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Abstract

Any organization’s success or failure is highly dependent on the performance and
behavior of its employees. Their patterns of behavior run like a fabric through the
entire machinery of the organization. Employees who performed beyond their
organizational expectations have such behaviors called “Organizational
Citizenship Behavior”. Prior literature has demonstratedthat the staff employees’
low level of organizational citizenship behavior has had an impact on different
negative consequences within the organization. Further, the researcher has
discovered that when employees improve their emotional intelligence, they can
enhance their organizational citizenship behavior simultaneously. Therefore, this
study was conducted to evaluate the impact of emotional intelligence on the
organizational citizenship behavior of Staff employees of ABC Bank branches in
the Colombo District. The total staff employees of all the ABC branches in the
Colombo District were identified as the total population of this study, and a
sample size of 320 staff employees was selected bythe researcher. The sample
size was selected by using the convenience sampling technique. The quantitative
data were analyzed by using descriptive statistics and inferential statistics through
SPSS software. Further, this study’s conceptual framework was also identified as
a fitted model. Finally, the researcher has suggested some recommendations for
staff employees to improve their emotional intelligence dimensions in asignificant
manner.

Keywords: Emotional Intelligence, Emotional Quotient, Organizational
Citizenship Behavior, Self — awareness, Relationship management
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1. Introduction
1.1 Introduction to the Study

Human resources are the heart of any organization, and it is the main driving force
that affects its success; Every employee is expected to perform specific job roles
according to their job descriptions effectively (Sinha, 2020). However, what is
more important is the behavior of employees who perform beyond their job roles,
such behavior is known as Organizational Citizenship Behavior (Toke, 2022).
OCB helps organizations to accomplish their targeted objectives and achieve
competitive advantage (Toke, 2021). Nevertheless, Gupta (2021) explained that
employees who exhibit low OCB can create different negative consequences for
the organization; higher staff turnover and absenteeism rates, negative
performances, low productivity, and excessive costs are examples of those
negative consequences.

The researcher has observed these negative consequences in the Bank industry and
identified those as the main symptoms of the problem. Further researchers have
identified that these symptoms will directly affect to the productivity of the
organization.

Rezaei et al., (2014) explained that employees' “Emotional Intelligence” (EI) can
be utilized to overcome these consequences. El provides the ability for employees
to recognize and understand their human emotions and those employees can work
with their co-workers effectively to achieve the desired goals and objectives of the
organization (Keiling, 2022). Further, Vashisht, (2017) mentioned employees with
strong El can improve their abilities to become good citizens within the
organization.

Numerous researchers have conducted their studies on this topic in different areas;
Narayanan, (2016), Balouch & Fathollahzadeh,(2015), Vashisht, (2017) & Saeedi
& Khazaee, (2016); manufacturing, universities, hospitals, and health insurance
firms. However, Rezaei et al., (2014) conducted their study on the employees of
Sepah Bank branches in India, but no empirical findings are supporting this
phenomenon which is the impact between emotional intelligence and
organizational citizenship behavior in the bank industry of Sri Lanka. Thus,
Overstreet and Overstreet (2017) suggested that future researchers should conduct
their studies on how leaders’ EI impacts the organizational climate beyond job-
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related affective wellbeing and OCB of employees. There is no empirical study
conducted on this concept to date, therefore, the researcher has identified those
gaps throughout this study.

1.2 Research Problem

The main problem of this research is numerous negative consequences will affect
on the productivity of the banking industry. Therefore, the researcher has narrowed
down the main problem into a researchable problem, where the employees’ low
level of OCB has made an impact on different negative consequences within the
organization. According to Bolino et al. (2010), OCB and citizenship pressure have
a positive correlation. Numerous studies have defined employees' OCB levels and
turnover rates as negatively related. Paillé (2013) defined that employees with low
OCB levels are more likely to leave the workplace than those with high OCB
levels. Further, Bolino et al. (2013) mentioned that employees who hesitate to
support another employee in achieving organizational goals are more likely to
identify as dissatisfied.

According to Paille, cited in Podsakoff et al. (2009), the overall OCB toward the
organization and intention to leave are inversely correlated (r = - 0.22), indicating
that the more employees perform OCB, they are less likely to leave the
organization. Further Koys (2001) explained employees’ low OCB levels can lead
to higher staff turnover and absenteeism rates.

As per the prior findings, the researcher can establish that employees’ low OCB
level significantly impacts different negative consequences within the
organization. According to Vashisht (2017), strong “emotional intelligence”
among employees can significantly increase their OCB level. El is critical when
developing a culture in which employees can perform beyond the “call of duty”.
Further, Alfonso et al. (2016) explain that an individual's El positively influences
OCB aimed at both individuals and organizations.

