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Abstract A growing body of research in recent years has supported the incre-
mental value of Emotional Intelligence in the contemporary business field. In this 
context and taking into consideration that Emotional Intelligence can be improved 
through training, the aim of this research is to investigate whether Emotional Intelli-
gence education and training focusing in the tourism sector, through digital learning 
environments and implementing Transformative Learning, has distinct outcomes 
compared to the traditional lecture method. In this context, the purpose of this paper 
is to investigate the development and enhancement of Emotional Intelligence and the 
role of Transformative Learning theory on learners’ outcomes focusing to the tourism 
sector. According to the findings, we can conclude that Transformative Learning is 
an effective and valuable teaching and learning adult theory for the tourism education 
and training, since it has a positive impact on Emotional Intelligence improvement 
and on the personal development of tourism employees and executives. 
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1 Introduction 

The development of emotional abilities is considered of outmost importance deter-
mining the way an individual behaves, makes decisions, communicates, and manages 
relationships (Kikilia et al., 2022). In a constantly changing and growing tourism 
sector, emotional intelligent employees have a crucial role. Interacting authentically 
with customers leads to customers’ satisfaction, loyalty, and business productivity. 

Considering the growing demand for employees and executives that can satisfy 
customer needs and meet their expectations, the need for EI training programs in the 
tourism sector becomes imperative (Koc, 2019). 

In this context, taking into consideration that unlike IQ, EI (or EQ) can be devel-
oped and enhanced through training and education, this research investigates the 
development and enhancement of Emotional Intelligence focusing on employees 
and executives in the tourism industry (Salovey et al., 2002). More specifically, two 
training programs were implemented to two separate groups utilizing either Trans-
formative Learning or traditional teaching methods, through online learning envi-
ronments. According to Mezirow’s theory, the adaption of Transformative Learning 
leads learners to transform their past perspectives and dysfunctional beliefs and 
change through critical reflection and rational discourse (Mezirow, 2000). 

Web conferencing technologies are utilized in this training program providing 
presence, immediate feedback, flexibility, and interaction (Kallou et al., 2022b; 
Vlassopoulou et al., 2021). 

The purpose of this paper is to investigate the development and enhancement of 
EI and the role of Transformative Learning theory on learners’ outcomes focusing 
on the tourism sector. 

2 Literature Review 

2.1 Emotional Intelligence 

Emotional Intelligence (EI) is a valuable concept in the field of psychology and busi-
ness and it includes a critical set of skills and abilities linked to personal development 
and success. 

EI (Kallou et al., 2022a) is referred to the ability of an individual to identify, use 
and evaluate emotions in oneself and others (Salovey & Mayer, 1990). EI has been 
correlated to job performance, job satisfaction, leadership, effective communication, 
relieved stress, and low counterproductive work behavior (Samanta & Kallou, 2020; 
Goleman & Cherniss, 2001). 

Furthermore, EI plays a particular role in tourism business as service quality is 
dependent on tourism employees’ performance and the interactions they have with 
customers, colleagues, and supervisors (Darvishmotevali et al., 2018; Kikilia et al., 
2022). Tourism employees, with an elevated level of EI, communicate effectively with
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customers, anticipating their needs and satisfying them, influencing on their inten-
tion to return. Additionally, they contribute to the improvement of service delivery 
leading to growth in profits of the tourism business (Kallou et al., 2022a; Koc, 2019). 
Consequently, EI is a determinant factor for tourism employees achieving better 
performance results, contributing at the same time to a positive working climate 
(Darvishmotevali et al., 2018; Kallou et al., 2022a; Koc, 2019). 

In this context, focusing on the development and training of EI in tourism 
employees implementing innovative training programs and educational strategies 
is of outmost importance since it contributes to the upgrade of the provided services 
and high business productivity (Kikilia et al., 2022). 

2.2 Transformative Learning 

Transformative Learning (TL) is a widely accepted adult learning theory outlined 
by Mezirow. TL refers to how the learning process can transform learners past 
perspectives and points of view, encouraging critical reflection and rational discourse 
(Mezirow, 2000). The implementation of TL leads learners to assess their assump-
tions and deeply held beliefs and transform their personal perspectives, beliefs and 
attitudes, contributing to their personal development (Mezirow & Taylor, 2009). 

