, prioritizing theory against
empiricism. Currently, many researchers in the management
knowledge field agree that in the contemporary information
society there is a systematic use of theoretical knowledge
(Chami & Kaminyoge, 2019), while business administration
relies more often than ever on scientific research, aiming
mainly at the production optimization – concerning mass
production automation – according to quality and quantity
standards Pirnar et al., 2019).
According to Polanyi (1962), knowledge has been identified
as a dynamic procedure, stimulating growth and competitive
advantages to any organization. On that critical point Polanyi
fundamentally distinguished explicit and tacit knowledge
while thirty-two years later Vygotsky (1994) in his pursue to
map the topography of knowledge in the human brain,
postulate that explicit rests on the upper brain centres, while
tacit knowledge lies mostly in the subconscious, supporting
conscious (explicit) acts. Vygotsky's argument, provides the
ground to define explicit as the type of knowledge which it is
possible to codify, therefore feasible to transfer through
verbal and written cimmunication, while tacit knowledge was
recognized as the type of knowledge which is almost
impossible to classify and manage, mainly due to the fact that
is mainly subconscious and closely connected to holder’s
social and personality traits. It could be stated that both
Polanyi and Vygotsky are supporting the argument that tacit
knowledge is almost impossibe to convey. Very accurately
on the subject Polanyi stated the phrase “we know more that
we can tell” capturing in seven words the essence of tacitness
and the barriers to thoroughly transfer that non-written and
non-verbal type of knowledge. Polanyi and Vygotsky were
not only researchers who stood by this argument. Nonaka &
Takeuchi (1995) lining up, described tacit knowledge as
personal, context-specific, and consequently, hard to
formalize and communicate, concluding that tacit knowledge
is deeply rooted in individual's experience values, norms,
beliefs, and emotions, justifying Vygotsky’s and Polanyi’s
argument. Furthermore, Jasimuddin et al. (2005) also
underlined that tacit knowledge stems from the life
experience of individuals, making it highly distinctive and
more difficult to explain and demonstrate. Gilbert Ryle in his
work “The concept of mind” in 1949, in order to identify the
importance of tacit knowledge wrote that an expert’s mind
dictates to the body how to take actions without any
conscious reflection, building the capacity of “know-how”,
also consenting to the argument that tacit knowledge is a
result of an individual’s capability to process information but
in a highly personal manner. It would be safe to support that
tacit knowledge is continuously and subconsciously
articulated by factors that are connected to the holder's
emotions, is seamlessly bonded to the personality, feeds and
supports the conscious expertise but even though it is the
quintessence of our experiences and knowledge, it is almost
impossible to transfer. Hence, the unequivocally critical
question raised refers to the ability of organizations to
transfer tacit knowledge. In order to acknowledge the factors
of tacit knowledge transfer, Nonaka and Takeuchi, built the
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S.E.C.I. model, infering that knowledge convey evolves in
four distinct stages: Socialization, where both ends share
experiences and (mostly) informally communicate;
Externalization, where knowledge recipient records
information; Combination upon which stage the apprentice
analyzes and organizes acquired information; Internalization,
where the receiver adjusts information mainly through
practice to personal status, building expertise and know-how.
In their model Nonaka and Takeuchi identified the
importance of observation and apprenticeship as a transfer
and communication tunnel, highlighting alongside it the role
of imitation. Szulanski, in 2006, also recognized the behavior
as a significant gateway to transfer tacit knowledge, while
Tsoukas (2009) confirmed that the guidance combined with
repetition, compose the transfer route. Similarly Avdimiotis
(2016) argued that “we do more than we can tell”, indicating
that this type of knowledge is internal in nature, mainly
conveyed through employee’s behavioral patterns leading to
the suggestion that task assignments should be adjusted to
personnel’s working qualifications and personality
characteristics. Furthermore, the issue of enhancing
knowledge transfer within hospitality establishments has to
be addressed. In response, we should focus on Emotional
Intelligence as a factor to facilitate tacit knowledge transfer,
attempting to associate both components and upon them
deploy appropriate managerial practices to achieve
competitiveness, productivity and at the same time labor
satisfaction.
To explain the structure and role of tacit knowledge the value
of paradigm will be used. Without any doubt, musicians have
the theoretical and practical ability to read a music sheet and
perform it on the instrument. The fundamental difference
between reproduction and artistic performance lies to the
capability of the musician to “perform” and not just to fetch
out the piece, prioritizing the aesthetic perception and the
emotional interpretation In this significant example, the
musician should not only be aware of how to play but also,
how to perform as an artist and add his artistic notion. In
short, the multi-annual theoretical and practical studies result
in the capability of the musician to work in two layers. In the
first basic level to focus on the technical part and follow- in
an almost mechanical way or even subconscious manner- the
music sheet and in the latter level to focus on the artistic
performance, which is mainly the outcome of his aesthetic
perception, including elements from his personal and
collective culture. Accordingly, an experienced hotel
employee knows how to maximize the guest's positive
experience, how to handle a complaint and how to challenge
satisfaction, without being able though, to express a general
action plan or to create a customer's satisfaction "road map"
for his co-workers. Avdimiotis (2016) postulated that indeed,
a successful hotel employee should have sufficient
theoretical competences to accomplish job-related tasks, but
also be able- through experience- to train muscular and
kinetic memory and perform the assigned work, setting
primary focus and attention to guests' satisfaction and
positive overall experience attainment. This dynamic synergy
of explicit knowledge, subconscious body and mental
memory and the ability to acknowledge and focus on the
customer's needs could be the framework upon which
employees' soft skills are refined and matured. The challenge
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for HR management is to coordinate all employees and
departments and tune them as an orchestra, placing each
member in
the right place, with the
(appropriate
responsibility. At this point, emotional quotient could be a
useful tool to acknowledge staff dexterities and customize
tasks with employees' skills.
2

