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Abstract

Present day organizations realize that traditional intelligence or
Intelligence Quotient (IQ) is not sufficient for developing job
performance, work-related behaviour and career advancements of
leaders in organizations. The literature suggests that Emotional
Intelligence (EI) plays a vital role in the success of managers in the
workplace. Hence, the purpose of this study was to investigate the
effect of Emotional Intelligence on the job performance of bank
managers in Sri Lanka, in order to narrow the research gap.

Based on the previous literature showing the relationships among
the variables, a conceptual model was developed. The study
adopted already validated research instruments. The model was
empirically tested by collecting data from bank managers in Sri
Lanka. A total of two hundred commercial bank managers were
selected for the study using the Convenience Sampling Technique
and one hundred and sixty three usable questionnaires were
returned. The model was tested with the measurement model and
the structural model analysis by using the Partial Least Square
technique (PLS). The measurement model analysis was used to
establish the item reliability, internal consistency reliability,
convergent validity, and discriminant validity and the structural
model analysis was used to test the model fit.

The structural model analysis results provided the support for all
three hypotheses formulated in this study. Thus, the higher the
levels of emotional intelligence of bank mangers the higher the
levels of job performance and higher the levels of job satisfaction.
This study provides future directions for further research as well.

Keywords: Emotional intelligence, job performance, job
satisfaction, measurement model, structural model
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Introduction

Leaders who have high Emotional Intelligence competencies are
more likely than less emotionally intelligent leaders to achieve
success in the workplace (Goleman, 1998; San & O'Higgins, 2012).
In today’s competitive world, the non-cognitive skill of Emotional
Intelligence of managers is the instrument in enhancing their
work-related behaviours and their job performance and success,
which ultimately leads to organizational success (Goleman, 1998;
Derman, 1999; Groves, McEnrue, & Shen, 2008).

Emotional intelligence provides positive consequences for
employees at all levels. Especially it determines the leaders’
success in organizations (Groves et al, 2008). Emotional
Intelligence is considered twice as important as technical skills
and intellectual intelligence for all jobs at all levels (Goleman,
1998). Further Goleman suggested the importance of emotional
intelligence for leaders as without it, a person can have the best
training in the world, an incisive, analytical mind, and an endless
supply of smart ideas, but she/he still won’t make a great leader.
Further he stated that among star performers with average areas
in senior leadership positions, nearly ninety percent of the
differences in their profiles were attributable to emotional
intelligence factors rather than cognitive abilities.

The banking sector is one of the foremost sectors in any country to
boost the economy of any country. Similarly, the banking sector of
Sri Lanka is one of the leading sectors in the financial sector and
it plays a vital role in the country’s development. Compared to the
last few decades, new banks are emerging day by day thereby
increasing competition among the banks, leading the existing
banks to rethink their existing strategies, policies, systems,
structures, resources etc. Gaining sustainable competitive
advantage through organizational employees could be considered
as the best strategy since one of the most important strategic
resources in any organization is the human resource. In this
regard, organizations must consider the competent employees in
achieving success through the people. Many researchers have
argued that organizations benefit from having emotionally
intelligent employees at the workplace. Emotional Intelligence is
proved to be a necessity for successful performance and career
development (Kunnanatt, 2008) and for enhancing employee
outcomes including job satisfaction, organizational commitment,
career commitment, and job involvement (Carmeli,2003; San &
O'Higgins, 2012).
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If managers and employees develop their Emotional Intelligence,
they will both benefit. EI enhances employee cooperation,
increases motivation, productivity, and profits (Johnson & Julie,
1999). Further, these scholars pointed out that managers will
have a work force willing to engage with passion and employees
will have managers who are receptive and open to their needs.
How the Emotional Intelligence training programmes influenced
quality of service provided by the employees must be taken into
consideration. According to the study of Mina and Melika (2011),
it was proved that service employees in the banking sector can be
trained in EI by means of tailored programmes designed to
enhance perceived service quality among bank customers.

Studies on investigating the impact of Emotional Intelligence on
Job Performance are lacking, and therefore, the literature is
deficient in several aspects. In reviewing the literature, it was
found that there were few studies conducted on emotional
intelligence in Asia. However, studying the impact of Emotional
Intelligence on enhancing performance and employees’ outcomes
provides a valuable input to the organization in order to identify
the right skills and competencies that should be possessed by
leaders and managers (Carmeli, 2003; Johnson & Julie, 1999;
Mina & Melika, 2011).

