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Abstract - The concept of emotional intelligence (EI) proposes that intelligence and emotion act in interactive and integrated 
way. People can solve technical problems far easier than human problems in their personal, home and professional lives, 
which illustrates the vital role of EI in their lives in general and at workplace in particular. The current dissertation 
investigated the moderating role of job characteristics in relation to emotional intelligence and performance. Employees’ EI 
was measured by utilizing a 33 items scale, while performance was assessed through a 16 items scale that measured their 
organizational citizenship behavior (OCB). The study comprised of two phases; a pilot study and the main study. For the 
main study, questionnaires were completed by 444 participants employed in private sector organizations. The moderating 
role of job characteristics was assessed by applying general linear model analysis and step-wise multiple regression analysis. 
Results showed a positive association between emotional intelligence and performance. It was established that employees’ 
performance can be significantly predicted based upon their EI scores. It was established further that job characteristics like 
autonomy and internal interaction moderate the EI-performance relationship. The predictive ability of EI for performance 
suggests the use of the EI measure as a selection tool by the human resource managers and its potential as a proactive 
measure to reduce employee turnover. 
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I. INTRODUCTION 
 
Besides the ability of people to receive external 
stimuli through the five senses, human bodies 
respond internally by receiving and understanding 
information through affective states like emotions and 
feelings. Accessing internal reactions and combining 
them with intellect makes one more engaged and 
authentic. People are more confident to take decisions 
because they are not relying solely on judgment, 
intellectual ability or memory (Fuimano, 2004). For 
instance, in addition to one’s understanding and 
knowledge in a field, the selection of a research topic 
is usually based upon the emotions of joy, happiness 
and excitement that one goes through while working 
at the task. So, emotional intelligence (EI) is the 
ability to synthesize cognition and emotion in order to 
facilitate thinking, understanding, and behavior to 
comprehend and deal with the 
environmental/situational demands. 
 
Generally, people can solve technical problems far 
easier than human problems they face in home as 
well as professional life (Mayer & Ciarrochi, 2006, p. 
xiii). At the workplace, human resource managers 
have started assessing employee performance not 
only by the outputs delivered (‘what’ performance), 
but also how effectively they deal with colleagues 
and staff (the ‘how’ of performance). It may be 
common for managers to have ‘what’ but not ‘how’ 
skills. For example, an architect may design complex 
structures very persistently and manage to produce 
business outputs, but may be ineffective at managing 
the subordinates, leading to staff turnover, 

dissatisfaction and poor performance (Rosete & 
Ciarrochi, 2005). To realize the full range of 
capabilities and core competencies of human 
resources, strategic human resource managers should 
not focus narrowly on task performance while 
designing employee performance management 
systems. They should emphasize the employee 
development rather than control, and should consider 
judgments from all sides about employees’ actual and 
potential contributions in the supporting performance 
domains of citizenship, emotions, and ethics (Wong 
& Snell, 2003). Branham (2005, p. 19) categorized 
the comments of 3,149 employees who voluntarily 
left their employers and found that very few of the 
‘reasons’ for turnover were based on reasoned 
thinking—they were mostly rooted in strong feelings. 
The most important dependent variable in 
industrial/organizational psychology is job 
performance. In the work setting, employees pursue 
organizational goals in a logical and rational manner, 
and emotional behavior is seldom incorporated into 
this equation. But emotions like anger and jealousy 
often push aside logic and rationality in the work 
environment. Managers use fear, pride and other 
emotions to both treat and motivate their subordinates 
(Kreitner & Kinicki, 2004, p. 171).  Research has 
shown that 36% of variance in individual success in 
organizational setting is explained through emotional 
intelligence (Dulewicz & Higgs, 2000). The EI-
Performance link also seems logical because 
increasingly, the employers are considering the 
applicants’ EI during the recruitment and selection 
processes (Cadman & Brewer, 2001). 
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Job characteristics theory is a popular and important 
tool for designing the jobs to enhance employee 
performance, motivation and satisfaction; and to 
reduce absenteeism, stress and turnover by enriching 
jobs (Martocchio, 2007, p. 25). 
Service businesses have to face a challenge of 
tremendous operational variability that is foreign to 
manufacturers, because customers are directly 
involved in ongoing operations. In large part, 
customers judge the quality of their experience part 
by how much of the variability they introduce is 
accommodated, so the choice to reduce or rule out the 
variability is eliminated (Frei, 2006). Such dynamics 
of service firms makes it necessary for employees to 
be capable of handling the customers by 
accommodating the wide variety of requests made to 
the company. For service firms, the only strategy to 
retain their intellectual capital is to hire and keep 
good employees (McShane & Glinow, 2005, p. 25) 
who can serve the varying demands of customers. 
The ability to effectively deal with emotions and 
emotional information in the workplace helps 
employees to manage occupational stress and 
maintain psychological well-being (Ciarrochi & 
Scott, 2006). Thus the objective of stress reduction 
and health protection can be achieved not only by 
decreasing work demands (stressors) but also by 
increasing the personal resources of employees, 
including emotional intelligence (Oginska-Bulik, 
2005). In a sluggish economy, get smart techniques 
like quality management, re-engineering and 
customer relationship management have reached 
maximum effectiveness. Careers that develop solely 
on the use of logical and analytical skills have a 
difficult time in this volatile business environment 
(James & LaMotta, 2002). Myers and Tucker (2005) 
concluded that as a theoretical model EI promotes 
both intrapersonal and interpersonal communication 
skills as a means for understanding the role of 
emotions in the workplace. An organization can reap 
the benefits of having emotionally intelligent 
employees in two ways. The managers will have a 
workforce willing to work with passion and 
employees will have managers very receptive and 
open to their needs (Johnson & Indvik, 1999). 
The above discussion highlights the importance of 
employees’ emotional intelligence to understand and 
deal with work related problems, to perform 
effectively; and to succeed in the fast changing work 
environment. On the other hand, employers require 
their employees to be emotionally intelligent to serve 
customers in a better way and to create and maintain 
a lively work environment. They need to assess 
employees’ EI to facilitate their recruitment, 
selection, promotion and retention decisions. 
Employers can also opt to reduce employees’ 
occupational stress by enhancing their EI; this 
suggests that emotional intelligence is an important 
construct to be studied in relation to performance. 
Moreover, job characteristics can be used as an 