EI AS EMOTIONAL INTELLIGENCE

Emotional intelligence (EI) is a rapidly growing scientific
area, having caught the attention of the scientific community.
In terms of defining emotional intelligence, perhaps the most
widely accepted scientific definition is “the ability to monitor
one’s own and others’ emotions, to discriminate among them,
and to use the information to guide one’s thinking and
actions” (Salovey & Mayer, 1990, p.189), implying that the
emotionally intelligent person can (i) identify and perceive,
(ii) manage, (iii) use, (iv) understand, regulate and customize
emotions. According to Goleman (1995) emotional
intelligence consists of the following abilities: Understand
and manage emotions, motivate ourselves, recognize
emotions in others (empathy), and handling relationships. A
quite significant contribution was offered by Reuven Baron
(1985) who developed the Baron model, where Emotional
Intelligence was defined as an array of non-cognitive
abilities, competencies, and skills that influence holder's
ability to succeed in dealing with environmental demands and
pressures. The essential components of Baron theory
combine (i) interpersonal skills of self-regard, emotional selfawareness, assertiveness, independence, and selfactualization, (ii) Intrapersonal abilities of empathy, social
responsibility and interpersonal relationship, (iii) adaptability
deriving from problem solving skills, flexibility and reality
testing, (iv) stress management and tolerance control and
finally (v) general mood, stemming from optimism and
happiness.
Apart from the discipline of psychology, emotional
intelligence as a scientific field attracted the attention of
human resource management and organizational behavior
researchers, who had already spotted the association between
emotional intelligence and organizational performance
(Koman & Wolff, 2008). It could be said that a few years ago
the term “emotion” in the enterprise field was covered under
a negative perspective, given the fact that any expression of
emotions was understood as an action- or a sign- of
weakness. It is now widely accepted- in both academia and
the hospitality industry- that employees continue to
subconsciously transfer their emotions, recognizing in their
utterance, a critical behavioral benchmark. In line with
Goleman, Lopes et al. (2006) supported the argument that
emotional intelligence contributes to efficiency, facilitating
the employees and the leadership to formulate cooperative
relations, to check and manage emotions and anxiety and to
perform, even under pressure. George (2000) states that
emotional intelligence is an essential factor in personal life,
making the individual socially accepted, both in the
workplace and in the workplace where the emotional
intelligence interacts effectively contributing in the
development and viability of businesses. On these grounds,
Delamare Le Deist and Winterton (2005), developed an
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integrated model representing the five aspects of
competence: cognitive, functional, personal, ethical and
meta-competence and, according to them, emotional
intelligence is closely connected with behavioral patterns and
competencies. Given the characteristics of emotional
intelligence as a determinative factor of employees' behavior,
the association of both emotional intelligence and tacit
knowledge management could lead to interesting inferences
regarding employees’ behavior, understanding and
stimulation to transfer knowledge. Both Tacit Knowledge
and Emotional intelligence, no matter their hue and
characteristics, both feed from the subconscious and at the
same time impact significantly on the behavior of the
individual .
In an effort to proceed and improve discussion, this research
aims to pinpoint the connection between tacit knowledge
Management and Emotional Intelligence forming the
argument that Emotional intelligence has a positive
connection with tacit knowledge transfer, and therefore it
should be taken into account when a task is designed,
assigned and fulfilled by the management, within hospitality
establishments. To acknowledge the connection between
factors, the Salovey and Mayer’s model was used, mainly
because it evolves in four stages, having (at least) a symbolic
resemblance to Nonaka and Takeuchi’s S.E.C.I. model.
Researching the overall correlation between Tacit
Knowledge Acquisition and Transfer with Emotional
Intelligence, the following hypotheses were developed:
Hypothesis (1) SECI model factor of Socialization, is
positively associated with Mayer and Salovey’s Emotional
Development model.
Hypothesis (2): SECI model factor of Externalization, is
positively associated with Mayer and Salovey’s Emotional
Development model.
Hypothesis (3): SECI model factor of Combination, is
positively associated with Mayer and Salovey’s Emotional
Development model.
Hypothesis (4): SECI model factor of Internalization, is
positively associated with Mayer and Salovey’s Emotional
Figure 1. Primary and Secondary hypotheses structure