Sri Lankan commercial banks today have become much more
demanding as well as complex and ambiguous places of work. The
managers are expected to show their worth in creating conditions
in which people can deliver the best results necessitating mastery
of a set of new key competencies which includes emotional
intelligence and related competencies. However, in the Sri Lankan
context, the construct of Emotional Intelligence has only been
studied with limited constructs such as organizational learning
(Dissanayaka, Janadari & Chathurani, 2010) and Job Satisfaction
(Kappagoda, 2011). However, there is still a need to fill the
empirical gap in studying the impact of Emotional Intelligence on
Job Performance of managers in the banking industry in Sri
Lanka since there were no studies found in testing the
relationships between these constructs.

Thus, the research problem of this study is to investigate whether
there is a significant relationship between Emotional Intelligence
and Job Performance in Sri Lanka.
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Scope of the study

The current study focused on commercial bank managers in Sri
Lanka and four banks are namely, Hatton National Bank,
Commercial Bank PLC, People’s Bank, and Bank of Ceylon. Two
hundred managers were selected using convenience sampling
method, representing each province on a proportionate basis.

The objectives of the present study are; to investigate the effect of
Emotional Intelligence on Job Performance of managers in the
banking sector in Sri Lanka; to investigate the effect of Emotional
Intelligence on Job Satisfaction of managers in the banking sector
in Sri Lanka; and to investigate the effect of Job Satisfaction on
Job Performance of managers in the banking sector in Sri Lanka.

Literature review
Emotional Intelligence and Job Satisfaction

Emotional Intelligence is the ability to monitor one’s own and
others’ feelings and emotions, to discriminate among them and to
use this information to guide one’s thinking and actions, and it is
the capacity for recognizing our own feelings and those of others,
for motivating ourselves, and for managing emotions well in
ourselves and in our relationships (Salovey & Mayer, 1989;
Goleman, 1998). Job Satisfaction refers to the collection of positive
feelings and affective responses associated with the job (Spector,
1997; Robbins & Coulter, 2002; Robbins & Judge, 2009).

Previous studies proved that there is a positive and significant
relationship between Emotional Intelligence and Job Satisfaction
(Wong & Law, 2002; Grandy, 2000). Fisher (2003) found that the
emotions in the work place affect Job Satisfaction. Furthermore,
he identified constructs of Emotional Intelligence such as
interpersonal relations which immediately affect job satisfaction,
other than salary and chance of promotion. Carmeli (2003) also
found that emotional intelligence has a significant positive effect
on job satisfaction by taking a sample of senior managers
employed as chief financial officers in the local government
authorities in Israel.

Employees who rated their leaders as more emotionally intelligent
and effective were satisfied with work (Nowak, 2006). Another
study found that leader member exchange mediated the
relationship between the follower Emotional Intelligence and both
turnover intention and Job Satisfaction (Jordan & Troth, 2011.
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San and O'Higgins (2012) tested the influences of managers’
Emotional Intelligence, leadership styles, and employee outcomes
with a sample of three hundred and twenty three managers and
their subordinate employees using the Wong Emotional
Intelligence Scale. Results showed that managers’ transforma-
tional leadership style fully mediated the relationship between
managers’ emotional intelligence and employee job satisfaction.
Thus, based on the above justification, the following hypothesis is
proposed:

Hi: Higher the level of Emotional Intelligence, higher the level
of Job Satisfaction of bank managers

Job Satisfaction and Job Performance

Job Satisfaction is one of the most prominent variables in the field
of organizational behaviour and management since it has been
frequently tested in several areas from time to time (Pfeffer, 1994;
Fisher, 2003; Robbins & Judge, 2009). More and more
organizations consider Job Satisfaction as a factor in order to
retain their employees within the organization (Robbins & Judge,
2009).

