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The Effect of the Golf Coach’s Emotional Intelligence on the Consumer
Citizenship Behavior: Moderating Effect Analysis by Gender
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Abstract

The first purpose of this study is to understand the impact of the emotional intelligence of golf
coaches on customer citizenship behavior. The second is to verify the moderating effects of gender
roles in the relationship between emotional intelligence and customer citizenship behavior. In order to
achieve the research purposes, 5 indoor and outdoor golf driving ranges were selected in Cheongju,
and 318 customers were selected as the objects. SPSS 22.0 and AMOS 21.0 software was used. The
following were identified as the result of the analysis. First, besides ‘Emotional Control and ‘Helping
Others’ all four sub-factors of the golf coach’'s emotional intelligence had a noticeable influence on
customer citizenship behavior. Second, the influence of emotional intelligence differed according to the
gender of coaches. In the case of male coaches, emotional intelligence had an impact on all factors
except transmission. In the case of women, it was found that feedback, helping others and emotional
control had an impact on all factors except transmission. Therefore, these results show that in-depth
research on the emotional intelligence of golf coaches is required. They also suggest that there will be
a need to study how the gender of the coach affects customer citizenship behavior.
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