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ABSTRACT

The objective of this study is to understand how employee EI is a critical factor for improved
organizationalperformance.Adoptingaqualitativeapproachwithacasestudyresearchdesign,a
sampleof40employeeswasselectedfromtheorganization;datacollectionwasdone througha
questionnaireafterpilottesting.AnanalysisisdoneusingSPSS,withinaninterpretativeresearch
paradigmusingthematicanalyses.FindingsreflectthatunderstandingandknowledgeonEIandits
influenceontheperformancemayaddvaluetotheorganizationasemployeesbecomeawareofthe
bestpracticesandcontributebetterfororganizationalperformance.Further,itwasalsonotedthatEI
isasignificantpredictorofjobandorganizationalperformanceonlyifitisadvocatedandspearheaded
throughindividualperformanceclassifiedintothetaskandcontextualperformance.
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INTROdUCTION

Despite thegrowinginterest inrecentyears inemotional intelligence(EI)within themanagerial
literature,toolittlehasbeenwrittenaboutEIwithinstate-ownedorthepublicsector.Thisissurprising
inlightofnewpublicmanagementvoicesthatstressflexibility,responsiveness,andafocusonthe
needsanddemandsofcitizens(Vigoda‐Gadot&Meisler,2010)particularlyforcreatingexcellenceand
enhancingperformance.Creatingacultureofexcellenceinorganizationalperformanceisdependent
onseveralfactors,likegovernmentpolicies,organizationalculture,effectivemanagement,andbetter
humanresourcesmanagementwhichnecessitatedealingwithEI.EIorindividualemotionalquotient
hasadirect relationship toworkandorganizationaleffectivenessand inparticular toexcellence
injobsofallkinds(Goleman,1985).Widerareasofintelligenceenableordictatehowsuccessful
employeesaretoughness,determination,andvisionhelp.Butemotionalintelligence,oftenmeasured
asanemotionalintelligencequotient,orEQ,ismoreandmorerelevanttoimportantwork-related
outcomessuchasindividualperformance,organizationalproductivity(Serrat,2017).EItherefore
isanincreasinglyimportantconsiderationinhumanresourceplanning,jobprofiling,recruitment
interviewingandselection,learninganddevelopment,andclientrelationsandcustomerservice,among
others.Further,EIhasbeenidentifiedasakeycompetencyforsuccessfulorganizationalperformance
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inlifeaswellasintheworkplace.Otherstudiesalsosuggestthatthereisarelationshipbetweenhigh
absenteeism,burnout,highturnover,andEIinturncanbelinkedtoorganizationalperformance.

Overtheyears,researchershavebecomefullyawarethatcognitiveintelligenceisnotsufficient
tomeasureorganizationalperformance.TheydiscernanothertypeofintelligencewhichiscalledEI.
Theterm“EI”wasfirstcoinedbyMayerandSalovey(1990)whichcallsattentiontoone’scapacity
tobeconscious,processandregulateemotionalinformationcorrectlyandsuccessfully,bothwithin
oneselfandinothersandtousethisknowledgetoguideone’sthinkingandactionsandtohavean
effectonthoseofothers.Bar-On(1997)positsthatpeoplewithhigherEIperformbetterthanthose
withlowerEIinlifeoverall,regardlessoftheircognitiveintelligence.Goleman,(1995)alsostates
that.EIhasbeenrecognizingasafundamentalcompetencyforsuccessfulperformanceinlifeas
wellasintheworkplace.

AccordingtoPekaar,Bakker,vanderLinden,&Born(2018), inpreviousresearchstudiesEI
hasbeenassociatedwithbothintrapersonalandinterpersonalbenefits,includingmentalandphysical
health,workorganizationalperformance,andthequalityofsocial interactions.Intrapersonalrefers
totheemotionsoftheselfandtheabilitytoremainemotionallyandphysicallyhealthy,productive
andfulfilled,whileinterpersonalrelatestounderstandinghowotherpeople’semotionsandlearning
effectivelyinteracttoenjoyandbenefitfromhavingpositivesocialrelationships.Creatingacultureof
excellenceinanorganizationisdependentonseveralfactors,likegovernmentpolicies,organizational
culture,effectivemanagement,andbetterhumanresourcesmanagement,whichnecessitatedealingwith
EI.Moreover,theworkconductedinmostorganizationshaschangeddramaticallyinthelast20years.Of
course,therearenowfewerlevelsofmanagementandmanagementstylesarelessautocratic.Butthere
hasalsobeenadecidedmovetowardknowledgeandteam-based,client-orientedjobssothatindividuals
generallyhavemoreautonomy,evenatthelowerlevelsoforganizations.Sincemodernorganizations
alwayslooktoimproveperformance,theyrecognizethatobjective,measurablebenefitscanbederived
fromhigheremotionalintelligence.Tonameafew,theseincludeincreasedsales,betterrecruitment
andretention,andmoreeffectiveleadership(Serrat,2017).Becauseofitsimpactonjobperformance,
decision-makingprocesses, and interpersonal relations,EI is highly significant fororganizational
psychology,especiallyinpersonnelissues(suchasrecruitmentorpromotion)andcareercounseling.

AccordingtoGoleman(2001),EIiscriticalindecisionmakingandplaysasignificantrolein
shapingpeople’sbehaviors(whichresultintaskperformance).Emotionshavethepowertomotivate,
regulateone’sactions,andcontrolone(Brown,Gregory-Currran&Smith,2003).Understanding
suchphenomenaisthereforecriticalbecauseoftheirsignificantimplications.FurtherEIrelatesto
contextualandtaskperformanceonthejob.MostEIfacetsrelatewithjobperformanceinanon-
linearmanner(Bozionelos&Singh,2017).TheNationalHousingEnterprise(NHE)isastate-owned
company,undertheMinistryofUrbanandRuralDevelopment,100%ownedbythegovernmentof
Namibia.ThefootprintsofNHEareseenin5regions,suchasKhomas,Karas,Erongo,Oshanaand
KavangoWestapartfromtheHeadofficeinWindhoek.Therefore,basedonGoleman’stheoryof
EIadoptingaqualitative,descriptivemethodology,themainobjectiveofthisstudyistoinvestigate
theemployeeEIasacriticalfactorfororganizationalimprovedperformanceinnationalhousing
enterprise(NHE)atNamibia.

Research Methodology
Thisstudymadeuseofthequalitativemethodologywithinterpretivistparadigm.Thechoiceofthe
methodwasduetotheobjectiveofthestudyandastheresearchvariableswerequalitativeinnature.
Furthermore,aqualitativedesignwasusedbecausethestudyinvolvedtheperceptions,viewpoints
andopinions.

• Population:130employees.
• Sampling Method and Size:Adoptingconveniencesampling40employeesconstituted the

samplesize.
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• Data Collection: Done through primary source and secondary source. A well-structured
questionnairetocollectprimarydatawasemployedwithclosed-endedandopen-endedquestions.
Secondarysourcesincludepublishedreports,articlesanddocuments.

• Pilot Study:Furtherapilotstudywasconductedbyadministeringthequestionnaire tofour
employees.The researcher administered thequestionnaire after reading the instructions and
confidentialitystatement.Therewerenouncertaintiesexperiencedandittookabout40minutes
tocompletethequestionnaires.Thesurveywascompletedwithoutanyproblem,confirmingthat
thequestionnairewaswelldrafted.