Luthans (1995) found that there is a significant negative
relationship between Job Satisfaction and absenteeism. Also Job
Satisfaction has been tested with job performance and a positive
relationship was found between the two variables (Fisher, 2003).
Moreover, research finding proved that satisfied employees
effectively perform their tasks and jobs in terms of higher level of
performance and productivity (Fisher, 2003). Thus, based on the
above justification the following hypothesis is proposed:

Hz: Higher the level of Job Satisfaction, higher the level of Job
Performance of bank managers

Emotional Intelligence and Job Performance

Dries and Pepermans (2007) conducted a study to reveal
Emotional Intelligence and identify the high potential managers.
In this study, fifty one high potential and fifty one regular
managers were selected as the sample. The results showed that
there is a higher level of Emotional Intelligence elements such as
assertiveness, independence, optimism, and social responsibility
revealed in high potential managers compared to regular



S. Praveena

managers. Also it was found that high potential managers showed
a higher level of job performance.

Also it was found that Emotional Intelligence of employees leads to
enhance the financial position of the organization. Executives who
possessed higher levels of empathy, self-regard, reality testing,
and problem solving were more likely to yield high profit-earning
companies (Stein et al, 2009). Similarly, another study showed
that emotional intelligence of government employees within public
organizations has had an impact on Job Performance similar to
that in private organizations (Hsi-An & Susanto, 2010). Thus,
based on the above justification the following hypothesis is
proposed:

Hs: Higher the level of Emotional Intelligence, higher the level
of Job Performance of bank managers

Theoretical Framework

Emotional Intelligence plays an important role in the success of
senior managers in the workplace in order to develop positive work
attitudes, behaviour, and outcomes including better performance
at the workplace. (Carmeli, 2003). Carmeli empirically examined
the extent to which senior managers with a high Emotional
Intelligence employed in public sector organizations developed
employee outcomes. The results indicated that Emotional
Intelligence augments positive work attitudes, altruistic behaviour,
and work outcomes in the workplace.

Emotional Intelligence can make the difference between good and
poor leaders (Carmeli, 2003). Leaders with high Emotional
Intelligence skills are well satisfied with their work (Nowack,
2000). Individuals with high Emotional Intelligence experience
continuous positive moods and feelings that generate higher levels
of satisfaction and well-being compared to individuals who
experience anger, depression and disappointment (Carmeli, 2003;
Derman, 1999; Stein et al., 2009). Emotionally intelligent mangers
develop emotional attachment to their organizations and even
more to their career, and mangers with high Emotional
Intelligence often get extremely involved in challenging and
complex situations, and they try to get highly involved in their jobs
(Carmeli, 2003; Dries & Pepermans, 2007).

Based on the literature review, it was clear that there are
significant relationships among constructs identified for this
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study. Emotional Intelligence has a significant positive effect on
Job Performance (Carmeli, 2003; Dries & Pepermans, 2007; Stein
et al., 2009).

In addition to these relationships among the constructs, the job
satisfaction was taken as mediator between Emotional Intelligence
and Job Performance. Previous studies supported the relationship
between these constructs. Emotional Intelligence had a significant
positive effect on Job Satisfaction (Carmeli, 2003; Jordan & Troth,
2011; San and O'Higgins, 2012) and Job satisfaction had a
favourable effect on Job Performance (Luthans, 1995; Fisher,
2003).

Therefore, based on the previous studies, the conceptual model for
this study was developed. The conceptual model is shown in
Figure 1.

Job
satisfaction

Hi

Emotional
Job performance

intelligence

v

Figurel. Theoretical framework

Methodology
Overall Approach to Research

The type of investigation was a correlational study, the extent of
researcher interference was minimal, the study setting was non
contrived (natural) and the time horizon was cross sectional, and
the unit of analysis was individual.

Population and Sample
The population for this study was commercial bank managers.

Four commercial banks were selected for this study; Hatton
National Bank, Commercial Bank PLC, People’s Bank, and Bank
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of Ceylon. Two hundred managers were selected wusing
convenience sampling method, representing each province on a
proportionate basis.

Data Collection

In this study, an empirical survey was carried out using a self-
administered questionnaire on a seven-point Likert scale (1 =
strongly agree, 7 = strongly disagree), whereby respondents were
asked to give their agreement or disagreement. The response rate
was 81.5%.

Survey Instrument Development
Emotional Intelligence:

The current study adopted the self-report of EI of Schutte (1998)
including 33 Likert-type scale items in order to measure the
emotional intelligence traits of managers. However, factor loadings
eliminated 7 items.

Job Satisfaction:

This study adopted a 6-item measurement developed by Tsui,
Egan, and O'Reilly (1992). This study modified items from the
question format to statements as a result of consultation
regarding these items with selected managers. Factor loadings
eliminated one item.

