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Abstract; The manager characteristics in the service industry were extracted by applying the
behavioral event interview method. A questionnaire on manager characteristics in the service
industry was designed, and the model of manager characteristics in the service industry was
established based on the results of the questionnaire. Accordingly, an 11-dimensional manager
characteristics model was proposed, including decision ability, learning ability, affective
intelligence, self-control ability, innovation ability, achievement motivation, social ability,
communication ability, leadership, application ability and caring ability. Moreover, an evaluation
model on work performance in the service industry was put forward, including task performance
and contextual performance. Finally, the relationship model between manager characteristics and
work performance was built using the partial least square regression.
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Table 1 Manager characteristics in the service industry
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Table 2 Work performance scale
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Table 3 Output for PLSR
Yty yl y2 y3 y4 y5 y6 y7 y8 y9
x1 0. 047 -0.05 -0.071 -0.007 0. 100 0.032 0. 049 -0.102 -0.068
x2 -0.001 -0.016 -0.036 -0.026 0. 042 0. 025 0. 009 -0.031 -0.028
x3 0.061 -0.043 -0.045 0.023 0.074 0. 009 0. 050 -0. 089 -0.052
x4 0.019 -0.032 -0.054 -0.020 0.071 0.030 0.027 -0. 064 -0.047
X5 0.032 0 0.025 0.046 -0.019 -0.029 0.013 -0.003 0.011
X6 -0.018 0.012 0.012 -0.008 -0.020 -0.001 -0.014 0.025 0.014
X7 -0.033 0. 027 0.033 -0.007 -0.050 -0.011 -0.029 0. 056 0.034
x8 0. 008 0.019 0. 048 0.040 -0.054 -0.036 —0.008 0.036 0.035
x9 -0.020 0.016 0.019 -0.005 -0.030 —-0. 006 -0.018 0.034 0. 020
x10 -0.031 -0.001 -0.026 -0.045 0.021 0.029 -0.011 0. 001 -0.012




%8 M WERE: REEOLERERIEL TAEGAZ M # 4 1209
Y yl y2 y3 y4 y5 y6 y7 y8 y9
x11 0. 126 -0.017 0. 061 0. 154 -0.030 -0. 086 0. 060 -0.046 0.013
x12 0.014 0. 005 0. 021 0.027 -0.021 -0.020 0. 003 0. 008 0.013
x13 0. 083 -0.008 0. 046 0. 106 -0.027 -0.061 0. 037 -0.025 0.014
x14 -0. 100 0.015 -0.046 -0.121 0.021 0.067 -0.048 0.039 -0.009
x15 0.072 -0.016 0.021 0.079 -0.001 -0.040 0.038 -0.038 -0.003
x16 0.024 0.01 0.041 0. 049 -0.040 -0.036 0. 003 0.017 0. 025
x17 0.017 -0.037 -0.067 -0.030 0. 085 0.039 0.029 -0.074 -0.056
x18 0. 008 -0.013 -0.022 -0.008 0. 029 0.012 0.011 -0.026 -0.019
x19 0. 008 0.013 0.035 0.031 -0.039 -0.027 -0.005 0. 025 0.025
x20 -0.012 0.016 0. 025 0. 006 -0.033 -0.013 -0.014 0.032 0. 022
x21 -0.008 -0.002 -0.011 -0.015 0.010 0.011 -0.002 -0.003 -0.006
O 2. 046 3. 266 2.959 2. 151 2.818 3.358 2.419 3.558 3.268
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Table 4 Cross validity test
h 92 Rd<X;t17t25”'5th) Rd(,f(X);tl’tz""’th) Qi Ilﬁaﬁ{g
1 1. 65 0.9583 0.988 6 0.9823 0.0975
2 1.54 0.989 6 0.998 9 0.6180 0.097 5
0. 86 0.9899 0.999 8 -0.0932 0.097 5
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