• Data Analysis and Presentation:ThequestionnaireswereanalyzedusingtheLikertscaleby
adoptingathematicanalysisapproachtosupportthequalitativeresearchmethodadopted.The
thematicdataanalysistechniquewaschosenbecauseofthetypeofdatathatwascollectedfrom
therespondentswhichwasthematicinnature.Thethemesofthecollecteddataformedpatterns
whicharecommonacrossandimportanttotheelucidationofresearchobjectives,andquestion
asobservedbyBraunandClarke,(2006).Tables,graphs,chartsandthematiccontentsareused
toanalyzeandpresentdata.

LITERATURE REVIEw

Intelligenceisaharmoniousproblemsolvingbehaviortowardfacilitatingrealizationofappliedgoals
andharmoniousgrowth(Yazdani&Riahi,2010).Thetermanditsexactmeaningwasanareaofdebate
amongpsychologistsandphilosophersforoveronecentury.AccordingtotheOxfordDictionary,
intelligenceisanystimulationanddisturbanceinbrain,feeling,andlove,anystrongandexitedmental
mode.Thetermisusedtohighlightafeeling,thought,andmentalandbiologicalmoderegarding
aspecificrangeofintereststhatmakestheindividualengageinanactivity.Takingcombinations,
variety,andnuancedifferencesintoaccount,therearehundredsoftypesofemotions.Infact,there
arecountlessvariantofemotionswithoutspecificterm(Yazdani&Riahi,2010).

Emotionalintelligence(EI)istheabilitytosense,understand,andsuccessfullyapplytheinfluence
andinsightofemotionsasasourceofhumanenergy,information,connection,andinfluence.This
pointstothefactthatEIisapsychologicalcompetence,whichtakescognizanceofemotionstoenhance
humanrelationships.Inotherwords,EIistheskilltoperceiveandconstructivelyactonbothone’s
ownemotionsandthefeelingsofothers.EIisbeendescribedatthemostcommonlevel,asskillsto
identifyandregulateemotionsinourselvesandothers(Goleman,2001).AccordingtoMayerand
Salovey(1997)EIistheabilitytoperceiveaccurately,appraise,andexpressemotion;theabilityto
accessand/orgeneratefeelingswhentheyfacilitatethought.Averill(2007)believedthatpeoplewith
strongemotionalintelligenceareabletocomprehendthebeliefsandrulesthatgivemeaningtoan
emotion.Theyarealsoverygoodatevaluatingthesituationandexpresstheiremotionsskillfully.
AccordingtoMandellandPhewani(2003),EIreferstoasetofabilitiesthatinvolvesperceivingand
reasoningabstractlywithinformationthatemergesfromfeelings.Besides,Thorndike,apsychologist
establishesthatEIhasseveral typesofintelligence,onetypebeingtheabilitytounderstandand
managehumanbeingsandtoactintelligentlyinhumanrelations(Thorndike,1920).

Thus, EI is seen as critical ingredient that affects people’s social life and direct behaviors.
Similarly,themostsharedcomponentsfoundinEIareas:Self-Awareness,Self-Management,Social
Awareness,andRelationshipmanagement.TheseconstructsaresharedbyallmaintheoriesofEI.
EIissometimesreferredtoasemotionalquotientoremotionalliteracy.MayerandSalovey(1997)
identified the following four areas of EI: identifying emotions, understanding emotions, using
emotions,andmanagingemotions.Weisinger(1998)statesthatEIhasfourdimensionsnamelyto
realize,identifyemotions,andcomprehendaccurately,toproduceemotionsforunderstandingone’s
selfandothers,tounderstandemotionsandthatinformationcomesfromemotionsandtoregulate
emotionsforemotionalandintellectualdevelopment.ResearchonthephenomenonofEIbeganin
theearly20thCentury.Manyauthorshaveattemptedtolistthehistoricalbackgroundofresearchon
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EI(Bharwaney,2011).Asprimarymotivatingforces,emotionsarephysicalsensationsthatdrivea
persontoactinacertainway.Theyareforcesbywhichthebodyandmindcommunicate.Emotions
areconstantlychangingandmoving.Emotionsaretheconnectionbetweenthebodyandthemind
astheyconnecthumanthinkingwithhealth.Ontheotherhand,intelligenceisreferredtoasasetof
mentalabilitiesandskillsthatapersonpossessestomakeadifferenceinlife.

Significance of EI
Employees are contemplated as an indispensable pillar of the organization. Their attitudes and
behaviorsattheworkplacehaveadrasticeffectonorganizationalperformanceandsuccess(Baporikar,
2020a).Employees’emotionalintelligenceattheworkplacehasimmenseimportanceinshapingtheir
behaviorsandattitudes.Ontheotherhand,behaviorsandattitudesplummettowardsnegativityinthe
pollutedenvironmentintheorganization(Ahmad,Nisar,Othman&Kamil,2017).

WaybackDarwin,(1872),statesthatEIisessentialforsurvival,Hepositstounderstandthe
physical,socialandmentalimpactthatnegativeemotionshaveonyourbody,mind,relationships,
andcapabilitytopursueandachievegoalsonemusthavehighlevelsofEI.Darwinalsostatesthat
peoplewithahighlevelofEIaremoresuccessfulintheirprofession;theyalsoareingoodphysical
condition,cheerfulandenjoybetterrelationshipswithothers.ThosewithahighlevelofEItendto
haveahealthybalanceoffeelingslikemotivation,attention,contentment,consciousness,self-control,
independence,gratitude,connection,friendship,anddesire.ThosewithalowerlevelofEItendto
feelmore:fear,frustration,guilt,resentment,anger,disappointment,andfailure.

Moreover,individualswithhigherEIarebetterequippedtoworkwithinteams,managestress,
anddealwithchangeconstructively,thusempoweringthemtobemoreefficientlypursuingtheir
businessobjectivesandgoals.Goleman(1995)inthesamethinkingarticulatethatEIcanbelearned
orimproved.WhenEIisbeenlearnedorimproveditcanproducesignificantbenefits,frompersonal
contentmentandwell-beingtoelevatedsuccessinabusinesscontext.Whereas,Bar-On(1997)posits
thatpeoplewithhigherEItendtoperformbetterthanthosewithlowerEIinlifeoverall,regardlessof
intelligencequotient(IQ).ApersonwithhighEIisbetterpreparedtomanageconflict,communicate
withoutdescendingtoconfront,andbuildmeaningfulrelationshipsgiventheirabilitytoidentify,
manage,andunderstandemotions(Lopes,2005).Further,EIisadriverofeffectivecommunication
withinteams,henceEIpositivelyaffectsthequalityofcommunication.ThosewithlowlevelsofEImay
increaseconflictandreactunnecessarilyinstressfullsituationswhileindividualswithhigherEIwill
havetheabilityandbealsoabletocommunicateeffectivelywithoutconfrontation(Cherniss,2015).