2.1 Development of model
In any of the hypotheses, Emotional Intelligence is
considered a fully structured factor, including all four
dimensions of the ability to perceive, facilitate, understand
and manage emotions. To be more precise and thorough, four
secondary hypotheses per SECI model factor were developed
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(in total sixteen), inquiring to acknowledge the association
respectively of Socialization, Externalization, Combination,
and Internalization with Salovey and Mayer's structural
factors of emotional perception, facilitation, understanding,
and management. For each SECI factor, the appropriate case
was structured in order to acknowledge its association with
Salovey and Mayer’s Emotional Development model.

conveniently, the structure and the hypothesized
relationships among the variables of SECI model and
Emotional Intelligence (EI). The internal cohesion and
consistency was tested using the Cronbacha’s alpha indicator,
which scored a 0.939 value.
4

3

RESEARCH METHODOLOGY

Research intends to investigate the association/relationship
between Mayer and Salovey’s Emotional Development, with
Nonaka and Takeuchi’s Knowledge Management model. The
originality of the theory, in combination with the lack of
similar research models, led to the development of a theory
building model, correlating both cases.
Regarding Emotional Intelligence, the questionnaire of
emotional intelligence designed by Mayer, Salovey, and
Caruso (2000) was employed, which include all common
grounds of the aforementioned Emotional Intelligence
measurement theories. For each factor, a five (5) rate Likert
scale of the agreement was selected to assess emotions,
emotional honesty and emotional feedback, self-control
management optimism, self-esteem, persistence, ethical
awareness, understanding, appreciation of the feelings of
others empathy and the ability to manage relationships. To
measure Tacit Knowledge transfer and acquisition, the initial
SECI model was also employed, consisting of four of each
factor items, measuring the ability (a) to understand,
evaluate, assimilate and utilize knowledge (Zahra & George,
2002; Lane & Lubatkin, 1998), b) to combine existing
knowledge with that obtained (Cohen & Levinthal 1990); (c)
to recognize sources of knowledge reception, such as
observation, discussion, storytelling (Szulanski, 1996; Zahra
& George, 2002; Tsai, 2001; Nonaka & Takeuchi, 1995); and
(d) extract information from seminars; databases etc, (Keys,
2006; Chenini & Touaiti, 2018).
Going through the implementation held between May to June
2018, a stratified sample of hotel employees was used,
working full time in 3, 4- and 5-star hotels in Thessaloniki
and Halkidiki, in the region of Central Macedonia in Greece.
The criteria used to stratify the sample were the category of
the establishment, the number of employees, years of
employee experience, department, education, and gender.
Being aware of the low typical response rate, a 2 step
approach methodology was used. The first step included the
initial contact though an e-mail or phone call to the managing
director informing about the survey while the second step
included the actual implementation of the research procedure
with duration of approximately one hour. Out of 190
distributed questionnaires, 128 valid were gathered, in 16
hotels in Halkidiki and Thessaloniki.
To analyze primary research outcome data Structural
Equation Modelling statistical method of analysis was
implemented, in order to find the association between
independent and dependent variables. To verify the cohesion
of variables, a Confirmatory Factor Analysis was condacted
to determine the number of factors that are succesfylly loaded
explaining sufficiently the variable, and sequently a path
analysis was implemented, to represent reliably and