The integration and the effect of TL in the tourism field has been acknowledged 
by the researchers as it plays a vital role including a great variant of activities (Chao, 
2017). 

Additionally, the implementation of TL into tourism education leads individuals to 
re-evaluate their perspectives that no longer serve them, shifting their points of view 
through critical reflection and flourishing in an antagonistic working environment 
such as the tourism sector (Kallou & Kikilia, 2021; Stone & Duffy, 2015). 

Furthermore, the implementation of the student-centered TL theory in the tourism 
education and training can provide retention and enhanced educational results 
compared to the traditional and teacher centered lecture method (Uyanik, 2016). 

3 Aim of the Study and Research Questions 

The aim of the research is to investigate whether EI education and training focusing 
in the tourism sector, through digital learning environments, implementing TL, has 
distinct outcomes compared to the traditional lecture method. The research questions 
of this study include: 

(1) Can EI be developed and enhanced through training? 
(2) Has the training program met the expectations of the participants? 
(3) What is the role of TL as a learning and teaching method?
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4 Methodology 

Capturing the details of the data, this research emphasized in mixed methods 
collecting quantitative and qualitative data, for a more detailed analysis (Creswell 
et al., 2004). 

The survey conducted in two (2) groups (Fig. 1): 

● group A, the experimental group, which TL was implemented
● group B, the control group, which the lecture method was implemented. 

The EI training program through digital learning environments included 8 courses 
for each group, of 1.30 h each. 

This paper is a small part of an extensive research that is in progress. The first 
results from this research will be presented in this paper. More specifically, an EI 
questionnaire was given to the participants at the beginning and at the end of the 
survey, measuring EI. This research has principally focused on the short form of 
the Trait Emotional Intelligence Questionnaire-Short Form–TEIQue-SF (Petrides & 
Furnham, 2006). More specifically, TEIQue-SF was utilized as it is appropriate for 
EI training programs (O’Connor et al., 2019). TEIQue-SF contains 30 questions, 
and its validity and reliability are verified by a huge number of studies. A 7-point 
Likert scale was used, ranging from 1 (I strongly disagree) to 7 (I strongly agree) 
(Siegling et al., 2015). TEIQue-SF global factor, for each of the participants was 
calculated on a 1 to 7 scale per the TEIQue-SF scoring key held by Petrides at 
London Psychometric Laboratory, University College London (http://www.psycho 
metriclab.com) (Petrides, 2009). 

Data from the questionnaire survey was processed using the SPSS v.21. 
Furthermore, as the required data includes perceptions of the participants, it is 

obvious that primary data is needed. These perceptions concern views and opinions 
which cannot be measured quantitatively in a structured questionnaire. More partic-
ularly, for each question, answers of all participants will be gathered, and common 
points and different views will be analyzed. 

Consequently, participants are free to reveal their perceptions on open-ended 
questions measuring parameters of the implemented methodology. The required data 
from the interviews, includes estimations and expectations about the implemented 
training program.

Fig. 1 EI training program in the tourism sector

http://www.psychometriclab.com
http://www.psychometriclab.com
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In the present analysis, codes are produced in combination with sections of text 
and a connection is made with the conceptual categories of the research implementing 
open coding method (Cohen et al., 2007). 

5 Results 

5.1 Research Sample 

The current research sample consisted of 50 undergraduate and postgraduate students 
of the Department of Tourism Management of the University of West Attica, Greece 
with working experience as employees or executives. More specifically, the sample 
of the experimental group consisted of 24 participants while the sample of the control 
group consisted of 26 participants. 

The research conducted in accordance with the principles which ensure and define 
the ethical rules (Petousi & Sifaki, 2020). More specifically, ethical approval was 
obtained from the Research Ethics Committee of the University of West Attica 
(number of approval: 17341 - 23/02/2022). 