important motivational approach for work design 
particularly for individual based jobs that involve 
higher interaction with internal or external customers; 
for instance jobs in telecom, banking, leasing and 
insurance industries. Research suggests that job 
characteristics moderate the personality-performance 
relationship and are found to be directly linked with 
performance. Hence, in the current study the 
moderating role of job characteristics for emotional 
intelligence and performance was examined. 
 
II. LITERATURE REVIEW 
 
It is a common belief that employees should leave 
their emotions at the door when they enter the work 
environment. However, research has revealed that 
this practice may not be possible or desirable; people 
with high levels of personal mastery cannot afford to 
choose between reason and intuition, or head and 
heart, anymore than they would choose to walk on 
one leg or to see with one eye (Cooper, 1997, p. 33). 
Reports about the unavoidable influence of emotions 
on behavior and decision-making have emerged from 
a variety of academic disciplines like psychology, 
organizational behavior, sociology, anthropology, and 
human resource management. It is argued that 
emotions provide a unique source of information 
about the environment and facilitate thoughts and 
actions (Sala, 2005, p. xxvii). Employees 
enthusiastically may take on organizationally 
prescribed roles but they also make friends, 
experience frustrations and have to present 
themselves differently to customers or clients, which 
implies that there are no definite divides between the 
public and private worlds of emotions (Bolton, 2005, 
pp. 2-3). Emotional intelligence (EI) is an 
individual’s ability to cope effectively with 
environmental demands and pressures, so it is argued 
that EI is an important factor in determining life 
success. According to Goleman (1995) it plays a 
central part in our daily life as well as work life. If 
you don’t have it, you will make poor choices 
throughout your life. Research (Cooper, 1997, p. 32) 
suggests that people with high level of emotional 
intelligence experience more career success, build 
stronger personal relations, lead more effectively, and 
enjoy better health than those with low emotional 
intelligence. 
 
Moderators of EI-Performance Link 
Moderating variables exert a strong contingent effect 
for a given independent dependent relation. 
Discussion in the previous section stresses the 
existence of the EI Performance link, because, 
emotional intelligence has been found to be positively 
correlated with variables that measure performance in 
different domains. Tett and Burnett (2003) identified 
that, the sources of situational variables comprise of 
the three broad categories: task, social and 
organizational that moderate the personality 
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performance relationship. According to Mischel (as 
cited in Gellatly & Irving, 2001), situations are 
characterized as either strong or weak with respect to 
conveying behavioral expectations and 'directing' 
individual behavior. 
 
Warr, Bartram, and Martin (2005) investigated the 
differences between situations involving personality 
and sales performance relationship. The personality-
performance relation was found to be dependent upon 
the situations; for instance, the personality 
(agreeableness)-performance link was affected by 
interdependent versus individualistic situations. Also, 
openness to experience showed a positive correlation 
with sales performance in door-to-door sales jobs and 
a negative correlation in show room based sales jobs. 
Similarly, the EI- Performance association varies in 
relation to the situational features. The results of 
Rooy and Viswesvaran’s (2004) study suggest that 
emotional intelligence measures have a predictive 
validity for performance in more than 90% of the 
situations, but the exact magnitude varies by 
situation. 
 