FINDINGS AND MODEL EVALUATION

Factor analysis: Due to potential conceptual and statistical
overlap, an attempt was made to produce a tight set of distinct
non-overlapping variables from the full set of items
underlying the construct. Therefore, the variable of EI was
subjected to CFA analysis using SPSS software v.20, to
determine the underlying dimensions of Emotional
Intelligence. The KMO and Bartlett’s test of sphericity was
used, along with varimax rotation. The KMO value was .959,
with approx. Chi-Square 6227, df 45 and <0,000 sig. The
loadings where above 0.70 hence no items were excluded,
explaining 73% of the total variable. CFA yielded four
factors- with eigenvalues greater than 1-, confirming Salovey
and Mayer’s model: (i) Emotional Perception and
Expression, (ii) Emotional Facilitation, (iii) Emotional
Understanding and (iv) Emotional Management. Under the
same rationale, a CFA was contacted for the SECI model as
well, to ensure that the model was thoroughly employed. In
this case, the KMO value was 0,888 (sig less than 0,000).
Loadings were statistically acceptable with an average
loading value of 0,68, yielding (and also verifying) the four
factors of Socialization, Externalization, Combination and
Internalization, explaining over 78% of the variable.
Regarding Structural Equation Modelling (SEM) path
analysis, cases were developed correlating each factor of
SECI model to Mayer and Salovey emotional development
model, (see figure 1). In each case, the conditions for
normality were met. To realize the associations between
variables, a statistical multi variable model was built as
Jöreskog and Sörbom (1978) indicate. It should be stated that
the overall Cronbach’s alpha internal reliability test reached
the value of 0,939, while the construct Reliability and
Average Variance Extracted of the model were CR>0,7 and
AVE>0,5A. Inductively, the overall model, was checked for
adequate measurement fit and more significantly, it yielded a
χ² value of 1607.1 with 374 degrees of freedom (p=0,000),
revealing an acceptable CMIN/DF of 4,692 (Tabachnick &
Fidell, 2007). Moving forward to values which established
acceptable fit and statistical significance, the model achieved
a Root Mean Square Error of Approximation (RMSEA) of
0,60 standing at the threshold of Bagozzi and Yi 1988, Hair
et al. 1988, Fornell and Larcker 1981 fit criteria, while the
model produced a CFI (Comparative Fit Index) score .939
and an IFI (Incremental Fit Index) score .939; all falling
within the acceptable ranges (>.90) for acceptable fit (Hair et
al., 2010). PRATIO (.921) and PCFI (.850) were also within
acceptable fit thresholds (Mulaik et al. 1989) Regarding CFI
and IFI threshold of >.95; measurements were also
acceptable. The values extracted from the statistically reliable
model, suggest that hypothesis regarding the factors of
Socialization, Externalization, and Internalization can be
supported. The factor of Combination against the Mayer and
Salovey model was not supported.
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Figure 2. Association between SECI model socialization
factor and Mayer- Salovey EI model

Table 1. Hypotheses status of confirmation
SECI Factor
Socialization

Externalization

Combination

Internalization

5

In particular, Socialisation had a positive and significant
association with the factor of emotional perception of 0,65
(p-value 0,001), with emotional facilitation also a strong
association of 0.72 (p=value 0.000), emotional understanding
0,77 (p-value 0,002) and emotional management 0,63 with pvalue 0,001). Similarly, the factor of Externalization had low
to medium correlation with Emotional development model,
achieving 0.35 correlation intensity with emotional
perception (p-value 0.003), 0,32 with emotional facilitation
(p-value 0,001), stronger association (0,64) with emotional
understanding, with acceptable p-value and also significant
correlation with emotional management (0,65 and p-value
0.004). Significantly strong was the association/relationship
between internalization and emotion intelligence model; and
particularly, perception had a strong correlation of 0,85,
Facilitation up to 0,78, emotional management 0,89, while
emotional understanding had a surprisingly medium
correlation with the factor in internalization 0,45. In all cases,
the p-value was in acceptable margins, ranging from 0,000 to
0,002. The factor of Combination seems to have no
association what so ever, with the emotional intelligence
model. Emotional perception had low intensity of 0,15 and pvalue 0.008, Facilitation scored 0.003 with p-value 0.22,
Understanding of emotions scored also 0.11 with
unacceptable p-value and likewise, emotional management
margined up to 0,28, with p-value 0,9. Overall, the analysis
exhibited that both hypotheses can be accepted as shown in
Table 1.

Emotional Intelligence Factor
Emotional Perception
Emotional Facilitation
Emotional Understanding
Emotional Managemen
Emotional Perception
Emotional Facilitation
Emotional Understanding
Emotional Management
Emotional Perception
Emotional Facilitation
Emotional Understanding
Emotional Management
Emotional Perception
Emotional Facilitation
Emotional Understanding
Emotional Management

Supported
Supported
Supported
Supported
Supported
Supported
Supported
Supported
Not Supported
Not Supported
Not Supported
Not Supported
Supported
Supported
Supported
Supported