Considering the experimental group, 41.67% were male and 58.33% were female. 
Concerning their age, 50% were between the age of 18–28, 20.83% were between 
the age of 29–39, 16.67% were between the age of 40–49, and 12.50% were between 
the age of 50 and above. Concerning the educational level, about 58.33% were 
undergraduate students and 41.67% were postgraduate students. All participants had 
working experience. Concerning their working position, 70.83% were employees, 
and 29.17% were managers. 

Considering the control group, 24.14% were male and 65.52% were female. 
Concerning their age, 41.38% were between the age of 18–28, 13.79% were between 
the age of 29–39, 27.59% were between the age of 40–49, and 6.90% were between 
the age of 50 and above. Concerning the educational level, about 34.48% were 
undergraduate students and 55.17% were postgraduate students. All participants had 
working experience. Concerning their working position, 65.52% were employees, 
and 24.14% were managers. 

5.2 Emotional Intelligence Training Results 

Considering the responses of students measuring EI and according to the results, we 
conclude that EI has improved in both groups. 

More specifically, in the initial measurement of EI in group A, we have noticed an 
average value of 4.98 points in conjunction with the final measurement of an average 
value of 5.45 points. That means a difference in improvement value of 0.47 points.
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Table 1 TEIQue-SF scores Global Trait Group 
A (n  = 24) 

Global Trait Group 
B (n  = 26) 

Start of the program 4.98 5.08 

End of the program 5.45 5.46 

Improvement value 0.47 0.37

On the other hand, in the initial measurement of EI in group B, we have noticed an 
average value of 5.08 points in conjunction with the final measurement of an average 
value of 5.46 points. That means a difference in improvement value of 0.37 points. 
(Table 1). 

● Based on the above results, the training program which utilized TL theory (group 
A) seems to have higher improvement outcomes of EI than the training program 
based on the lecture method (group B). 

. 

5.3 Qualitative Analysis 

The qualitative analysis concerns the research questions which have already been 
posed. A variety of themes emerged from the interviews regarding participants’ 
perceptions about the EI training program implemented. 

The interview consisted of 4 related questions according to relevant research 
questions. The interview questions content was labeled by a code (Fig. 2). 

Fig. 2 Code labeling of the 
interview questions content
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Results are presented in the next paragraphs. 

C1: Meeting the program expectations 

The first question, before the program starts, deals with the expectations from the EI 
training program: (Q1. What are your expectations from this program?). 

The majority of the participants in the experimental group (group A) have expec-
tations regarding the use of EI at work (12 out of 24). A large percentage considers 
it as an interesting and original topic that gives a new perspective (10 out of 24). A 
significant percentage have expectations regarding relations with others and under-
standing them (9 out of 24). Several participants also want to improve their EI and 
develop as individuals (7 out of 24). Also, six participants have expectations related to 
knowledge about EI and 2 participants have expectations related to understanding and 
controlling emotions. One participant has elevated expectations. The majority of the 
participants in the control group (group B) have expectations regarding knowledge 
about EI (15 out of 26), while a significant percentage has expectations regarding 
relationships with others (14 out of 26). Several of them have expectations related 
to the application of EI at work (11 out of 26), while in a smaller percentage are the 
expectations related to personal development (7 out of 26), the interest in the subject 
(7 out of 26) the processing, understanding, and managing of emotions (3 out of 26). 

After completing the training program, the participants were asked if this program 
met their expectations: (Q2. Did this program meet your expectations?). 

All participants in the experimental group which TL was implemented, met their 
expectations about the training program. The majority of the participants was satisfied 
to the highest degree (13 out of 24). Also, a significant percentage (8 out of 24) was 
also satisfied to a remarkably high degree. 

All the participants in the control group met their expectations about the training 
program too. Most of the participants in the control group satisfied their expectations 
regarding the program to the highest degree (8 out of 26) and to a remarkably high 
degree (6out of 26), while a small percentage (5 out of 26) were quite satisfied.

● Based on the above, and regarding the research question 1, we can conclude 
that most of the participants in the experimental group were to a much greater 
extent satisfied regarding their expectations from the program, compared to the 
participants in the control group. 

C2: Revision of views and perceptions 

The 3rd question deals with revising opinions and perceptions of the participants: 
(Q3. Did the program help you revise your opinions and perceptions about emotions 
in the working environment?). 