Under this study, the researcher is intended to evaluate the impact of Emotional
Intelligence on the Organizational Citizenship Behavior of Staff employees in the
bank industry. Therefore, the researcher has raised the research problem as the
Staff employees’ Organizational Citizenship Behavior has made an impact on
different negative consequences within the organization.
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1.3 Research Objectives

To evaluate the relationship between Self-awareness and OCB
To evaluate the relationship between Self-management and OCB

To evaluate the relationship between social awareness and OCB

A w0 NP

To evaluate the relationship between Relationship Management and OCB
1.4 Research Questions

1. Whether there is a relationship between Self—awareness and OCB?

2. Whether there is a relationship between Self—-management and OCB?
3. Whether there is a relationship between social awareness and OCB?
4

. Whether there is a relationship between Relationship Management and OCB?
2. Literature review

2.1 Organizational Citizenship Behavior

OCB is identified as a mechanism that ensures organizational congruence and
success which helps staff members to maintain a favorable work environment
within the organization (Riya Ehtiyar et al., 2010). Organizational Citizenship
Behavior is identified as “Extra—Role behavior”, that employees perform towards
the benefit of the company, which goes beyond their role expectations (Sharma &
Jain, 2014). Abolaji Olugbenga (2014) explained that employees who exhibit more
OCB are the individuals who go above and beyond for their organization and
provide the necessary support for the overall functions of the organization.

Rezaei et al. (2014) explained two common characteristics of OCB; (1) citizenship
behaviors are not directly improvable - not a part of an individual’s job and (2)
citizenship behaviors result from the unique efforts and contribution of employees
that the organization expects from them to achieve success. Lo & Ramayah (2009)
explained; individual contribution that goes beyond the scope of their positions,
where a formal reward system does not exist to reward is referred to as role and
extra-role behavior.
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2.1.1 Dimensions of Organizational Citizenship Behavior

Altruism - According to Organ as cited in Gaddis (2016), Nadiri and Canova
(2010), Koys (2001), Hakim et al. (2013), Alfonso et al. (2016), Yeh Ying and Ken
Tzu Ting (2013), Modassir and Singh (2008), Doshmanziari and Doshmanziari
(2016), Tofighi et al. (2015), and Abdi (2014) altruism is explained as a behavior
assisting another co-worker who experiences difficulties with their work, which
benefits the organization in long-run.

Courtesy - Khalili (2017) defined employee should demonstrate intiative — taking
behaviors to avoid conflicts within the organization. Further, Hakim et al., (2013)
described courtesy as an aspect of behavior where the employees adhere to the
organizational rules and regulations to avoid work-related conflicts. Balouch &
Fathollahzadeh, (2015) explained employees should exhibit pleasant behaviors
toward other employees.

Civic virtue - Lo & Ramayah, (2009) mentioned, an obligation of subordinates to
engage in the company, by attending meetings that are not required by the
organization and adapting to the changes made by the organization. Rezaei et al.
(2014) mentioned that this includes behavior like assisting with the development
of functions and acquiring the knowledge to increase the awareness of other
employees.

Conscientiousness - Numerous research studies have explained conscientiousness
as employees who perform more job duties than the requirement by the
organization Balouch et al.,(2015), Nadiri & Tanova, (2010), Rezaei et al., (2014),
Alfonso et al., (2016), and Modassir & Singh, (2008). Further, Koys (2001),
defined conscientiousness as employees performing in-role behaviors.

Sportsmanship - Employee willingness to accept and tolerate inconvenience and
unavoidable situations without complaining about the difficulties experienced
(Vashisht, 2017). Employees who exhibit more sportsmanship behavior have
positive attitudes and do not complain about inconvenient situations they have
experienced Balouch & Fathollahzadeh, (015), & Nadiri & Tanova, (2010).

2.2 Emotional Intelligence

Emotional Intelligence is the capability of understanding one's emotions and other
employees’ emotions and managing emotions successfully. Goleman et al., (2002),
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Rezaei et al., (2014), Hosseini & Zirak, (2016), and Narayanan, (2016). According
to Jambheshwar, (2014), El can be about being a nice person to other people
whereas some people consider El as a dilemma. According to Ahuja, as cited in
Soltani et al. (2015) and Ang Chooi Hwa and Amin (2016), employees who can
understand themselves and other employees, control their emotions, and react
immediately to changes, can perform their tasks more effectively.

Emotional Intelligence enables a leader to create an emotional connection with
others to influence them to exhibit behavior beyond the scope of their roles
(Gaddis, 2016). Further Van Kleef et al. (2011) explained employees should be
aware of how to express their emotions toward other employees to influence them
socially. Reviewing the literature, James et al. (2010) mentioned two aspects of
emotional intelligence; Self-mastery job capabilities that include confidence,
trustworthiness, and initiative that create exceptional performance and
Relationship skills like empathy, team spirit, and leadership may arise.