DISCUSSION AND CONCLUSION

Fenstermacher (2005) in his article “the tyranny of
knowledge: What artificial intelligence tells us about
knowledge representation” states that computer systems
might perform same tasks with tacit knowledge using
alternative representations. It seems that Technology
somewhere in the future will exceed the human brain
possibly in every way, but until then, however, a more
focused look at the way theoretical and electronic knowledge
is applied, it could recognize that it is established in tacit
commitments. Even the most theoretical aspect of knowledge
cannot form an entirely standardized system eliciting and
applying it, due to the fact that it necessarily contains a
personal quality – the human factor – who corresponds,
adjusts and applies knowledge in a way inherent to personal
values and future anticipations. In other words, personal
knowledge is in charge of any business decision making and
procedures in a unique and unprecedented way. Moreover,
the discussion regarding the relationship between tacit
knowledge transfer and emotional intelligence can be also
based on the acceptance that every organism is an emotional
field (Armstrong, 2000), within which overwhelming and
sophisticated vertical and horizontal interpersonal relations
occur, inevitably influencing leadership, trust, job
satisfaction, anxiety, conflicts, decision making, etc. In this
context, the importance of personal perception and emotions
in the choice of any entrepreneurial decision taken within the
hospitality establishment holds an imperative role. However,
regardless the importance of human emotions and the
contribution of human factor in the decision-making process,
academia did not focus sufficiently on the connection
between emotions and tacit knowledge management. This is
why Fineman (2003) postulated – in a way ‘complained’ –
that within knowledge management literature review, the
emotional factor was substantially omitted. Indeed, until
relatively recently, emotion as a component of collaborative
and
individual
interest
perception,
determining
organizational behavior, continues to be of limited interest.
However, simple enumerations of the published articles in
scientific journals indicate that increasing numbers of
researchers are focusing on emotions as a criterion of
organizational behavior.
This research draws its focus on emotional intelligence,
seeking to understand the association with tacit knowledge
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transfer and acquisition. Findings supported the initial
hypotheses that Emotional Intelligence is positively
associated with Tacit Knowledge Management, indicating
that both elements are closely associated with employees’
behavioral patterns. Indeed, Mayer and Salovey’s model
factors of perception, facilitation, understanding and
emotional management have an enormous impact on
employees’ behavior and routines which according to
aforementioned researchers, construct the main route of tacit
knowledge transfer. In more details, emotional perception
which indicates the ability to identify emotions, to express
them accurately has a strong positive connection with
Nonaka and Takeuchi’s factors of Socialization and
Internalization and a medium with Externalization. Also, the
factor of emotional facilitation which demonstrates the
ability to redirect and prioritize feelings, generate emotions
to facilitate judgment, problem-solving and creativity also
has a positive connection with the factors of Socialization and
Internalization; Likewise, the factors of emotional
understanding referring to the ability to understand the status
and consequences of relationships and interpret complex
feelings and the factor of emotional management which
describes the ability to handle relationships and emotions
have also strong positive association with the factors of
Socialization, Internalization and Externalization as well.
Hence, it could be argued that the tight connection of
Emotional Intelligence with the factors of Nonaka and
Takeuchi Knowledge Transfer Model indicate the
significance for management to focus on emotions and
employees’ behavior and adopt new strategies –shifting
orientation to the subjects and not merely the object- to reestablish knowledge transfer techniques taking under
consideration emotional driven behavioral acts, such as
habits, patterns and routines. As Christou (2004, 2013)
indicates as the final "product" of a hospitality establishment
is the acquired experience, and in alignment with his
argument, it could be suggested that management should
acknowledge and adjust the working position to the person
and not vice versa. The current research leads to the
conclusion that hotels incorporating the strategy of emotions
exploitation seem to keep their staff more satisfied coherent
and interested, giving the chance to express themselves, build
teams, strengthen ties, take initiatives and finally to confirm
the working position to their actual capabilities. Research
findings also indicate, that the customization of the assigned
tasks to personnel emotional capability, allow employees to
be more involved, confident, less stressed, and willing to
share and receive knowledge. Moving a step forward, in a
hotel where emotions are valued, employees feel more
comfortable, to communicate, trust, take successful
initiatives and participate in a learning and knowledge
transfer and acquisition environment and also be more
willing to help, create synergies and work as a team.
Regarding the HR policy determination level, it is argued that
emotional intelligence is the framework upon which
interpersonal relationship and trust strengthens the bond
between administration and employees, creating a culture of
co-operation and mutual understanding (Mansfield, 2018). In
the level of strategic planning, the organization tends to be
able to ground on a strategic plan using innovative
capabilities, commitment, and cooperation, achieving at the
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same time high levels of employee satisfaction (Volgger et
al., 2017).
Emotional intelligence, as proved from the research is a
critical factor of tacit knowledge management and should be
taken into account, to understand and handle the skills of each
member of hotel staff. The positive connection between tacit
knowledge and emotions, allows us to support the argument
that emotional intelligence and tacit knowledge are working
as
cogwheels
towards
satisfaction,
performance
improvement, team coherence, and goal unity. Nevertheless,
tacit knowledge, as formed from values, customs, roles,
traditions, beliefs, and perceptions provide the stable
framework upon which emotions and behaviours occur, able
to enhance distinctive competitive advantages and
substantially support and foster enterprise adaptation and
overall quality improvement... but this happens only when
management assign tasks according to employees’ emotional
capabilities, personality traits and working qualifications.
5.1 Final remarks and conclusions
Emotional intelligence is closely related to Socialization and
Internalization. On the other hand, there is no correlation with
the Combination factor while in Externalization phase of
knowledge management has a medium correlation, with
emphasis on the Emotional Understanding and Emotional
Management (on the ability to participate in a workgroup and
create a Learning Environment). As a conclusion on the
associations that materialized in the research, it could be
stressed that at the Socialization stage the critical factors that
shape the communication framework for the transfer of tacit
knowledge are the ability to recognize, prioritize feelings,
produce and exploit emotions to resolve problems. The
capacity for empathy was pinpointed as significant too,
mainly because informal communication plays an imperative
role at this stage of knowledge transfer. During Socialization,
communication and sharing experiences between team
members is shaped through emotions and feelings, and it
would be wise for management to use EI to strengthen
teamwork and improve communication. In the Internalization
knowledge transfer phase, where knowledge is customized to
the holder’s personality primarily through imitation,
repetition and practice, the ability of staff members to
recognize feelings, prioritize, manage emotions and
understand how other members feel, have an enormous
contribution on tacit knowledge transfer. During
Internalization, knowledge is settled in the subconscious,
being firmly bonded to emotions and feelings. In both stages
of Socialization and Internalization, hotel administration has
a strong opportunity not merely to work and reinforce
teamwork, but also to reduce conflict intensity, build
consistency and finally, in the future to promote and acquire
the culture of teamwork, where sustainable competitive
advantages may occur.
Emotions are less important (in connection with tacit
knowledge management), at the stages of Externalization,
where knowledge transfer – as Nonaka and Takeuchi
postulate – employees are recording information, formally
communicate and brainstorm as a team, exchanging
information and thoughts. At this stage without any doubt,
communication and teamwork are exceptionally important,
but the whole process seems to be mostly conscious, having
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a greater impact on explicit knowledge (Vaz et al., 2017).
Moreover, the phase of combination is crucially decisive on
explicit knowledge management and transfer, having an
equally strong impact on the manner employees categorize
and organize information. Nonetheless, in hospitality
establishments, where human interaction is part of the overall
experience, emotions, tacit knowledge, team cohesion and
are parts of the success puzzle. The glue is the capability of
hotel administration to assign tasks adjusted to personnel’s
emotion, technical dexterities and personal characteristics.
Finally, underpinning the fact that tacit knowledge is the
cornerstone of competitiveness in tourism and specifically in
hospitality-related establishments, emotional intelligence
could be used as a tool for assessment, team building,
cohesion practices, task assignment procedures and overall to
be used as one of the primary criteria to customize tasks
references on employees’ working qualifications and
personality traits, advancing to behaviors adequate to
facilitate tacit knowledge transfer.
5.2 Future prospects and research limitations
This paper starts the conversation on the subject of tacit
knowledge management and emotions. The stratified sample
of 128 employees in Central Macedonia- Greece might set a
barrier regarding the validity of final conclusions, therefore it
would be extremely useful to enrich the sample and
geographically widen it. Future research also, should focus
on the appraisal of emotional intelligence and the
customization of tasks assignments to hotel establishments’
employees. It would be also quite interesting to focus on the
possible correlation between Knowledge Management,
Emotional Intelligence and types of Leadership.