Significance of EI in the workplace
Nowadays,nobodydoubtsabouttheimportanceandgravityofhumanforceinorganizations.While
capital andmachinerieswereonceconsideredas themain resources today,human resourceand
mainly thosewithhighemotionalcapacity isconsidered theasacritical resource.On theother
hand,therearevarietiesoffactorsthatinfluenceorganizationalperformance.Havingthesefactors
recognizedandexaminedisofgreathelpinboththeimprovementoforganizationalactivitiesand
therealizationoforganizationalgoals.Performanceisoneofthesefactorsasitmeanscompetitive
advantage(Yazdani&Riahi,2010).

Systems approach views organizations as a set of interdependent fundamentals and work
performance comprising of input, process, and output, which are influenced by the external
environment(Gryn,2010).Jobperformanceisbasedoninformationofthesechangeablecomponents
namelycapacitywhichconsistsofskillsandknowledge,motivationandwillingness,andexternal
factorslikeworkvolumetoolsandclimate(Baporikar,2019).Figure1providestheorganizational
performanceasanopensystem.

Onceanorganizationbringsinresourcesfromtheexternalenvironment,theseareprocessed
throughworkintothefinaloutput,beitservicesorproducts.Eachsystemisinfluencedbynumerous
factors,suchastheinterdependencebetweenthecompanyanditsenvironment.Someofthefactors
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thatinfluencethesystemarecompetition,economicsituation,employees’personality,andskills,
interdependence, and opportunities (Baporikar, 2020b). Moreover, to measure organizational
performance,oneneedsperformancecriteria.Theseorganizationalperformancecriterianeedtobe
developedbyadoptingaholisticapproach–thatis,whenmeasuringorganizationalperformanceone
needstolookatthewholesystem.

EI and Productivity
Thesuccessinworkingandinoverallworkingperformanceisnotdependingonlyonprofessional
knowledgeandthelevelofIQofemployeesandmanagers,butalsoveryimportantimpactishaving
thelevelofemotionalintelligence(Rexhepi&Berisha,2017).Organizationalperformanceisarole
ofknowledge,expertise,potential,andmotivations(RangrizandMehrabi,2010).Itcanbestated
thatEIinfluencesorganizationalperformanceandproductivity.HighEIalsoaffectsallaspectsof
management(Jordan,Ashkanasy&Hartel,2002).Brownetal.,(1997)alsoagreethatEIisavery
powerful ability that can affect behavior and organizational performance positively. EI enriches
work-lifeandsimultaneouslyaffectsjobperformancepositively.Jobsatisfactionconsistsofwork
andworkconditionsandthepleasureonefeels.Satisfactionwillresultinincreasedorganizational
performancewhenorganizationaleffortsareaimedatimprovingemployeesatisfaction.(Bowling,
2007).Thus,EIiscredibledriverofsuperiororganizationalperformance.CrossandLynch(1995:
citedinGryn,2010)developedthepyramidofworkandperformancetolinkorganizationalstrategy
andoperationsandprovidedasetofobjectivesthatarefilteredfromthebottomupwards.Themodel
isbasedontheassumptionthatstrategyandoperationsarelinkedbytheconversionofobjectivesfrom
thetopinachievingthefinalvisionandimplementationofappropriatemeasurementtoolsfromthe
bottomup.Figure2reflectsthelinkageofthepyramidofworkandperformancetoorganizational
strategyandoperations.

Role of EI in HRM
HumanResourceManagement(HRM)’smainresponsibilityistogetcompetentpeople,trainthem,
andgetting themtoperformathigh levels. It involves theproductiveuseofpeople inachieving

Figure 1. Organizational performance as an open system
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organizational strategic goals (Stone, 2008). However, most organizations largely focus on an
applicant’seducationalqualification,experience,ability,anddomainintheirHumanResource(HR)
selectionprocess,whichistheconventionalmethod.Cherniss(2001)positsthatwiththehelpof
HRfunctionsasrecruitment,selection, training,anddevelopment,EIcanbeincorporatedin the
organizationthusleadingtoorganizationaleffectiveness.Inthesamevein,Brown(2005)asserts
thatanHRpractitioner’sroleistodevelopanindividual’sskills,ability,andtraitstoempowerthem
torecognize,manageandregulatetheiremotions.Further,whenEIisdevelopedinindividual’sit
willbeofassistancetotheleaderandteamandhelpincollectiveperformance(Baporikar,2018;
2017a).ChernissandGoleman(2001)postulatethatcoachingandmentoringisthemostinfluential
themeindevelopingEIandtheyalsoasserttodeveloppersonalandsocial-emotionalcompetencies
onecanusethemodelingapproachperson.Peoplelearninpartbyobservingandbyemulatingpeers
andotherrolemodels.AccordingtoBoyatizis(1982),varioustypesofjobsneedvariousemotional
expertise.Salespeople’semotionalexpertiseisinfluence,empathywhereasDebtorsAgentrequires
emotionalexpertiseasserviceorientationandempathy.Bhatacharya&Senguta(2007)statethatEI
iskeytodifferentiatesbetweentheexcellentandaverageexecutive.

EI at work
Humanrelationshipmanagementistheabilitytounderstandothersandrelationships(Torubelli,&
Adeoye,2011).Higgs(2004)agreesthatEIisaboutownemotion,bethoughtful,handlerelationships
effectively,andbeingabletomotivateourselvestogetjobsdone.Goleman(2014),afurtheremphasis
thatfirst-linesupervisorswhoappreciateandemploytheirEIintheworkplacearemorelikelytoretain
theirstaff,enjoygreatercollaborationandcommitmentsupportsthis.CarmeliandJosman(2006)
suggestthereisapossibleconnectionbetweenEIandpositivecollectiveorganizationalperformance
in theworkplace.Bar-On (1997) referred toEI asnon-cognitivecapabilities, competencies, and

Figure 2. Work and performance pyramid linkage to strategy and operations
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skills,whichhelpanindividualtobecomemoreefficientintheworkplace.Cherniss(2001)inthe
samethinkingestablishedthatEIusesindividualfeelingsandemotionstosolveproblems.Briner
(1999)assertsthatinterestinemotionsatworkhasheightenedasmostorganizationsareoperating
intheserviceindustry.Hochschild’s(1983)theoriesforanewconcept“emotionallabor”whereshe
postulatesthatalargenumberofjobsdemandsphysicalandmentallaborbutsome,requireemotional
labor.Goleman(1995),claimed that IQcognitiveabilitycontributes toaround20%towards life
successandthe80%accountsdirectlytoEI.Table1lists25socialcompetenciesfromemotional
awarenesstoteamcapabilitieswhichleadtosuccessatwork.

Thus,employeeswithhighEIcommunicatebettertheirideas,intentions,andgoals.Theyare
moreconfidentandsensitiveandaremoreobservantandknowtheirstrengthsandweaknessesaswell
astheirteams,whichhelpstobuildsupportiveconditionsthatincreaseorganizationalcommitment
whichinturnleadstosuccess(Furnham,2012).

EI and Organizational Performance
Performanceistheefficientandeffectiveuseofone’sskillswhereascollectiveorganizationalwork
performanceisthecapabilityofemployeestousetheirskillstoaccomplishthegoalsoftheorganization
“Job organizational performance may be conceptualized in terms of three areas restated as follows: 
First, an employee has to engage in a specific behavior or certain behaviors relevant to the job 
performance criteria. Second, the behavior or behaviors that an employee engages in should lead to 
the accomplishment of relevant tasks. Third, the relevant tasks should contribute to the realization 
of value for the organization”(Dhliwayo,2018,p.69).