Emotional Intelligence has two models (A. P. Singh, 2017); Trait emotional
intelligence and Ability emotional intelligence. The trait model of El Petrides et
al., (2007) was developed under trait theory which evaluates how employees
should understand their emotional abilities. Petrides et al., (2011) explained this
model function as a role of self-perception of individuals that can be measured by
conducting self-reports. Further, A. P. Singh (2017) mentioned this Trait EI model
can be conducted to understand an individual’s personality whereas this model is
significantly dependent on an individual’s personality characteristics.

2.2.1 Dimensions of Emotional Intelligence

Self-awareness - Daniel Goleman, cited in Hakim et al. (2013), described self-
awareness as an ability of an individual to recognize their emotions, understand the
impact of their emotions, and how they utilize their emotions to make their own
decisions. Further, Saeedi and Khazaee, (2016) mentioned self-awareness as
consciousness, which means employees should have a deeper understanding of
their emotions, strengths, weaknesses, and motives that affect their careers.

Self-management - Self-management is the ability to control our own emotions
and other employees’ emotions effectively, as defined by Goleman cited in (Rezaei
et al., 2014). Further, Hakim et al. (2013) explained this as how we deal with our
own emotions and other employees’ emotions. According to Jafari & Shapoori
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(2018), the components of measuring self-management are discussing problems
with other employees, preventing unnecessary problems, developing the capacity
to regulate emotions, using cognitive processes to manage emerging situations, and
achieving desired outcomes for self-motivation.

Social awareness - Rezaei et al. (2014) defined the ability to understand and
recognize our co-workers’ emotions and behaviors that affect the overall
effectiveness of the organization. Social awareness is the ability to recognize other
employees’ emotions and actions and raise awareness of what is going on around
them (Balouch & Fathollahzadeh, 2011). The components of measuring social
awareness are understanding and recognizing the body language of other
employees, listening to them carefully, and providing feedback to employees for
their outstanding performances (Jafari & Shapoori, 2018).

Relationship management — As described by Goleman , cited in Rezaei et al.
(2014), and Saeedi and Khazaee (2016), relationship management is an employee’s
ability to interact with other employees, influence them, adapt to working cultures,
communicate effectively, and overcome disputes within the organization.
Relationship management is the ability to manage emotions while working with
other employees, integrate work processes smoothly, and maintain positive
relationships with other employees according to Hakim et al., (2013).

Further, Jafari & Shapoori (2018) described emotional handling as measured by
components like supporting other employees, demonstrating positive feelings, and
maintaining positive relationships within the organization.

2.3 Emotional Intelligence and Organizational Citizenship Behavior

Employees’ EI can recognize their own emotions and other employees’ emotions
and helps to improve better relationships with other employees to create a positive
working environment (Alfonso et al. 2016). Abdi (2014), indicates that there is a
significant relationship between individuals’ emotional intelligence and their
citizenship behaviors. Saeedi and Khazaee (2016), found that there is a positive
impact of emotional quotient on OCB according to the simple regression results.
Further, their study defined Emotional Intelligence as the emotional quotient.

Khalili (2017), mentioned individuals with higher levels of EI demonstrate a higher
level of citizenship behavior by volunteering and encouraging other employees to
perform better within the workplace. According to Cote and Miners, cited in Yeh
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Ying and Ken Tzu Ting (2013), employees with a higher level of El are more likely
to exhibit a higher level of citizenship behaviors within the organization.

According to Khalili (2017), El is used to observe and control emotions to enhance
employees’ OCB successfully. Narayanan (2016) considered Emotional
Intelligence a crucial element in controlling the relationship between employees
and management with organizational citizenship practices. Furthermore, Jain
(2012) explained that EI plays a role in enhancing OCB performance.

2.3.1 Dimensions of Emotional Intelligence and Organizational
Citizenship Behavior

Saeedi and Khazaee, (2016) examined the impact of Emotional Intelligence
dimensions on the OCB of employees in a healthcare insurance firm. According to
the results, they discovered that the main four dimensions of El; Conscientiousness
(Self-awareness), Self-management, Social-awareness, and Relationship
Management positively impact OCB. Further, Sahafi et al. (2011) examined that
there is a positive impact of empathy (social awareness) and self-control (self-
management) on OCB. Gaddis (2016), described the empathy dimension as having
a positive impact on OCB and the Self-management dimension as having a
negative impact on OCB.

The dimensions of El; Self-awareness, Self-management, and Empathy have a
positive relationship with the OCB of employees (Korkmaz & Arpaci, 2009).
Naghdi and Shatalebi (2013) evaluated the dependability of Organizational
Citizenship Behavior by using emotional intelligence dimensions. According to
the results, they found there is a positive impact of initiative-taking, self-
awareness, and social awareness on OCB. Furthermore, Turnipseed and Vandewaa
(2012) also found that there is a significant relationship between OCB and all
dimensions of Emotional Intelligence.