The majority of the participants (21 out of 24) of the experimental group which 
TL was implemented, considered that the training program helped them revise their 
opinions and perceptions regarding the significant role of EI, and the role of emotions 
in the tourism industry. Respondents have described perceptions related to the fact 
that the employee should not bring his/her emotions to work, which were replaced 
by views that focus on the significant role that emotions play in the workplace. The
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respondents have realized that emotions should be expressed at work and that they are 
an integral part of it. Additionally, they understood that they should also manage them 
properly, using empathy, to improve their relationships with clients, colleagues, and 
supervisors. The use of constructive dialogue and effective communication among 
participants is particularly important for a better cooperation. Cultivating cooperation 
and trust in the tourism sector was considered of paramount importance by the 
participants. These views have triggered dysfunctional attitudes, which had been 
established by old perceptions. 

Through the participation in groups and based on participants experiences, and 
in combination with the rational dialogue, which was developed, the perception that 
the supervisors should be harsh, distant, and strict, without considering any feelings, 
was abandoned. This perception was replaced by the one that supervisors can use 
emotional information and operate with empathy. 

The majority of the participants of the control group (15 out of 26) considered that 
the training program assisted them to revise opinions and perceptions related to the 
role of emotions and their better control at work, the relationships with colleagues and 
supervisors, and the way they interact with others using empathy. Participants, also, 
changed their perspectives, in terms of managing conflicts with others and improved 
even their personal relationships. The program did not help a significant number of 
participants to revise their opinions and perceptions about the role of emotions in the 
workplace (10 out of 26). One participant didn’t have any stereotypes (1 out of 26).

● Based on the above, we can conclude that most of the participants in the training 
program which TL was implemented were helped to change their opinions and 
perceptions. The dialogue and critical thinking, developed during the exchange 
of views during the discussions in virtual teams, helped participants abandon a 
wide range of old and dysfunctional perceptions and replace them with new, more 
functional perceptions. On the other hand, the participants of the control group 
were helped to change their opinions and perceptions, to a lesser extent, and there 
was also a significant percentage that was not helped. 

Consequently, the participants in the program which TL was implemented (the 
experimental group) revised their views and their perceptions to a much greater extent 
in relation to the control group. 

C3: Deepening the causes of views and past perceptions 

The 4th question deals with deepening into the causes of old views and percep-
tions: (Q4. Did the program help you delve into the deep causes of opinions and 
perceptions?). 

The majority of the participants in the experimental group (18 out of 24) which 
TL was implemented, considered that the program helps them get to the root causes 
of their views and perceptions. More specifically, through interaction, dialogue, and 
the experiences of the other participants in the virtual teams, they reflected on and 
identified the causes of these perceptions. These old mindsets were based on expe-
riences from the family, and the society, which convey stereotypes and they do not 
particularly focus on the importance of emotions. The old mindsets that had been
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cultivated about emotions and passed down from generation to generation resulted 
in the creation of these perceptions. 

In addition, the education system, which does not focus as much as it should on 
the role of emotions, and past experiences or little work experience have also played 
a role. The participants also considered that personality factors also play a role. 

On the other hand, the majority of the participants of the control group (18 out 
of 26) considered that the program did not help them penetrate the deep causes of 
their views and perceptions. A few of the participants (6 out of 26), who were helped 
to penetrate the deep causes of their perceptions, believe that childhood experiences 
and the fact that school does not pay much attention to emotions, play a role.

● Based on the above, we can conclude that the vast majority of the participants 
in the program which TL was implemented as a learning theory (group A), was 
deeply penetrated in the causes of past assumptions and perceptions. The dialogue 
and critical thinking developed during the exchange of views in the discussions in 
virtual teams helped to delve deeper into the causes of the dysfunctional percep-
tions. On the other hand, the vast majority of the participants in the control group 
did not investigate further the causes of the opinions and past perceptions (Table 
2). 