Ontheotherhand,thecontextualorganizationalperformanceconsistsofbehaviorthatdoesnot
directlycontributetoorganizationalperformancebutsupportstheorganizational,societal,andmental
environment(Sonnentag,VolmerandSpychala,2008).Itisknownthatemotionsmayinterfereand
twisthumandecisionsandjudgment(Shafir&LeBoeuf,2002),aswellascriticalanalysisandlogic
(Oaksford,Morris,Grainger,&Williams,1996).Hence,someemotionprofileswillbebeneficialin
certainsituationsorcircumstancesandnotinothersituations(Rushton,Murray,&Paunonen,1983)
andindividualEIprofileswillhavetocorrespondtocertainleadershipprofilestomeetspecified
aspectsofworkobjectives(Petrides,2010).Ganji,2011alsostatesthatEIdevelopscreativityin
individuals,whichinturnhelpsintheimprovementofjobandcollectiveorganizationalperformance.
AccordingtoVrab,(2007)individualswithahighlevelofEIrelatetohigherlevelsoftransformational
leadership capability, subsequently leads to higher collective organizational performance. Thus,
EIislinkedtovariousthemesofworkorganizationalperformance,includingworkandcollective
organizationalperformanceratings, inter-personalrelationshipsandmeritsalaryincreasesdueto
higherlevelsofEIenablingpeopletomanagetotheiremotionsbetterandcopebetterwithstress
orperformunderpressure(Hoffmann,2010).Koman&Wolff,(2008)statesthatEmployeeleaders
withEIincreasenotjusttheirperformancebutalsotheteamstheylead.Also,Ganji,(2011)states
thatcommunicationisaveryimportantfunctionofEIintheprocessofjobandperformance.

EMOTIONAL INTELLIGENCE THEORIES

BeforeweputforththeconceptualmodelwebrieflyreviewtheimportanttheoriesandmodelsofEI.

Goleman’s Emotional Intelligence Theory
Golemanetal.,(2002),apsychologistwhomadeEmotionalIntelligencepopular,suggestedthatEI
issummarisedbyfourelements,whicharebrieflyexplainedanddescribedbelow:

• Self-Awareness:Referstotheabilitytoknowone’semotions,strengths,weaknesses,values,
andgoals.Thisabilitythenhelpsonetocomprehendtheimpactoftheseemotionsonothers



International Journal of Business Strategy and Automation
Volume 1 • Issue 4 • October-December 2020

17

andtousesuchunderstandingsintakingpositivedecisions.Empathyisanotheraspectofthe
emotionalcompetencesmodelasitdevelopswithself-awareness,andthemoredevelopedone
isatunderstandingone’sownemotions,themoreskilledonebecomesatreadingtheemotions

Table 1. Social competencies from emotional awareness

Self-Awareness:

Emotional Awareness-recognizingemotionsandtheireffects

Accurate self-assessment-knowingownstrengthsandlimits

Self-confidence-strongsenseofself-worthandcapabilities

Self-Regulation:

Self-Control-Keepingdisruptiveemotionsandimpulsesincheck

Trustworthiness-maintainingstandardsofhonestyandintegrity

Conscientiousness-takingresponsibilityforpersonalandcollectiveorganizationalperformance

Adaptability-flexibilityinhandlingchange

Innovation –beingcomfortablewithnovelideas

Motivation:

Achievement drive-strivingtoimproveormeetastandardofexcellence

Commitment-aligningwiththegoalsofthegroupororganization

Initiative-readinesstoactonopportunities

Optimism-persistenceinpursuinggoalsdespiteobstaclesorsetbacks

Empathy

Understanding Others –sensingothersfeelingsandperspectivesandtakinganactiveinterestintheirconcerns

Developing others –sensingothersdevelopmentneedsandbolsteringtheirabilities

Service orientation –anticipating,recognizingandmeetingcustomerneeds

Leveraging diversity –cultivatingopportunitiesthroughdifferentkindsofpeople

Political awareness-readingagroup’semotionalcurrentsandpowerrelationships

SocialSkills

Influence –wieldingeffectivetacticsforpersuasion

Communication –listeningopenlyandsendingconvincingmessages

Conflict management –negotiatingandresolvingdisagreements

Leadership –inspiringandguidingindividualsandgroups

Change catalyst –initiatingormanagingchange

Building bonds –nurturinginstrumentalrelationships

Collaboration and co-operation –workingwithotherstowardsharedgoals

Team capabilities –creatinggroupsynergyinpursuingcollectivegoals

Source: Adapted from Goleman (1998).
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ofothers.PartofEIisunderstandinganotherperson’sfeelingsandundertonesthroughcues,
toneofvoice,gestures,andfacialexpressions(Goleman,1995;citedinMankowitz,2018,p.68).

• Self-Management:Istheskilltocontrolorredirectone’semotions,anticipatingconsequences
foractingonimpulseand/oradaptingtochangingcircumstances.Suchaskillthenhelpsoneto
actappropriatelyatanygivenpoint.

• Social Awareness:Istheabilitytoconsiderothers’feelings,especiallywhenmakingdecisions
and/ortheurgetodriveforachievement,utilizingemotionalfactorstoachievegoals,enjoying
thelearningprocesses,andperseveranceinthefaceofobstacles.Thisabilityiscrucialespecially
tothoseonsupervisoryrolessincetheirknowledgeofhowtheirstaffisfeelingwillhelptheir
organizationimmenselytoenhancejobsatisfaction.

• Social Management:Istheproficiencyinmanagingrelationships,inspiringothers,andinducing
thedesiredresponsesfromthem.Thisabilityiskeyinmaintainingpositivityinanyorganization,
whichisneededforjobsatisfactionandincreasedproductivity.

Golemanetal.,(2001)describeEIasawidearrayofskillsthatdriveleadershipandemotional
competenceandalearnedcapabilitythatresultsinoutstandingperformanceatwork.Thisability
tounderstandothers’emotionscanhelpemployeesinleadershiprolestounderstandthedegreeto
whichsubordinates’hopeareimportant(Hoffmann,2010).

Gardner’s Theory of Multiple Intelligences
Gardner (1983) developed the theory of multiple intelligences in 1983. The type of emotional
intelligenceisborrowedfromtwooftheninewaysinwhichhumanbeingscanbeintelligentknown
asGardner (1983)documentedmultiple intelligencesand theseandhis team.These twobitsof
intelligenceincludeourintrapersonalintelligence(howself-awareweareandhowwellwerunthe
showourselves)andourinterpersonalintelligence(howawareofothersweareandhowwellwerun
theshowwithourrelationships.Belowisashorteneddefinitionofeachofthesetheories.Intrapersonal
intelligence:Tounderstandinterpersonalintelligence,onehastostartwithaclearunderstandingof
whatitrequirestobe‘intelligent’.Shankman,Allen,Haber-Curran&Komives(2015),emphasizes
thatbeingintelligentispickingupwhatisprevailingwithinusanddoingwhatweneedtodoabout
it.Thisisaveryimportantskillsinceitinvolvesunderstandingwhathappenswithinoneselfand
actingonit.Thismeansthatwhenpeopleareintelligentitassiststhemtomakesenseofthethings
theydo,thethoughtstheyhave,thesentimentstheyfeel,andtherelationshipsbetweenthemall.
Withinterpersonalintelligence,onecanburnthemidnightoilonhowtostayinchargeofoneself
andone’semotions.Theself-awarenessonwhichintrapersonalintelligenceishingedassistshuman
beings tobe self-managing.This entailsmanagingourmoods, inspiringourselves,dealingwith
setbacks,usingourintuition,managingourenergy,dealingwithstress,andpreventingdepressions
andhookingbehavior.Bethatasitmay,interpersonalintelligenceisaboutpickingupwhatisgoing
oninotherpeople’slivesanddoingwhatisrequiredthatwillassistothers(Shankman,Allen,Haber-
Curran&Komives,2015).Inthisregard,beingintelligentmeanstuningintootherstaffmembers,
empathizingwiththem,communicatingtacitlywiththem,inspiring,motivating,andappreciating
therelationshipswiththemandtherelationshipsthatexistbetweenthem.