2.4 Significance

Individuals with a strong EI and who exhibit high OCB tend to support other
employees who struggle to achieve their targets, and those individuals perform
beyond their job descriptions to achieve the organization’s success (Sacedi &
Khazaee, 2016). Employees directly contribute to the success of the organization
when they exhibit more OCB within the workplace (Vashisht, 2017). Sharma and
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Jain (2014), described OCB as human behavior that every employee should study
to perform better within the organization. Therefore, this research indicates that the
dimensions of EI can improve employees’ commitment to the organization’s
success. Individuals who engage in social activities should be emotionally
intelligent to effectively work with other employees in such situations (Saeedi &
Khazaee, 2016). Considering the results of Abolaji Olugbenga (2014), the
researcher emphasized that this study helps organizations to recruit people with a
higher level of EI who can exhibit more OCB among co-workers. Therefore, this
research would help organizations to identify their best employees who exhibit a
higher level of citizenship behavior within the workplace. Further, no empirical
evidence that supports this phenomenon in Sri Lankan’s Bank sector, further this
studyhelps employees to enhance their knowledge of subjects like Emotional
Intelligence and Organizational Citizenship Behavior in a greater direction.

2.5 Hypothesis

H1 — There is a relationship between Self-awareness and OCB

In the literature review chapter, it stated that there is a direct relationship between
Self-awareness and OCB. Turnipseed & Vandewaa, (2012) and Korkmaz &
Arpaci, (2009), mentioned that there is a significant and positive relationship
between Self-awareness and OCB. The findings of this study will indicate that
Self—awareness has a significant and moderate positive relationship with
Organizational Citizenship Behavior.

H2 — There is a relationship between Self-management and OCB.

Literature from prior studies, Sahafi et al., (2011), Balouch & Fathollahzadeh,
(2015), and Turnipseed and Vandewaa (2012), justified the above relationship
between these two variables accordingly. The dimensions of El; Self-awareness,
Self-management, and empathy have a positive relationship with the OCB of
employees (Korkmaz & Arpaci, 2009).

H3 — There is a relationship between social awareness and OCB.

The literature of this study demonstrated that the empathy (Social Awareness)
dimension has a positive impact on OCB (Gaddis, 2016). The researcher has also
justified this statement by using the results of this study. The result of this study
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will indicate that Self-awareness has a significant and moderate positive
relationship with Organizational Citizenship Behavior.

H4 — There is a relationship between Relationship Management and OCB

According to Saeedi and Khazaee, (2016), there is a significant and moderate
positive relationship between relationship management and organizational
citizenship behavior. Furthermore, Turnipseed and Vandewaa (2012) also found
that there is a significant relationship between OCB and all dimensions of ElI.

2.6 Conceptual Model

Self - awareness

H1
Self - management H2 Organizational
\. Citizenship
. H3 Behavior
Social awareness
H4
Relationship management

Figure 1: Conceptual Model
3. Method

The structured questionnaire contains twenty-six close-ended questions including
five demographic questions. P. M. Podsakoff et al. (1990), Nadiri and Tanova
(2010), Paillé (2013), and Sharma and Jain, (2014) mentioned that these studies
were used to develop the OCB measuring instruments like, data collectio methods,
questions, and analysis methods. EI measuring instrument was developed
following the studies done by Boyatzis and Sala (2000), andSingh (2004).
Furthermore, both instruments are measured by using a “five-point Likert scale”
(1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
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3.1 Population

According to this study, the target population is the total number of staff employees
who work in ABC Branches in the Colombo District. Further, this study’s total
population is 1800 Staff employees Annual report, (2022).

3.2 Sample

In the view of Louangrath and Louanglath(2017), a “Sample” is a representation
of a population and is comprised of important characteristics that are like the
population. According to this study, the targeted population is 1800 Staff
employees, and 320 Staff employees were selected as the sample size for this
research by using the Morgan table. Currently, 45 ABC Bank Branches are
operating in the Colombo District, where the researcher has selected 20 ABC Bank
Branches for this research.

3.3 Sampling Method

These branches were chosen based on the highest staff population. Stratified
sampling method was used to select the 20 ABC Branches, whereas convenience
sampling was used to select the 320 staff employees from the selected ABC
branches.

4. Results

The features of the sample have been explained by using descriptive statistics
(Trochim, 2021). Here, the researcher has used mean, frequency, percentage,
range, standard deviation, and skewness as descriptive statistical methods.