Table 2 Summary of interview findings 

Questions Codes Group A (experimental) Group B 
(control) 

Before the program starts 

1. What are your expectations 
from this program 

C1 Relationships, 
use of EI, interesting topic, 
improving EI, emotions 

Knowledge about EI, 
relationships, use of EI, 
personal development, 
emotions, personal 
development 

At the end of the program 

2. Did this program meet 
your expectations 

C1 The vast majority were very 
satisfied 

The majority were 
satisfied 

3. Did the program help you 
revise your opinions and 
perceptions about emotions 
in the working environment? 

C2 The vast majority revised 
their views and perceptions 

The majority revised 
their views and 
perceptions 
A significant number 
didn’t revise their views 
and perceptions 

4. Did the program help you 
delve into the deep causes of 
opinions and perceptions? 

C3 The vast majority was 
deeply penetrated into the 
causes of past assumptions 
and perceptions 

The vast majority did not 
investigate further the 
causes of the opinions 
and past perceptions
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6 Discussion 

The present paper investigates the role of TL in an EI training program proposing an 
innovative approach in developing and enhancing EI in the tourism sector through 
digital learning environments. 

According to the findings of this paper, and considering the 1st research question, 
both the experimental and the control group have improved EI in agreement with 
previous research, which stresses that EI can be developed with training and practice 
(Salovey et al., 2002; Salcido et al., 2019). More specifically, the training program 
which TL was utilized seems to have higher improvement outcomes of EI than the 
training program based on the lecture method. This is in line with previous research 
that acknowledged that the implementation of TL can enhance educational outcomes 
compared to the lecture method (Uyanik, 2016). 

Additionally, regarding the qualitative part of this paper, and according to the 2nd 
research question, the participants in the experimental group which TL was imple-
mented, met their expectations and were more satisfied compared to the participants 
in the control group. 

According to the 3rd research question, most of the participants of the exper-
imental group were helped to revise and change their opinions and dysfunctional 
perceptions regarding the significant role of EI, and the role of emotions in the 
tourism industry, to a much greater extent in relation to the control group. These 
findings are consistent with the relevant literature concluding that TL leads learners 
to transform their past perceptions and beliefs, searching for new ways of thinking. 
This process can also help them restore harmony in their lives while old perceptions 
and stereotypes referring to the role of emotions in the tourism working environment 
are replaced by new ones (Koulaouzides, 2019; Mezirow, 2000). 

Furthermore, TL not only helped participants recognize their dysfunctional 
assumptions but also consider in depth their impact and the causes that created 
them. These findings are consistent with the relevant literature concluding that crit-
ical reflection and constructive dialogue, interpreting at the same time experiences, 
involves the in-depth process of examining the assumptions on which one’s world-
view is based, as well as the investigation of the sources of origin (Mezirow, 2000, 
Koulaouzides, 2019). In this way, TL guides learners to gain more control of their lives 
and make decisions for action leading to their personal development (Koulaouzides; 
Mezirow, 2000; Mezirow & Taylor, 2009). 

7 Conclusions 

Enhancing and developing EI based on contemporary and innovative teaching and 
learning methods is a pivotal criterion for tourism employees’ growth and develop-
ment. Emotionally intelligent employees can recognize customers’ needs and fulfill 
their expectations satisfying them by contributing in parallel to major revenues for
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the tourism business (Kallou & Kikilia, 2021). The implementation of TL in an EI 
training program in the tourism sector has better learning outcomes and also helps 
learners evaluate and reconstruct their personal meaning. 

Considering the paper findings, we can conclude that TL is an effective and 
valuable teaching and learning adult theory for the tourism education and training, 
since it has a positive impact on EI improvement and on the personal development 
of tourism employees and executives (Chao, 2017; Kallou & Kikilia, 2021). 

8 Limitations 

This study has reasonable limitations. As we mentioned above, this paper is a small 
part of an extensive research that is in progress. The sample of the study is small. 
Future research will mix more quantitative and qualitative results for the current 
mixed research. 

In conclusion, this paper investigates the role of TL in a training program for EI 
development and enhancement in the tourism sector, making a significant contri-
bution to the growing body of literature, through practical implications on how to 
improve tourism employees EI, achieving better outcomes and personal growth. 
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