• Self-Awareness:Inmodernpsychology,self-awarenesshasbecomeveryimportant.Putsimply,
self-awareness is about being in touch with our bodily and emotional state every moment,
andawarenessofothersisaboutbeingabletonoticeanother’sthebodilyandemotionalstate
(Diamond,2010).Suchaskillisthereforecrucialinanyrelationshipbeitsocialorbusiness;

• Reflective Learning: One of the essential practices of an emotionally intelligent person is
drawingontheexperienceandthuslearningfromit,aboutoneselfandothers.Inthisregard,
reflectivelearningpermitsonetoconvertself-awarenessandkeennessofothersatthemoment
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intoself-knowledgeandappreciatingothers,whicharelonger-termattributes.Thisisreflected
intheextendedversionoftheoverallmodelofEI(Burnestein,2014);

• Self-Management:Onceapersonisawareofwhotheyareandwhootherpeopleare, they
willbeabletomanagethemselves.Self-managementandrelationshipmanagementareskills
thatdemonstrateeffectiveleadership.Onecangoasfarasarticulatingthatbeingagoodleader
requiresemotionalintelligenceandbeingemotionallyintelligentmeansthatonewilldemonstrate
goodleadership(Goleman,2014);

• Relationship Management:Foranyrelationshiptoflourish,theyhavetobemanagedwell.
Research has shown that social intelligence is the capability to comprehend others and act
prudentlyinhumanrelationsandthatitisafeatureoftheemployee’sEI.Itisthereforeencouraged
thathumanbeingsshouldusehumorandplaytorelievestress.Humour,laughter,andplayare
naturalremediesforstress(Low,2013).

Theories of Piaget and Vygotsky
Concerninganadult’sabilitytothinklogicallyanddrawvalidconclusions,Piaget(1936)undertook
toinvestigatethisphenomenon.Piaget’stheoryrestsonthefundamentalnotionthatthechilddevelops
throughstagesuntilheorshearrivesatastageofthinkingthatresemblesthatofanadult.Oneofhis
fundamentalassumptionsisthatearlyintellectualgrowtharisesprimarilyoutofthechild’sinteractions
withobjectsintheenvironment(Bornstein&Lerner,2018).

Vygotsky’s(1978)socio-culturaltheoryofhumanlearningdescribeslearningasasocialprocess
andtheoriginationofhumanintelligenceinsocietyorculture.Vygotsky’smajortheoreticalframework
isthatsocialinteractionplaysafundamentalroleinthedevelopmentofcognition.Tothiseffect,the
beliefisthateverythingislearnedontwolevels.Thistheorystipulatesthatwithinthechild’scultural
developmenteveryfunctionappearsfirstonthesociallevelandlater,ontheindividuallevelthatis
betweenpeople(interpsychological)andtheninsidetheindividual(intrapsychological).Another
aspectisthatthepotentialforcognitivedevelopmentislimitedtozoneofproximaldevelopment.
Thiszoneistheareaofexplorationforwhichthestudentiscognitivelypreparedbutrequireshelp
andsocialinteractiontodevelopfully(Briner,1999).

EMOTIONAL INTELLIGENCE MOdELS

Ability Model of EI
MayerandSalovey’sabilitymodel(1997)identifiesfourfacetsthroughwhichapersonbecomes
emotionally intelligent. These are: perceive emotions; reasoning with emotions; emotional
understanding;andemotionalmanagement.Thefirststep–emotionalperception–isanabilityto
beself-awareofemotionsandtoexpressthemaccurately.Whenapersonisawareoftheemotions
heisundergoing,hemovesontothenextlevel–reasoningwithemotions,istodifferentiatebetween
thediverseemotionsheisundergoingandidentify.Bythenhebecomesproficientindealingwith
hisemotionsandthuscanmanagehisemotionsbylinkingtoordetachingfromanyemotionatany
givensituation.Thisgiveshimcompletecontroloverhisimpulsesandisthusabletothink,analyze,
andbehaverationallyinanysituation.Onewillbeabletoidentifyemotionsatanygivenmomentand
shiftfromoneemotiontoanother.Besides,CobbandMayer(2000)theorizedEIaswell-foundedin
theschoolandorganizationalenvironmentswhereemotionsaremirroredasrelationships.Cobband
Mayer(2000)alsorefertothismodelandstatethat“emotionalintelligenceleadstogoodbehavior.”

Petrides, Sangareau, Furnham, and Frederickson (2006) criticize ability emotional
intelligenceinfavoroftraitemotionalintelligence.Theseauthors(Petridesetal.,2006)assert
thatthenotionoftraitemotionalintelligencebeingmainlyconcernedwithagroupofemotion-
relatedself-perceivedabilitiesanddispositionsmeasuredviaself-reportsiswhatdistinguishes
itfromabilityemotionalintelligence.
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Mixed Model of EI
Themixedmodelsofemotionalintelligencecomprisemeasuresconsistingofacombinationoftrait
emotionalintelligenceandabilityemotionalintelligence(Austin,2010;citedinDhliwayo,2018,p.
110).Therefore,theconceptualizationsofemotionalintelligencebyBar-On(1997;citedinDhliwayo,
2018,p.110)andGoleman(2001;citedinDhliwayo,2018,p.110)fitwellwithinthedomainof
mixed models of emotional intelligence. Goleman and Bar-On “mixed model” (1999) describes
arangeofabilitieswhicharebrokendownintoskillsetsandtogethergiveapictureofaperson’s
emotionalintelligencelevelthisviewencompassesabilities:

• Self-Awareness:Tohaveanunderstandingofhowapersonfeelsandbeabletoassessone’s
emotional state. It drives decision-making, gives a strong sense of self-confidence, and the
understandingofaperson’sskills.Therearethreecomponentssuchas:
◦ Emotional Self-Awareness:Assessone’semotionalstate;
◦ Accurate Self-Assessment:Understandingone’sstrengthandweaknesses;
◦ Self-Confidence:Istheabilitytobesecuredandconfidentinwhateversituationonemay

findyourself;
• Self-Management:Buildsontheunderstandingthatapersonattainedself-awarenessandinvolves

controllinghisemotionssothatemotionsdonotcontrolhim.Inotherwords,controlourown
emotionssothattheydonothinderbutassist;ordertoimproveandsucceed.Itistheabilityof
howapersonregulatestomaintainhisbalancewhenhefacesanyproblems.Inincludesability
likeSelf-Control,Trustworthiness,Conscientiousness,Adaptability,AchievementOrientation,
andInitiative;

• Social Awareness:Involvesincreasingaperson’sawarenesstoembracetheemotionofthose
peoplearoundhim.Identifyingwhatothersarefeeling;beingabletounderstandsituationsfrom
others’viewpoints;nurturingrelationshipswithadiversegroupofpeople.ItincludesEmpathy,
OrganizationalAwareness,andServiceOrientation;

• Social Skills:Manageemotionsforrelationshipswithotherpeople,understandandreadthe
complexitiesofsocialrelationsinteractinsocialsituations.EIhasmoresupremacythanIQtwice
(Goleman,1998)anditcanbeconsideredasanindicatorforfuturesuccessandaccomplishments
(Goleman1995&1998).