REFERENCES
Avdimiotis, S. (2014). Tacit Knowledge Transfer in hospitality
establishments. Doctoral Thesis, Cyprus University of
Technology, Limassol.
Avdimiotis, S. (2016). Tacit Knowledge Management Within
Hospitality Establishments: Revealing the Body of the Iceberg.
International Journal of Knowledge Management (IJKM),
12(3), 15-29.
Bagozzi, R.P. και Yi, Y., (1988). On the evaluation of structural
equation models. Journal of the Academy of Marketing
Science, Vol. 16, 74-94.
Bar-On, R. (1997). The Emotional Intelligence Inventory (EQ-I):
Technical manual. Toronto: Multi-Health Systems.
Bar-On, R. (2000). Emotional and social intelligence: Insights from
the Emotional Quotient Inventory. In R. Bar-On & J.D.A.
Parker (Eds.), The handbook of emotional intelligence (pp.
363–388). San Francisco, CA: Jossey-Bass.
Bell, D. (1976, May). The coming of the post-industrial society. In
The Educational Forum (Vol. 40, No. 4, pp. 574-579). Taylor
& Francis Group.
Brachos, D., Kostopoulos, K., Soderquist, K. and Prastacos, G.
(2007) ‘Knowledge effectiveness, social context and
innovation,' Journal of Knowledge Management, Vol. 11, No.
5, pp.31–44.
Cabrera, E. F., & Cabrera, A. (2005). Fostering knowledge sharing
through people management practices. International Journal of
Human Resource Management, 16, 720−735.