Table 1: Analysis of Gender

Frequency Percent Valid Cumulative
Percent
Percent
Male 127 39.7 39.7 39.7
Female 193 60.3 60.3 100.0
Total 320 100.0 100.0
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4.1 Reliability Analysis

Table 2: Summary of Reliability Analysis

Variable Cronbach’s Alpha Reliability Conclusion
OoCB 0.765 0.765> 0.7 Reliable
Self — Awareness 0.754 0.754 > 0.7 Reliable
Self - 0.755 0.755 > 0.7 Reliable
Management
Social Awareness 0.758 0.758 > 0.7 Reliable
Relationship 0.732 0.732>07|  Reliable
Management

Table 2 - All five variables’ Cronbach’s values were achieved greater than 0.7,
which indicates that all the variables used in this study are more dependable and
have achieved internal consistency. OCB variable is considered the most reliable
variable that has the highest Cronbach’s alpha value (0.765), and Relationship
Management is considered the least reliable variable, with a Cronbach’s value of
0.732.

4.2 Correlation Analysis

Table 3: Summary table for the Correlation between variables

Dependent |Independent  |Spearmon’s |Significance _
) ) ) Conclusion
Variable | Variable Correlation Level

There is a moderate —

Self — awareness | 0.667 0.000 o ] )
positive relationship

oCB .

Self - There is a moderate —

0.647 0.000 - . .
management positive relationship
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i There is a moderate —
Social 0.646 0.000 - e
awareness positive relationship
Relationship There is a moderate —
0.674 0.000 - ] ]
management positive relationship

The strongest relationship between these variables is between relationship
management and OCB, due to the 0.674 Spearmon’s correlation between the two

variables.

4.3 Regression Analysis

Table 4: Summary of Regression Model

Model Ssummary

R Square
R

Adjusted R square

0.747

0.864

0.744

According to Table 4, the R square is 0.747, which is greater than 0.05
(0.747>0.05),therefore, it indicates that the fitness of this model is high. R square
also explained that all four independent variables impact OCB by 74%. Since the
adjusted R square is 0.744, it demonstrates that if we add one more independent
variable to the model, the productive power of the OCB variable will decrease (if
the adjusted R square is less than the R square).

Since the p-value is less than 0.05 (0.000 < 0.05) it indicates thatthe regression
model can statistically predict the Organizational Citizenship Behavior (dependent

variable).
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Model Sum of | df Mean Square F Sig
Squares
1 Regression 1208.242 4 302.060 232.579 .000¢
Residual 409.105 315 1.299
Total 1617.347 319
a. Dependent Variable: OCB
b. Predictors: (Constant), RM, SM, SA, SO
Table 6: Coefficient Table
Standardized
Unstandardized 95% Confidence
Model Coefficients B Beta Significance Interval for B
Coefficients
Lower Upper
bound bound
(Constant) 2.183 0.001 0.956 3.409
SA 0.300 0.253 0.000 0.171 0.430
1 SM 0.225 0.188 0.001 0.092 0.357
SO 0.203 0.174 0.002 0.073 0.334
RM 0.381 0.317 0.000 0.243 0.518

Dependent Variable: OCB

Based on the regression model findings, the multiple regression model for this
studycan be developed as follows.

V=0Q0+ Q1X1+ Q2X2+ Q3 X3 .

¥Y=2 183+ 0 300(SA) + 0. 225(SM) +~ 0. 203 (50) + 0. 381 (RM)
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4.4 Hypothesis Testing

Table 7: Summary of Hypothesis Testing

Hypothesis Significance Accept/Reject

H1 — There is a relationship between
Self-awarenessand Organizational 0.000 < 0.05 Accept
Citizenship Behavior

H2 — There is a relationship between Self-

management and Organizational

0.001 <0.05 Accept
Citizenship Behavior
H3 - There is a relationship between
Social Awareness and Organizational 0.002 < 0.05 Accept
Citizenship Behavior
H4 - There is a relationship between
Relationship Management and 0.000 < 0.05 Accept

Organizational Citizenship Behavior

H1 — There is a relationship between Self-awareness and OCB.

According to Table 7, the relationship between Self-awareness, and
Organizational Citizenship Behavior (OCB) has a significant value that is less than
0.05 (P = 0.000). According to the significance value, the null hypothesis should
be rejected (HO1), and the alternative hypothesis (H1) should be accepted. The beta
coefficient of Self—awareness is 0.253, which indicates that there is a 25.3% impact
of Self—awareness on Organizational Citizenship Behavior (Table 16). Therefore,
when the Self-awareness is increased by 1%, the employees’ Organizational
Citizenship Behavior will increase by 25.3% accordingly.

H2 — There is a relationship between Self — Management and OCB

According to Table 7, the relationship between Self-management and
Organizational Citizenship Behavior (OCB) has a significant value that is less than
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0.05 (P = 0.001). According to the significance value, the null hypothesis should
be rejected (H02), and the alternative hypothesis (H2) should be accepted. The beta
coefficient of Self-management is 0.188, which demonstrates that there is an
18.8% impact of Self-management on Organizational Citizenship Behavior.
Therefore, when the Self-management is increased by 1%, the employees’
Organizational Citizenship Behavior will increase by 18.8%.