Regardingtherelationshipwithjobperformance,mixedmodelsmayhaveabetterrelationship
withjobperformancethantraitemotionalintelligence.Thisisbecausemeasuresofmixedemotional
intelligenceincludecomponentsofpersonality,personalpreferences,andattitudes,makingitnatural
for themtocaptureabroadrangeofattributes, leading tobetterexplanationof jobperformance
Cherniss (2010; cited inDhliwayo,2018,p.111).Mixedmodelsof emotional intelligencehave
alsobeenscrutinizedintermsoftheirrelationshipwithothermodelsofemotionalintelligenceand
personality.Further,mixedmodelsofEIhaveabetterrelationshipwithpersonalitymeasuresthanwith
abilitymodels,mainlybecausetheyseemtooverlapwithpersonalityintermsofthemeasurement
methodsandtheitemscontained(Dhliwayo,2018).Asaresult,theyshowahighercorrelationwith
personalitythanwithabilitymeasures.

Trait Model of EI
AccordingtoMankowitz(2018),conceptualdifferencesbetweenEIandTraitEIaredemarcatedas
acollectionofself-perceptionslocatedatthelowerlevelsofpersonalityhierarchy.EIabilityisthe
abilitytoperceiveandexpressemotion,assimilateemotioninthought,understandandreasonwith
emotion,andregulateemotionintheselfandothers(Mayer&Salovey,1997,Mankowitz,2018).
Thus,EIhasfourfactors.Thesefactorsincludeperceptionofemotion,managingownemotions,
managingothers’emotions,andutilizationofemotion.Evidencealsosuggeststhattraitemotional
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intelligenceisrichfrombothexplanatoryandpredictiveviewpoints.Thisisalsosupportedbythe
studyconductedbyHui-HuaandSchutte(2015;citedinDhliwayo(2018,p.103).Traitemotional
intelligenceisusefulbecauseitcombineswithinoneframeworkthemainindividualdifferencesinthe
levelsofaffectwhichhavebeenhithertoscatteredacrossthebasicpersonalitydimensions(Dhliwayo,
2018).Petrides(2011)andcolleaguespublishedthismodelin2009themostprominentviewinthe
scientificliteratureisthattheTraitmodelviewEI,asacollectionofpersonalitytraitsclaimingthey
aremerelyemotionalself-perceptionsanddoesnotcontextspecific.Thismodelisdifferentfromthe
AbilityandMixedmodelwhichstatesthatEIisamind-basedability(Furnham,2012).

CONCEPTUAL MOdEL

Thisstudyisnotinisolation.ItbuildsonthecascadingmodeldescribedbyJosephandNewman
(2010)andsupportedbythefindings(Gunkel,Schlaegel,&Engle,2014)byexploringtheinfluence
ofculturaldimensionsonacascadingmodelofEItowardsorganizationalperformanceasseenon
Figure3.

The model in figure 3 shows a conceptual model of how EI is connected to organizational
performance.Tomakethisstudyunique,themodel,asdepictedinfigure3,willbeusedfromthe
qualitativeapproachperspective.Asseen in figure3, theprogressive (cascading)patternamong
ability-basedEIfacets,inwhichemotionperceptionsmustcausallyprecedeemotionunderstanding,
whichinturnprecedesconsciousemotionregulationandjobcollectiveorganizationalperformance
(JosephandNewman,2010).

ThemodelofEI isempiricallyconfirmed throughmetadataanalytic,althoughrelationships
betweenability-basedEIandjobandorganizationalperformanceareshowntobeinconsistent(Joseph
andNewman,2010),suchasEIpositivelypredictscollectiveorganizationalperformanceforhigh
emotionallaborjobsandnegativelypredictscollectiveorganizationalperformanceforlowemotional
laborjobs).Further,Table2summarisestheintegrationofcognitiveandEImodels.

Figure 3. EI cascading model
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EMOTIONAL INTELLIGENCE FOR ORGANIZATIONAL 
PERFORMANCE: FINdINGS ANd dISCUSSION

demographic Analysis
Ofthe40copiesofquestionnairesdistributedtotheemployeesatNHE40werereturned,yielding
aresponserateof100%.Thus,theresponseratecanberankedasveryexcellent,duetothevarious
measures taken and the fact that the researcher is working and known by the employees. The
respondentswereaskedtospecifytheirgender(question1).Therewere20(50%)maleand20(50%)
femalerespondents.Theagegroupthatparticipatedinthequestionnaireweremainlyfromtheage
of41to20.Thisagegroupwasfollowedby30%ofrepresentativesfromtheagegroupof31to
40.Theparticipantsinthequestionnaireweremainlydominatedbygeneralworkersandexecutive
representationwasonly15%oftheparticipantsinthesamequestionnaire.

Table 2. Cognitive and EI models integration

Dimensions

Cognitive and EI Models

General Mental 
Ability (Spearman, 

1904, 1927a)

Trait Model 
(Schutte et al., 1998; 
Petrides & Furnham 

(2003)

Ability Model 
(Mayer & Salovey, 

1997; Wong & Law, 
2004).

Mixed Model 
(Bar-On, 1998; 

Boyatzis & Goleman, 
2000)

Construct definition

Cognitiveintelligence
isunitaryandpredicts
organizational
performanceacross
mostoccupations.

Aconstellationof
emotion-related
self-perceptionsand
dispositionsassessed
throughself-reports
andlocatedatthelower
levelofthepersonality
hierarchy.

Well-defined,
conceptuallyrelated
setofcognitive
abilitiesnecessaryfor
processingemotional
informationand
adaptivelyregulating
emotions.

Anarrayof
non-cognitive
capabilitiesand
skillsthatinfluence
theabilitytocope
withenvironmental
demandsand
pressures.

Components

Cognitiveability
issubsumedunder
onegeneralfactorof
intelligence(g)which
definesintelligenceas
unitary.

Componentsvary
dependingonthetest
developerbutmust
demonstrategood
constructandpredictive
validity.

Componentsvary
dependingonthetest
developerbutmust
demonstrategood
constructandpredictive
validity

Componentsvary
dependingonthe
testdeveloperbut
mustdemonstrate
goodconstructand
predictivevalidity.

Link with personality

Apartfromahigh
relationshipwith
conscientiousnessand
intuition,arelationship
withpersonalityislow.

Highpositive
Relationshipwith
personality.

Lowrelationshipwith
personality.

Moderaterelationship
withpersonality.

Link with job 
organizational performance

Veryhighrelationship
withjoborganizational
performanceacross
mostifnotall
occupations.