Job Performance:

The current study adopted a 4-item measurement developed by
Perarce & Porter (1986) and it has been used in the study of
Carmeli (2003). Factor leading accepted all items.

Approach to Data Analysis

Statistical Package for Social Science (SPSS) version 20.0 and
SmartPLS version 2.0 (Ringle, Christian Wende, Will & Alexander,
2005) were the statistical tools used in the current study.
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Findings

Descriptive Analysis

Research constructs of emotional intelligence, job satisfaction and
job performance were analyzed through mean and its respective
standard deviation using the SPSS version 20.0 and they showed

higher levels of mean values as shown in Table 1.

Table 1. Descriptive statistics of research constructs

Constructs N Mean Standard
Deviation
Emotional Intelligence 163 5.66 0.951
Job Satisfaction 163 5.69 1.009
Job performance 163 5.63 0.895

Measurement Model Analysis

The data collected was analyzed using Smart-PLS version 2.0
software. The reliability was tested as a measurement model
analysis in this research. Particularly, factor loadings (item
reliability) and internal consistency reliability were examined.
According to factor loadings, the majority of items were acceptable
as the item loadings were above the threshold value of 0.70 (Hair
etal, 2011).

However the factor loadings of 07 items of emotional intelligence
and 01 item of job satisfaction were below the threshold value of
0.70. The factor loadings for all items were above the threshold
value (0.70) when the measurement model analysis was carried
out for the third time.

Structural Model Analysis

The model’s explanatory power was assessed by the coefficient of
determination, R? and it is 0.824 for the “ob performance”
construct. This means that the two constructs (emotional
intelligence and job satisfaction) explained a substantial
proportion (82.4%) of the variance in job performance, since R? >
0.75 (Hair et al., 2011).

The strength of the cause-effect relationships was assessed
through the path coefficient values (8) and bootstrapping was used
to test the significance of structural paths using t-Statistics (Hair
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et al.,, 2011; Wong, 2013). The path coefficients suggested that
emotional intelligence has the strongest effect on job performance
(0.8816), followed by job satisfaction (0.7513). Thus all the
hypothesized path relationships between the constructs were
statistically significant. Thus, it is concluded that all the
hypothesized path relationships between the constructs:
emotional intelligence and job satisfaction (8 = 0.6894, p =
0.0000); job satisfaction and job performance (8 = 0.7513, p
0.0000); and emotional intelligence and job performance (f3
0.8816, p = 0.0010) were statistically significant.

The Figure 2 shows the conceptual model along with its path
coefficients and the statistical significant levels where the
statistical significant level was set at 95% (p < 0.05).

Job
Satisfaction

R%2=0.765 B =0.7513,

p = 0.0000

Job

Emotional
performance

intelligence

R?=0.824

Figure 2. Structural model of the study

Hypotheses Testing

As shown in Table 2, the hypotheses were tested using the path
coefficients (B) indicating the strength of the cause-effect
relationships between the research constructs. The bootstrapping
procedure was used to assess the significance of path coefficient
values (f). The statistical significance was tested at 95% (p < 0.05)
confidence level.
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Path p value Supported/
Hypotheses coefficient Not supported
(8

Hypothesis 1: 0.6894 0.0000 Supported
Emotional intelligence -> Job satisfaction
Hypothesis 2: 0.7513 0.0000 Supported
Job satisfaction -> Job performance
Hypothesis 3: 0.8816 0.0010 Supported
Emotional intelligence ->Job performance

Table 2: Research hypotheses testing

Hi: Higher the level of emotional intelligence, higher the level
of job satisfaction of bank managers

As shown in Table 2, the emotional intelligence affected job
satisfaction of bank managers (p = 0.0000) with a larger effect size
(B = 0.6894) since emotional intelligence was positively and
significantly related to job satisfaction of bank managers (8 =
0.6894, p < 0.05), supporting H;. This indicated that the bank
managers with higher levels of emotional intelligence are likely to
display higher job satisfaction in the workplace.

H2: Higher the level of job satisfaction, higher the level of job
performance of bank managers

As per Table 2, job satisfaction positively affected the job
performance of bank managers (p = 0.0000) with a larger effect
size (B = 0.7513) since job satisfaction was positively and
significantly related to job performance of bank managers (8 =
0.7513, p < 0.0000), supporting H». This indicated that the bank
managers with higher levels of job satisfaction are likely to display
higher job performance in the workplace.