H3 — There is a relationship between Social Awareness and OCB.

According to Table 7, the relationship between Social Awareness and
Organizational Citizenship Behavior (OCB) has a significant value that is less than
0.05 (P = 0.002). According to the significance value, the null hypothesis should
be rejected (HO03), and the alternative hypothesis (H3) should be accepted. The beta
coefficient of social awareness is 0.174, which demonstrates that there is a 17.4%
impact of Social Awareness on Organizational Citizenship Behavior. Therefore,
when Social Awareness is increased by 1%, the employees’ Organizational
Citizenship Behavior will increase by 17.4%.

H4 — There is a relationship between Relationship Management and OCB

According to Table 7, the relationship between Relationship Management and
Organizational Citizenship Behavior (OCB) has a significant value that is less than
0.05 (P = 0.000). According to the significance value, the null hypothesis should
be rejected (HO04), and the alternative hypothesis (H4) should be accepted. The beta
coefficient of Relationship Management is 0.317, which demonstrates that there is
a 31.7% impact of Relationship Management on Organizational Citizenship
Behavior. Therefore, when Relationship Management is increased by 1%, the
employees” OCB will increase by 31.7%.

5. Discussion

The researcher’s main purpose of this study is to evaluate the dimensions of
Emotional Intelligence in increasing staff employees’ Organizational Citizenship
Behavior in ABC Bank branches in the Colombo District. Mainly, Emotional
Intelligence was measured by four dimensions namely, Self-awareness, Self—
management, Social Awareness, and Relationship Management, which are
identified as independent variables of this study.
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Considering the findings of previous studies, Rezghi Shirsavar and Souri (2015)
mentioned that there is a positive relationship between Emotional Intelligence and
Organizational Citizenship Behavior with a Pearson correlation of 0.770 and a
significant value of 0.000 which is less than 0.05, indicating that this relationship
is significant. There is a significant and positive relationship between Emotional
Intelligence and OCB with a Pearson correlation of 0.687 and a significant value
of 0.001 (Abdi, 2014).

According to, Balouch and Fathollahzadeh (2015), there is a positive Pearson
correlation (0.483) between El and OCB of staff employees at Islamic Azad
University and, there is a significant relationship between El and OCB since the
significant value is 0.007, which is less than 0.05. In reviewing the results of the
impact of the dimensions of Emotional Intelligence on Organizational Citizenship
Behavior, Abdi (2014) mentioned that Self-awareness, and Organizational
Citizenship Behavior have a positive relationship with a Pearson correlation value
of 0.7 with a significant value of 0.001 which is less than 0.05, which indicates that
the relationship between these two variables is significant.

According to this study, the Self—awareness, and Organizational Citizenship
Behavior have a positive and moderate relationship, with a Spearman correlation
of 0.667 and the significant value of this relationship is 0.000, which is less than
0.05 (0.000 < 0.05).

Therefore, Self-awareness and OCB variables are positively and significantly
correlated. According to Jamshidi Avanaki and Khazaei (2014) Organizational
Citizenship Behavior and Self-management have a positive correlation (0.433),
with a significant value of 0.000, which indicates that the Organizational
Citizenship Behavior and Self-management relationship is positively and
significantly correlated. In this study, there is a positive and moderate relationship
with the Self-management and Organizational Citizenship Behavior with a
Spearman correlation of 0.647, with a significance value of 0.000.

Hence, Self-management and OCB variables are positively and significantly
correlated. The Pearson correlation of Social Awareness and Organizational
Citizenship Behavior is 0.58, which has a significant value of 0.000 which is less
than 0.05. These results indicate that there is a positively and significantly
correlated relationship between social awareness and OCB (Rezaei et al., 2014).
According to this study, there is a positive and moderate relationship between
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social awareness and Organizational Citizenship Behavior, with a Spearman
correlation of 0.646, and a significance value of 0.000.

Therefore, there is a positive and significant correlation between social awareness
and OCB. According to Abdi (2014), Relationship Management and
Organizational Citizenship Behavior have a positive relationship, with a Pearson
correlation of 0.686, which has a significant value of 0.001 which is less than 0.05.
So, there is a positive and significant correlation between the two variables. In this
study, the Spearman correlation between Relationship Management and OCB is
0.674, which has a positive and moderate relationship. The significant value is
0.000, which is less than 0.05.

Therefore, there is a positive and significant correlation between relationship
management and OCB. Considering the results of the multiple regression analysis,
the R squared is 0.747, which is greater than 0.5 (0.747 > 0.5), which explained
that there is 74.7% of the variation in Organizational Citizenship Behavior can
increase due to four independent variables.