Somerelationship
withjoborganizational
performancebutpredicts
jobperformancebetter
foremotionallabor
jobs.Highincremental
validitybeyond
cognitiveintelligence.

Highrelationshipwith
joborganizational
performanceformost
occupations.Little
incrementalvalidity
beyondcognitive
intelligence.

Moderate
relationshipwith
joborganizational
performance.
Predictsjob
organizational
performancebetterfor
highemotionallabor
jobs.

Usefulness/application to 
personnel selection

Bestsinglepredictor
ofjoborganizational
performanceacross
occupations.

Lowtomoderate
relationshipwith
joborganizational
performancebut
predictsjobcollective
organizational
performancebetterin
emotionallaborjobs.

Highrelationshipwith
joborganizational
performanceformost
jobs,butredundant
withcognitive
intelligence.

Moderatetoagood
relationshipwith
joborganizational
performance
butpredictsjob
organizational
performancebetterin
emotionallaborjobs.

Source: Adapted from Dhliwayo, (2018)
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Emotional Self-Awareness
Thefigures,4,5,6,and7representtheemotionalself-awarenessoftheparticipants.Fortheemotions
theparticipantsfeelandwhy(figure4),theresultsshowanaveragedominance.Figure5showsgood
andverygooddominantresultsfor“thelinksbetweenmyfeelingsandwhatIthink,do,andsay.”
TheunderstandingofhowthefeelingsaffectOrganizationalPerformance,infigure6isdominatedby
‘good’bytheparticipants.Whereas,theguidingawarenessofmyvaluesandgoalsbytheparticipants
isdominatedbyaverage,seefigure7.

Figure 4. Always know which emotions I am feeling and why

Figure 5. Realize the links between my feelings and what I think, do, and say
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Self-Assessment
Figures8,9,10,and11showthatthereisagoodEIwithregardstoself-assessment.Despitefigure8
showingaverageresults,thisisfollowedbyaslightdifferenceofjustover2%tothatofthegoodrank.

Self-Control
Theself-controlaspectoftheparticipant,concerningEI,aregiveninTable3.

Figure 6. Recognize how my feelings affect my job and organizational performance

Figure 7. Have guiding awareness of my values and goals
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Responsibility
Despitefigure12indicatingthatthereisanover30%ofparticipantsmaintainingstandardsofhonesty
andintegrity,figure13hasanaverageresponserateofparticipantsindicatingtoprovideoriginal
solutionstotheproblem.

Figure 8. Aware of my strengths and weakness

Figure 9. Reflective and try to learn from experience
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Figure 10. Open to feedback, new perspectives, continuous learning and self-development

Figure 11. Be able to show a sense of humor and perspective about me
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Conscientious
Theconscientiousaspectoftheparticipant,concerningEI,aregiveninTable4.

Adaptability
Concerningadaptability,theparticipantsindicatedthatthereispoorandunevenhandlingofmultiple
demands,shiftingpriorities,andrapidchange(seefigure14).

Innovativeness
Innovativenesswasalsomeasuredbytheparticipants.Table5givesthemeasureofinnovativeness.

Achievement drive
Theachievementdriveofemployeeswasalsomeasured.Table6givestheachievementdrive.

Table 3. Self-control concerning EI

Criteria
Percent Value of Response

Very Poor Poor Average Good Very Good

Workunderpressure 2.5 17.5 20 32.5 27.5

Remainundisturbedduringthecritical 2.5 37.5 20 25 15

Thinkclearlyandstayfocusedunderpressure 0.0 25 20 40 15

Appealtothecorevaluesofthegrouptoclarify
thealternativesandmaketherightdecisions 00 17.5 37.5 30 15

Figure 12. Maintaining standards of honesty and integrity
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Initiative
Figures15,showstheinitiativeaspectoftheemployees.Figure15indicatesthatagoodnumberof
employees(45%)areeffective,capableoftakingonchallenges,andmasternewtasks.

Optimism
Optimismawarenessresponsesfromparticipants’resultsarerangingfromaveragetogood.Figure
16indicatesthattheparticipantshelpoutbasedonunderstandingotherpeople’sneedsandfeelings.

Empathy
Table7showstheempathythatissensitiveandunderstandingothers’perspectives.

Service Orientation
Serviceorientationawarenessiswellunderstoodbytheemployees.Theparticipantsindicatedthatthere
isagoodunderstandingofcustomer’sneedsandmatchingthemtoservicesorproducts(figure17).

Figure 13. Provide original solutions to problems

Table 4. Conscientious aspect concerning EI

Criteria
Percent Value of Response

Very Poor Poor Average Good Very Good

Meetcommitmentsandkeeppromises 00 10 35 32.5 22.5

Holdmyselfaccountableformeetingmy
objectives 2.5 7.5 36 25 30

Organizedandcarefulinmywork 2.5 10 42.5 20 25
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Figure 14. Handling of multiple demands, shifting priorities, and rapid change

Table 5. Innovativeness

Criteria Percent Value of Response

Very Poor Poor Average Good Very Good

Seeknewideasfromvariedsources 2.5 7.5 35 32.5 12.5

Entertainoriginalsolutionstoproblems 2.5 25 32.5 32.5 7.5

Generatenewideas 10 27.5 12.5 37.5 12.5

Freshperspectivesandrisksinthinking 00 25 32.5 30 12.5

Table 6. Achievement drive

Criteria Percent Value of Response

Very Poor Poor Average Good Very Good

Results-orientedandhighdrivetomeet
objectivesandstandards

00 15 35 25 25

Setchallenginggoalsandtakecalculatedrisks 7.5 7.5 35 27.5 22.5

Continuouslylearntoimprovemyjoband
organizationalperformance

17.5 12.5 10 32.5 27.5

Pursueinformationtoreduceuncertaintyand
findwaysofdoingbetter

7.5 22.5 20 27.5 22.5
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Figure 15. Effective, capable of taking on challenges and master new tasks

Figure 16. Help out based on understanding other people’s needs and feelings
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developing Others
Agoodaveragenumberofparticipantsshowsthattheyacknowledgeandrewardpeople’sstrengths,
accomplishments,anddevelopment(seefigure18).

Change Management
Table8showstheresultsonchangemanagementawarenesstherecognitionoftheneedforchange
andremovalofbarriers.

diversity Management
Diversitymanagementawarenessintelligencewasalsomeasured.Figure19showsthatanaveragetoa
goodnumberofemployeesrespectandrelatewelltopeoplefromvariedbackgroundsandunderstand
diverseworldviewsandaresensitivetogroupdifferences.

Table 7. Empathy

Criteria Percent Value of Response

Very Poor Poor Average Good Very Good

Showsensitivityandunderstandothers
perspective

5 20 30 27.5 17.5

Promoteactionsthatencouragetheclimateof
friendshipandteamspirit

00 25 22.5 35 17.5

Helpoutbasedonunderstandingotherpeople’s
needsandfeelings

00 22.5 32.5 30 15

Attentivetoemotionalcuesandagoodlistener 00 32.5 30 22.5 15

Figure 17. Understanding customer’s needs and match them to services or products
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Leadership
Concerningleadership,resultsonleadershipawarenessaregiveninTable9.