9

Chiriboga, R.D & Franco, J.E. (2001) Validación de un Test de
Inteligencia Emocional en niños de diez años de edad.
Informedia on Line, Vol, 9, 114.
Cohen, W. and Levinthal, D. (1990). “Absorptive Capacity: A new
perspective on Learning and Innovation”, Administration
Science Quarterly, 35: 128-152.
Chami, M. & Kaminyoge, G. (2019). Closed house of wonders
museum: Implications to the tourism of Zanzibar Stone Town,
UNESCO World Heritage Site. Journal of Tourism, Heritage
&
Services
Marketing,
5(1),
31–36.
http://doi.org/10.5281/zenodo.2641253.
Chenini, A. & Touaiti, M. (2018). Building Destination Loyalty
Using Tourist Satisfaction and Destination Image: A Holistic
Conceptual Framework. Journal of Tourism, Heritage &
Services
Marketing,
4(2),
37–43.
http://doi.org/10.5281/zenodo.1490491.
Christou, E. (2004) ‘The impact of trust on brand loyalty: evidence
from the hospitality industry,' Tourist Scientific Review, Vol.
1, No. 1, pp.63–74.
Christou, E. (2013). Exploring brand confusion through hotel
adverts. Tourismos: An International Multidisciplinary Journal
of Tourism, Vol.8, No.3, pp.151-163.
Cooper, Robert, and Sawaf, Ayman (1997) Executive EQ:
Emotional Intelligence in Leadership and Organisations,
Gosset, Putnam, New York.
Delamare Le Deist, Françoise; Winterton, J. (2005): “What Is
Competence?”. Human Resource Development International,
Vol. 8, No. 1, 17 – 46.
Drucker, P. (1954). The practice of management. New York, NY:
HarperCollins.
Fenstermacher, K.D., 2005, January. The tyranny of tacit
knowledge: What artificial intelligence tells us about
knowledge representation. In System Sciences, 2005.
HICSS'05. Proceedings of the 38th Annual Hawaii
International Conference on (pp. 243a-243a). IEEE.
Fornell, C. και Larcker, D.F., (1981). Evaluating structural equation
models with unbearable and measurement error. Journal of
Marketing Research, No. 18, 39-50.
Goleman, D. (1995). Emotional intelligence. New York: Bantam
Books.
Goleman, D. (1998a). Working with emotional intelligence. New
York: Bantam Books.
Goleman, D. (1998b). What makes a leader? Harvard Business
Review, November-December.
George, J. M. (2000). Emotions and leadership: The role of
emotional intelligence. Human Relations, 53(8), 1027–1055.
Harlow, J. M. (1848). Passage of an iron rod through the head.
Boston Medical and Surgical Journal, 39, 389–393.
Hair, J. F.; Black, W. C.; Babin, B. J.; Anderson, R. E. (2010).
Multivariate Data Analysis. A Global Perspective, 7th edition,
Upper Saddle River: Pearson.
Hair, Jr.F., Anderson, R.E., Tatham, R.L. και Black, W.C. (1998)
Multivariate data analysis, 5th ed. Upper Saddle River, NJ:
Prentice Hall.
Hardie, W.F.R., 1980. Aristotle's ethical theory.
Jasimuddin, S. M., Klein, J. H. & Connell, C., (2005). The paradox
of using tacit and explicit knowledge. Management Decision,
43(1), pp. 102-112.
Jöreskog, K. G. and Sörbom, D. (1988). PRELIS. A program for
multivariate data screening and data summarization. User’s
Guide (2nd Ed.). Chicago: Scientific Software International.
Koman, E.S., Wolff, S.B. "Emotional intelligence competencies in
the team and team leader, a multi-level examination of the
impact of emotional intelligence on team performance,"
Journal of Management Development, 27 (1) (2008), pp. 5575.
Keys, J. (2006), «Knowledge Management, Business Intelligence,
and Content Management», Auerbach Publications, New York.