Hs: Higher the level of emotional intelligence, higher the level
of job performance of bank managers

As shown in Table 2, emotional intelligence positively affected the
job performance of bank managers (p = 0.0010) with a larger effect
size (B = 0.8816) since job satisfaction was positively and
significantly related to organizational commitment of bank
managers (8 = 0.8816, p < 0.05), supporting Hs. This indicated
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that the bank managers with a higher level of emotional
intelligence are likely to display higher job performance in the
workplace.

Discussion

The major purpose of the study was to examine the extent to
which one of the most important managerial skills viz. emotional
intelligence leads to job performance of bank managers employed
in a financial sector setting.

The first finding of the current study indicates that emotionally
intelligent managers are likely to display higher job satisfaction in
the workplace. This finding coincided with the earlier findings.
Employees with high emotional intelligence experience continuous
positive moods and feelings that generate higher levels of
satisfaction and well-being compared to individuals who
experience feelings and moods such as depression and anger
(Carmeli, 2003). Also older managers with a higher level of
adaptability were able to perceive higher levels of job satisfaction
(Stewart, 2008).

Emotional Intelligence led to job satisfaction among high school
English teachers, Anari (2011). Sri Lankan studies also supported
that the managers with a higher level of emotional intelligence
lead to perceive the job satisfaction of their subordinates. A higher
level of emotional intelligence of school principals increased the
level of job satisfaction of teachers (Kappagoda, 2011). Hence, it
was concluded that higher levels of emotional intelligence of bank
managers are likely to display a higher level of job satisfaction in
Sri Lanka.

The second finding of the current study shows that the managers
with a higher level of job satisfaction are likely to display higher
job performance in the workplace. Job satisfaction has been tested
with job performance, and a positive relationship was found
between the two variables (Fisher, 2003). Moreover, Research
findings proved that satisfied employees effectively perform their
tasks and jobs in terms of a higher level of performance and
productivity (Fisher, 2003). Hence, it was concluded that higher
levels of job satisfaction of bank managers are likely to display a
higher level of job performance in Sri Lanka.

The last finding of the current study shows that the emotionally
intelligent managers are likely to display a higher job performance
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in the workplace. One study showed that emotional intelligence of
government employees within public organizations has had an
impact on job performance similar to that in private organizations
(Hsi-An & Susanto, 2010). Hence, it was concluded that higher
levels of emotional intelligence of bank managers are likely to
display a higher level of job performance in Sri Lanka.

Conclusion

The current study investigated whether there is any significant
relationship between emotional intelligence and job performance
of bank managers in Sri Lanka. The findings concluded that
higher levels of emotional intelligence of bank mangers lead to
higher levels of job performance as well as to job satisfaction at
the workplace. Further, it was concluded that job satisfaction of
bank managers lead to enhance their job performance. Hence,
emotional intelligence can be recognized as one of the most critical
skills that managers should possess in present day organizations.

Implications of the Study

The current study narrowed the empirical gap by exploring the
role of emotional intelligence on threefold work-related attitude of
managers. The findings showed that the managers with a higher
level of emotional intelligence in the banking sector can develop
higher levels of job satisfaction and job performance at the
workplace

Limitations of the Study

Although this study delivered a new model, implications for theory
and practice, there were a few inherent limitations in this study.
One limitation is that only job performance and job satisfaction
were considered in the study. Apart from these, there are other
variables which could also be studied on the grounds of emotional
intelligence. Another limitation is the current study explored the
role of emotional intelligence only among selected bank managers
in Sri Lanka. The reliability of data depended on the respondents’
understanding and perceptions as given in the self-reported data,
which is also a limitation.
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Future Research Direction

Even though the current study narrowed the empirical gap as well
as provided new findings and insights based on the conceptual
model developed in this study, it still provides a pathway for
future research. First, the objective of the current study was to
explore the role of emotional intelligence among bank managers in
Sri Lanka. Therefore, it did not include other managerial level and
non-managerial level employees at different organizations in Sri
Lanka. Also, future studies may focus on exploring the emotional
intelligence among for-profit as well as for not-for-profit
organizations. The current study used a relatively new measure of
self-report of emotional intelligence items and it showed a higher
level of reliability and validity for most of the items. It would be
valuable to conduct a future study which compares results of the
current study with those that used other acceptable measures of
emotional intelligence.
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