According to the R squared value, the model established under the conceptual
framework can be identified as a fitted model. The adjusted R square of this study
is 0.744. Further, the model significance (p-value) is 0.000, which is less than 0.05
(0.000 < 0.05) indicating that the regression model can statistically predict the
dependent variable (OCB). Thus, all four independent variables have demonstrated
a positive and significant linear relationship with OCB. According to this study,
the beta coefficient of Self—awareness is 0.253, which means the impact of Self—
awareness on OCB is 25.3%, with a significant value of 0.000, which is less than
0.05 (0.000 < 0.05). Therefore, it can be concluded that Self—awareness has a
positive and significant impact on Organizational Citizenship Behavior.

According to this study, the beta coefficient of Self—awareness is 0.253, which
means the impact of Self-awareness on OCB is 25.3%, with a significant value of
0.000, which is less than 0.05 (0.000 < 0.05). Therefore, it can be concluded that
Self—awareness has a positive and significant impact on Organizational Citizenship
Behavior. In a review of this study, the beta coefficient of Relationship
Management is 0.317, which means there is a 31.7% Relationship Management
impact on Organizational Citizenship Behavior. Further, the significance value is
0.000, which is less than 0.05 (0.000 < 0.05) indicating that Relationship
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Management has a positive and significant impact on Organizational Citizenship
Behavior.

The researcher used Cronbach’s Alpha to assess the reliability of the questionnaire,
and each variable had more than 0.7 Cronbach’s Alpha indicating that the data set
is highly dependable. Further, in the hypothesis testing, all the developed
hypotheses were evaluated according to the significant values in the coefficient
table, where all the alternative hypotheses were accepted by eliminating the null
hypothesis accordingly.

6. Recommendations

a) Enhancing employees’ Self-awareness

For instance, they can conduct self-motivation training programs within the
department to increase the staff employees’ awareness of identifying their own
emotions, as well as their strengths and weaknesses (Indeed, 2022). Employees
should always be curious about their surroundings, absorb the knowledge of others,
while identifying that self-questioning is particularly important to become a more
self—aware person (Wilhelm, 2021).

Journaling is a suitable method to improve self-awareness (Indeed, 2022). This
gives the freedom for employees to write their emotions and thoughts, which is an
excellent method for identifying and expressing their emotions, feelings, and
frustrations productively (Wilhelm, 2021).

b) Improving Self-management skills

Since the banking industry is highly stressful, this method would help employees
to have stress—free existence at work and home. In addition, employees can
conduct a self-evaluation on themselves by rating their achievements, strengths,
weaknesses, and mistakes Munro, (2021) & Zhang, (2020). Employees can
enhance their self-management skills by giving respect to every person which also
improves their courtesy behavior (Zhang, 2020). Meditation programs can help
employees to be calmer, and more patient and increase their energy, this would
also help to control their emotions successfully (Munro, (2021).
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c) Developing Social Awareness abilities

Communication is a major attribute of improving social awareness, therefore, the
researcher has suggested for employees on conducting self—study tests in effective
communication to enhance their listening skills Connelly, (2020) & Watkins,
(2022). Another suggestion for improving social awareness is to maintain closer
interactions with other employees, paying attention to them and understanding
their emotions and feelings (Watkins, 2022).

d) Managing effective relationships

According to the current study’s findings, there is a positive relationship (0.674)
correlation between Relationship Management and employees’ Organizational
Citizenship Behaviors. In addition, the researcher has suggested that by conducting
conflict management programs, organizations can avoid unnecessary conflict
among other employees (Connelly, Relationship Management, 2020). Further, the
researcher suggested that by identifying employees who are performing beyond
the organizational expectations the organizations can provide them with the
necessary intrinsic motivation and feedback to retain them within the organization
for a longer period. Therefore, those are the recommendations that the researcher
has recommended for staff employees to increase their emotional intelligence
dimensions which would directly affect on increasing their organizational
citizenship behaviors accordingly.

7. Limitations

e This research was conducted in the banking industry, where most banks are
highly confidential about the information that they are providing to third
parties. Therefore, the researcher faced some difficulties when collecting
responses from the participants, as most of them were not interested in
mentioning their branch name in the questionnaire.

e The researcher distributed printed questionnaires to several bank branches,
which was determined to be a time-consuming approach when it comes to data
collection.

e This study was conducted in ABC Bank branches in the Colombo district;
therefore, the results of this study cannot be generalized because the researcher
has only focused on one Bank in one district.
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e Further, the researcher has selected only 20 ABC branches in the Colombo
District, based on the highest staff population. Therefore, the results that were
gathered do not support this study at a maximum level.

e In addition, the researcher has limited the sample size to 320 employees from
the selected ABC Branches (According to the Morgan table) which can also be
identified as a limitation of this study.

e According to Kwak and Park (2019), the multiple regression analysis can be
conducted on the assumption that the normality is fulfilled when the sample
size is greater than 30.