Job Characteristics as Moderating Variable 
Diefendorff, Richard, and Gosserand (2006) 
examined job characteristics (job autonomy and task 
routine-ness) and job attitudes as the moderators of 
the relation between hesitation and job performance. 
Job autonomy was tapped through a self-report 
measure consisting of 4 items, while task routine-ness 
was assessed with three selfreported items. 
Participants’ performance was rated by supervisors 
through a seven items scale of in-role behaviors. The 
findings revealed that task routine-ness moderated the 
relation between hesitation and performance. 
 
Gellatly and Irving (2001) investigated whether the 
personality–contextual performance relationship 
depended on the nature of the job situation, in 
particular the level of autonomy. A three-item 
measure for job autonomy was developed by the 
researchers based on its traditional definition and 
discussion with managers, while contextual 
performance was assessed through supervisory 
ratings by applying a relative percentile method. The 
study results showed that the personality-contextual 
performance relationship was moderated by job 
autonomy. Positive relations of both extroversion and 
agreeableness with contextual performance were 
found when autonomy was high rather than low. 
 
III. THEORETICAL FRAMEWORK 
 
The dependent variable for the study is job 
performance found to be affected by personal 
characteristics like motivation, personality, general 
intelligence and emotional intelligence. However, the 
review of literature has identified that emotional 
intelligence explains a greater variance in the 

dependent variable than any other variable (Dulewicz 
& Higgs, 2000; Goleman, 1995). Empirical research 
indicates that emotional intelligence is associated 
with managerial performance (Langhorn, 2004; 
Slaski & Cartwright, 2002), performance in 
functional areas/in role behavior (Bachman et al., 
2000; Higgs, 2004; Rozell et al., 2006), and finally 
organizational citizenship behavior/extra role 
behavior (Carmeli, 2003; Carson et al., 2005). 
 
For the current research, only emotional intelligence 
is taken as the independent variable. Emotional 
intelligence is positively related with performance, 
because, it is an individual’s ability to cope with 
environmental demands and pressures. EI equips a 
person to identify and manage his/her own emotions 
and the emotions of others. An individual’s personal 
capacity to perform is increased if s/he is able to 
identify and regulate his/her own emotions. 
Simultaneously, by identifying and managing the 
emotions in others, the person will be able to get the 
things done/approved through subordinates, peers, 
customers and suppliers in an effective manner. 
Besides increasing individual performance, EI is 
especially responsible for achieving superior results 
for a person occupying a managerial position. For 
example, a person’s ability to create happiness 
amongst employees for a creative session and a tense 
environment to meet a deadline certainly increases 
his/her job performance. Thus, the higher the EI of an 
employee, the higher will be the performance. 
To summarize, three variables namely autonomy, 
external interaction, and internal interaction will 
operate as moderating variables for the relationship of 
emotional intelligence and job performance. 
As a result of reviewing extant literature on the 
research topic, a hypothetical model was developed 
(see Figure 1, p. 49). The model provides a schematic 
framework of the current research theory to serve as 
basis for developing a set of research hypotheses to 
be tested on participants in Pakistan. 
 
Hypotheses 
In the light of preceding theoretical framework, the 
researcher has formulated following hypotheses: 
 
H1: Employees’ emotional intelligence (EI) is 
positively related with their job performance/ 
organizational citizenship behavior 
H2: Employees’ scores on EI significantly predict 
their job performance 
H3: Job Autonomy moderates the EI–performance 
relationship 
H4: External interaction moderates the EI–
performance relation 
H5: Internal interaction moderates the EI–
performance relation 
H6: Employee’s gender moderates the EI-
performance relation 
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IV. RESEARCH DESIGN 
 
In this chapter, the researcher has presented the 
research methodology adopted for the study. The 
objectives of the proposed study were achieved in 
two phases. In the first phase, a pilot study was 
conducted to pre-test the instruments used. In the 
second phase, the main study was executed. 
 
Pilot Study 
The research design included the pilot study on 
account of the following: 
 

1. To develop a comprehensive research design 
to be followed for the main study. 

2. To check the reliability of the scales adopted 
for the measurement of emotional 
intelligence, organizational citizenship 
behavior, job autonomy, external interaction 
and internal interaction. 