Communication
Concerningthecommunicationaspect,asonethatisacriticaloneforemployeeEI,itshowsthat
theaveragenumberofemployeesaregoodatgive-and-takeandabletotunemessageaccordingto
theemotionalcuestheypickup.Further,theresponsevalueoncommunication,revealedthatavery
goodnumberofemployeesfosteropencommunicationandstayreceptivetobadnewsaswellas
good.Table109providestheresponsevalueconcerningcommunication.

Implications
ThisresearchislikelytobethefirstofitskindespeciallyintheNamibiancontextwhereemployeeEI
towardstheimprovedjobandorganizationalperformanceisanalyzed.Thestudyapproachallowed
andinstigatedtheresearchertochoosethebestconceptualizationofEIfortheimprovedjoband

Figure 18. Acknowledging and reward people’s strengths, accomplishments, and development

Table 8. Change management awareness

Criteria
Percent Value of Response

Very Poor Poor Average Good Very Good

Recognizetheneedforchangeandremove
barriers 00 30 17.5 37.5 15

Acknowledgetheneedforchangeandchallenge
thestatusquo 2.5 27.5 15 40 15

Championthechangeandenlistothersinits
pursuit 10 17.5 37.5 27.5 7.5

Modelthechangeexpectedofothers 00 17.5 47.5 25 10
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Figure 19. Respect and relate well to people from varied backgrounds

Table 9. Leadership awareness

Criteria Percent Value of Response

Very Poor Poor Average Good Very Good

Respectandrelatewelltopeoplefromvaried
backgrounds

00 7.5 42.5 25 25

Mentoringandcoachingwithchallenging
assignmentsthatgrowaperson’sskill

25 20 20 27.5 7.5

Stepforwardtoleadasneeded,regardlessof
position

22.5 15 22.5 25 15

Guidethejobfororganizationalperformance
withaccountability

22.5 17.5 22.5 25 12.5

Table 10. Communication

Criteria Percent Value of Response

Very Poor Poor Average Good Very Good

Goodatgive-and-takeandabletotuneaccording
totheemotionalcues

2.5 17.5 40 27.5 12.5

Dealwithdifficultissuesstraightforward 7.5 27.5 25 22.5 17.5

Listenwell,seekmutualunderstandingandfully
welcomesharingofinformation

5 20 20 35 20

Fosteropencommunicationandstayreceptiveto
badaswellasgoodnews

7.5 20 22.5 17.5 32.5
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organizationalperformance.Theoutcomesofthisresearchareexpectedtoprovideaninformedand
deeperunderstandingoftherelationshipsbetweenemployeeEIandjoborganizationalperformance,as
wellasthepotentialinteractioneffectsofemotionalself-awareness,self-confidence,self-assessment,
self-control,responsibility,conscientious,adaptability,innovativeness,achievementdrive.,initiative,
optimism,communication,amongothers.Suchdeeperknowledgemayinformbetterdecision-making
andinfluencebestbusinessadministrationandmanagementpracticesinanorganization.

FUTURE AREAS FOR RESEARCH

Aleaderwiththisstrengthcanarticulateavisionormissionthatresonatesemotionallywithboththem
andthosetheylead,whichisakeyingredientinmarshalingthemotivationessentialforgoingina
newdirection(Goleman&Boyatzis,2017).Indeed,severalstudieshavefoundastrongassociation
betweenEI,drivingchange,andvisionaryleadership,butsuchstudiesintheNamibiancontextarefew
andhenceneedtobeundertaken.Anotherinterestingareawouldbeframeworksandmodelsofhow
inordertoexcel;leadersneedtodevelopabalanceofstrengthsacrossthesuiteofEIcompetencies.
Futureresearchcanalsoexplorethepossibilityofincludingawiderangeofmanagementandexecutive
participationlevelstoobtainmoreinsightsontheinfluenceofthecognitiveandemployeeEIinan
organization.Furtherstudiesmustbeundertakenwhichdeliberatelyfocusontheinfluenceofsocio-
demographicvariablesonemployeeEIandperformancebeitindividualorcollectiveorganizational
performance.Comparativestudiesofemployees’emotionalintelligenceacrosssectors,industries,and
professionallevelswouldalsobeinterestingandprovidedeeperinsightintotraininganddevelopment.

RECOMMENdATIONS

BasedonresearchfindingssomeoftherecommendationsincludethatNHEshouldconsiderfirst,
assessingthejobcandidates’levelofcognitiveandEIwhenselectingpeopletofilljobvacancies,
especiallymanagementandexecutivepositions.Equallysignificantistheunderstandingtheinteraction
effectsbetweenthesocio-demographicvariablesandpredictorvariablesinpredictingjobperformance
toenhanceorganizationalperformance(Baporikar,2020c;2017b)).NHEasanorganizationmust
employtrainingforEIenhancementbasedonemployees’appraisalsandorganizationalneeds.

CONCLUSION

Self-emotionalawarenessistheabilityofindividualtobeunderstoodabouthis/heremotionsaswell
asabilitytodemonstratesuchemotions.Theseconddimensionrelatedtotheindividual’sability
tounderstand theemotionsofothersaccuratelyperceivingandunderstandingofemotionshasa
significantinfluenceonsocialinteraction(Butt,Nisar,Nadeem,&Baig,2017).Thecurrentstudy
contributetoliteratureofEIandorganizationalperformanceinmanyways,FirstEIispositively
associatedwithperformanceinworkplaceandshedslightonthecriticalroleofEIinenhancing
organizationalperformance.SecondtheassociationbetweenEIandemployeebehaviorhasbeen
extensivelyexplored.ResultsofcurrentstudysupportthisassumptionthatEIisnotonlyassociated
withworkperformanceandcareersuccess,butalsoisrelatedwithemployeebehavior.Sotheresultsof
currentstudybroadenourunderstandingregardingEIandthescopeofEIaswell.Empiricalfindings
alsoprovedthatEIlevelcanbeimprovedthroughEItraining(McEnrue,Groves&Shen,2009).
FindingsfromthecurrentstudyarethatthereisapositiveassociationbetweenEIandorganization
performancesoitcanbearguedthatEIandorganizationalperformancecanbeadvancedthrough
EIadvancement.Further,socialnetworkstronglydependonEI(Mayer,2008),EItrainingincludes
helpingbehavior,qualityinteraction,soitcanbearguedthatproperEItrainingcrosstheorganizational
boundariesandeffectpersonallivesaswell.Toconclude,itisreasonabletosaythatemployeeEIand
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personalitycansignificantlyinfluenceindividualjob,performance,andorganizationalperformance.
Thatstated,itcanalsobeconcludedthatEIcanalsobeappliedinthepersonnelspacecontextand
notonlyintheprofessionalenvironment.Further,differentlevelsofEIandpersonalitywillindicate
differentlevelsofjobandorganizationalperformance.Moreover,theunderstandingandknowledge
oftheconceptsofEIanditsinfluenceonthecollectiveorganizationalperformanceofemployeesmay
addvaluetotheorganizationasemployeesbecomeawareofthebestpractices.However,employee
EIisasignificantpredictorofjobcollectiveorganizationalperformanceonlyifitisadvocatedand
spearheadedproperlyintheorganization.Finally,jobcollectiveorganizationalperformancecanbe
classifiedintothetaskandcontextualperformance.
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