10
Lane, P.J. and Lubatkin, M. (1998) ‘Relative absorptive capacity
and interorganizational learning’, Strategic Management
Journal, Vol. 19, pp.461–477.
Levin, B.Z. and Cross, R. (2004) ‘The strength of weak ties you can
trust: the mediating role of trust in effective knowledge
transfer,' Management Science, Vol. 50, No. 11, pp.1477–
1490.
Lopes, P. Grewal D. Kadis J. Gall M. Salovey P. (2006) "Evidence
that emotional intelligence is related to job performance and
affect and attitudes at work." Psicothema 2006. Vol. 18, pp.
132-138.
Mansfield, C. (2018). Travel Writing in Place Branding - A Case
Study on Nantes. Journal of Tourism, Heritage & Services
Marketing, 3(2), 1–7. http://doi.org/10.5281/zenodo.1209117.
Mayer, J. D., Salovey, P., & Caruso, D. R. (2000). Models of
Emotional Intelligence. In R. J. Sternberg (Ed.), Handbook of
Human Intelligence (2nd ed., pp. 396-420). New York:
Cambridge.
McDermott, R., & O'Dell, C. (2001). Overcoming cultural barriers
to sharing knowledge. Journal of Knowledge Management,
5(1), 76−85.
Mulaik, S. A., James, L. R., Van Alstine, J., Bennett, N., Lind, S.,
& Stilwell, C. D. (1989). Evaluation of goodness-of-fit indices
for structural equation models. Psychological Bulletin, 105,
430–435.
Nergiz, H., Kozak, M. & Balta, S. (2011). Ethical approaches and
their application in hotel managers´ decision making,
Tourismos: An International Multidisciplinary Journal of
Tourism, Vol. 6, No.1, pp.84-104.
Nonaka, I. & Takeuchi, H., (1995). The Knowledge-Creating
Company: How Japanese Companies Create the Dynamics of
Innovation. 1st ed. s.l.: Oxford University Press.
Nonaka, T., (1991). The knowledge creating company. Harvard
Business Review, 69(6), pp. 96-104.
Nonaka, I. and Takeuchi, H. (1991) The knowledge creating
company, Harvard Business Review.
Pirnar, I., Kurtural, S. & Tutuncuoglu, M. (2019). Festivals and
destination marketing: An application from Izmir City. Journal
of Tourism, Heritage & Services Marketing, 5(1), 9–14.
http://doi.org/10.5281/zenodo.2640987.
Polanyi, M. (1966), The tacit dimension. New York, Anchor Day
Books.
Ryle, G. (2000). The Concept of Mind. Chicago, IL: University of
Chicago Press.
Salovey, P., & Mayer, J.D. (1990). Emotional intelligence.
Imagination, Cognition and Personality, 9, 185–211.
Salovey, P., & Mayer, J.D. (1994). Some final thoughts about
personality and intelligence. In R.J. Sternberg & P. Ruzgis
(Eds.), Personality and intelligence (pp. 303–318). New York:
Cambridge University Press.
Salovey, P., Mayer, J.D., Goldman, S., Turvey, C., & Palfai, T.
(1995). Emotional attention, clarity, and repair: Exploring
emotional intelligence using the Trait Meta-Mood Scale. In J.
Pennebaker (Ed.), Emotion, disclosure, and health (pp. 125–
154). Washington, DC: APA.
Salovey, P., Woolery, A., & Mayer, J.D. (2001). Emotional
intelligence: Conceptualization and measurement. In G.
Fletcher & M.S. Clark (Eds.), The Blackwell handbook of
social psychology (Volume 2: Interpersonal Processes) (pp.
279–307). Oxford: Blackwell.
Skully, J. W. et al., (2013). The role of SHRM in turning tacit
knowledge into explicit knowledge: a cross-national study of
the UK and Malta. The International Journal of Human
Resource Management, 24(12), pp. 2299-2320.
Srivastava, S. (2011). Economic Potential of Tourism: A Case Study
of Agra. Tourismos: An International Multidisciplinary Journal
of Tourism, Vol. 6, No.2, pp.139-158.

Spyros Avdimiotis
Szulanski. G. (2006). Presumptive Adaptation and the Effectiveness
of Knowledge Transfer, Strategic Management Journal Vol.
27, N°10, pp 937-957.
Tabachnick, G. G., and Fidell, L. S. (2007). Experimental Designs
Using ANOVA. Belmont, CA: Duxbury.
Torkington, S. (2 September 2016). The jobs of the future – and two
skills you need to get them. Retrieved 9 November 2017, from
https://www.weforum.org/agenda/2016/09/jobs-of-future-andskills-you-need.
Valluzzi M.R., Garbin E., M. Dalla Benetta, C. Modena (2008).
“Experimental assessment and modeling of the in-plane
behavior of timber floors," Proc of the VI Int. Conf. on
Structural Analysis of Historical Constructions – SAHC08,
Bath (UK), July 2nd-4th, 2008.
Vaz, M., Dinis, A. & Silva, O. (2017). New rurality, traditional
Airline Ratings
• Airline of the year
• Worldwide
music and •tourist
experience.
Journal
of Tourism, Heritage &
Best first
class
• Americas
class
• Middle
Services • Best business
Marketing,
3(1),
25–32.
• Best premium economy
East/Africa
http://doi.org/10.5281/zenodo.401373.
• Best economy class
• Asia/Pacific
• Best low fare
• S.Europe
Volgger, M., Pechlaner,
H.carrier
& Pichler,
(2017). The practice of
region
destination• governance:
A
comparative
analysis of key
Best regional airline
Most improved
airline concepts. Journal of Tourism,
dimensions• and
underlying
Inflight catering award
Heritage •• &
Services
Marketing,
3(1),
18–24.
Long haul - region
http://doi.org/10.5281/zenodo.401371.
• In flight entertainment
award Luria, A. (1994). Tool and symbol in child
Vygotsky, L. S., and
• Best cabin crew
development.
Indomestic
R. van
de Veer and J. Valsiner (Eds) The
• Best
service
• Best lounges
Vygotsky Reader.
Blackwell Publishers.
• Best ultra low cost
Zahra, S. A. andairline
George, G. (2002) “Absorptive Capacity: A
Review, Reconceptualization, and Extension,” Academy of
Canstar Blue
• Domestic airlines
• Australia
Management
Review,
Vol.
• Domestic
airlines
for27, No. 2, pp. 185-203.
small
business
Zeidner, M., Roberts, R., & Matthews, G.M. (2002). Can emotional
intelligence• Top
be airlines
schooled?
review. Educational
Air Help
worldwideA critical
• Worldwide
Psychologist,rankings
37, 215–231.

SUBMITTED: MARCH 2019
REVISION SUBMITTED: JUNE 2019
ACCEPTED: SEPTEMBER 2019
REFEREED ANONYMOUSLY
PUBLISHED ONLINE: 30 NOVEMBER 2019