3. To identify aspects of the relationship 
between independent and dependent 
variable; that is, emotional intelligence and 
organizational citizenship behavior. 

4. To improve the questionnaire in terms of 
sentence structure and phrasing of items, if 
needed. 

5. To observe the respondents’ reaction to the 
given 5-point rating scale (Likert scale), 
readability and understandability of 
questions asked and to gain useful feedback 
on the research instrument. 

 
Population 
The population of the pilot study was comprised of 
employees (holding job positions where at least 
graduation is required) working in for-profit 
organizations only. 
 
Public sector and not-for-profit organizations were 
ignored, because, these sectors are not market 
oriented. Public enterprises focus on employment 
generation and provision of service to the masses, 
while non-governmental organizations emphasize the 
execution of projects and utilization of funds. 
 
Sample 
Participants for the pilot study were a convenience 
sample from different profit driven organizations in 
the private sector. A total of 120 questionnaires were 
distributed, out of which 45 questionnaires were 
returned, providing a response rate of 37.5 %. Five 
carelessly filled questionnaires were excluded from 
the analysis to improve the reliability and validity of 
measures/results, which gave rise to an actual 
response rate of 33.3 %. Out of the 40 participants, 17 
were from Islamabad and 23 from Multan. The 
sample was comprised of 36 male and 4 female 
employees. Their ages ranged from 22 to 43 years (M 
= 29.4, SD = 5.2). Most respondents held graduate 

(12) and masters (27) degrees. The participants 
represented different functional departments (14 
sales, 10 customer service, 7 technical/production and 
4 finance/accounts) from varied industries such as 
banking, telecom and information technology. 
Instrument 
The questionnaire for the pilot study was comprised 
of three parts: The first part served as an 
introductory/covering letter that described the 
objectives of the study, along with the instructions on 
how to complete the questionnaire; the second part 
attempted to assess the main variables of the study; 
the third part measured the demographic variables. 
The subsequent discussion provides the details of the 
second and the third parts. 
 
Results and Conclusion 
The main purposes of the pilot study were to check 
the reliability of the scales, to establish the relation 
between independent and dependent variables and to 
gauge the suitability/understandability of the 
demographic items asked. 
 
To achieve this, SPSS sheets were prepared first with 
the missing values for individual items of major 
variables replaced with the means calculated for the 
40 participants of the pilot study. Table 1 shows the 
descriptive statistics for the variables employed. 
 
Job Autonomy 
To test the third hypothesis that the EI – job 
performance relationship is moderated by job 
autonomy, the general linear model was applied. 
After entering the OCB as dependent variable, 
centered (EI and Job Autonomy) were taken as the 
main effect along with their interaction term. Table 
23 indicates that F values are significant (less than 
.05) for the entire model, the first independent 
variable (centered EI), the second IV (Centered Job 
Autonomy) and the interaction term. The significant 
F value for the interaction term validates that there is 
a moderating role of job autonomy for the 
EIperformance relationship; a result that supports the 
hypothesis. 
 
External Interaction 
The fourth hypothesis of the study, that external 
interaction moderates the EI – job performance 
relationship was checked by running the general 
linear model analysis. 
Table 25 shows the significant F values (less than 
0.05) for the overall model, intercept and first IV 
(EI); it indicates that F values are not significant for 
the second IV (external interaction) or for the 
interaction term (EI and external interaction). Thus, 
there is no significant impact of second IV and the 
interaction term. Therefore, because the model fails 
to show any moderating role of external interaction to 
predict the value of the DV (OCB), the hypothesis 
was not supported. 
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Internal Interaction 
The fifth hypothesis, that internal interaction 
moderates the EI-performance relationship, was 
checked by conducting the GLM procedure. The 
results (see Table 27) indicate the presence of a 
prediction relationship for the overall model, 
intercept, first IV(EI), second IV (internal interaction) 
and for the interaction term of the two variables (F 
values less than .05). The significant F value for the 
interaction term validates the presence of a 
moderating role of internal interaction for EI-
performance relation. This provides support for the 
fifth hypothesis. 
 
The strength of prediction relation was assessed 
through change in R square values by applying the 
same step-wise regression method. Table 28 indicates 
that the significant change in R square value is 
observed for Models 1, 2, and 3. Model 1 has been 
discussed earlier, however Model 2 shows a .058 R 
square change value (F value less than .05) and 
Model 3 indicates a .011 R square change value (F 
value less than .05). The results indicate that to 
predict DV, the interaction term significantly adds to 
the amount of incremental variance explained. So, the 
results signify the existence of the moderating role of 

internal interaction for the relationship between EI 
and performance, which validates the fifth hypothesis 
of the study. 
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