8. Conclusion

According to the results, the researcher has identified that all four dimensions of
Emotional Intelligence have a positive and significant relationship with the
organizational citizenship behavior of staff employees. Further, the researcher has
established four research objectives by conducting a proper literature review to
evaluate the impact of Emotional Intelligence on Organizational Citizenship
Behavior. Additionally, based on the results of the multiple regression analysis, the
coefficient of determination (R-squared) value is 0.747, which indicates that all
four independent variables; Self-awareness, Self-management, Social Awareness,
and Relationship Management have a 74.7% of overall variations in Organizational
Citizenship Behavior. According to the R—squared value of this model it is revealed
that the conceptual model of this study is fitted. Since the significance values of all
the independent variables were less than 0.05, all the alternative hypotheses were
accepted by rejecting all null hypotheses.

Finally, based on the findings of this study, those staff employees who are currently
working in ABC Bank branches should significantly enhance their Self—awareness,
Self-management, Social Awareness, and Relationship Management to boost their
organizational citizenship behaviors successfully.

9. Suggestions for Future Research

As suggestions for future research, researchers can consider conducting their future
research on evaluating how emotional intelligence impacts employees’ work-life
balance, thus, another future research can focus on evaluating the factors affecting
the effectiveness of Emotional Intelligence training programs. Also, as there are so
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many quantitative studies that have examined this topic, the researcher suggests
future researchers to conduct more qualitative studies on this topic. In addition,
future researchers can conduct their studies by analyzing the impact of employee
engagement on employees’ performance. Further, future researchers could conduct
their studies on how leaders’ emotional intelligence impacts the citizenship
behaviors of their subordinates, by considering organizational climate as the
moderating variable (Overstreet & Overstreet,2017).

80



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

References

Abdi, K. (2014, December). Relationship between Emotional Intelligence and
Organizational Citizenship Behavior among Sport and Youth Head Offices
of. Researchgate, 6(3).

Abdullah, N. A. (2010). Emotional Intelligence and Organizational Citizenship
Behavior as predictors of Task performance with Organizational
commitment as a moderator

Afribary. (2020, December 2). Theoretical Framework vs Conceptual Framework
(Differences and Similarities). Retrieved from Afribary:
https://afribary.com/knowledge/theoretical-framework-vs-conceptual-

framework/
Alchemer. (2018, March 1). How Cross Tabulation Makes Your Data More
Actionable. Retrieved from Alchemer:

https://www.alchemer.com/resources/blog/crosstabulation/

Alfonso, F. Z. (2016). Understanding the TheMediating Role of Quality of Work
Life on the Relationship between Emotional Intelligence and Organizational
Citizenship Behaviors. Psychological Reports, 118(1), 107 - 127.

Alfonso, L. Z. (2016). Understanding the mediating role of quality of work life on
the relationship between emotional intelligence and organizational
citizenship behavior understanding the mediating role of quality of work life
on the relationship between emotional intelligence. Psychological Reports,
118(1), 107 - 127.

Algina. (2021). Correlation (Pearson, Kendall, Spearman). Retrieved from
Complete dissertation by statistics solutions:
https://www.statisticssolutions.com/freeresources/directory-of-statistical-
analyses/correlation-pearson-kendall-spearman/.

Amrhein, V. T. (2019). Inferential Statistics as Descriptive Statistics: There Is No
Replication Crisis if We Don’t Expect Replication. American Statistician,
73(1), 262 - 270.

Ang Chooi Hwa, M. A. (2016). Why emotions at work matters: Examining the
influence of emotional labor and emotional intelligence on workplace
behaviors among service workers in East Malaysia. 79 - 105.

81



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Ariani, D. W. (2012). Leader-Member Exchanges as a Mediator of the Effect of
Job Satisfaction on Affective Organizational Commitment: An Empirical
Test. ResearchGate, 29(1)

Avidnote, T. (n.d.). What is a unit of analysis? Retrieved from AVIDNOTE:
https://avidnote.com/unitofanalysis/#:.~:text=A%20unit%200f%20analysis
%20i5%20the%20main%20subject,what%E2%80%99%20that%20the%20
researcher%?20is%20interested%20in%?20analyzi ng.

Balouch, S. F. (2015). Emotional Intelligence and Organizational Citizenship
Behaviors. International Journal of Advanced Research, 3(4), 905 - 910.

Bandura, A. (1991). Social cognitive theory of moral thought and action.
Handbook of moral behavior and development, 1, 45 - 103.

Birhanie, E. A. (2016). Research Design. Research in Social Science:
Interdisciplinary perspectives.

Bloomenthal, A. (2021, October 10). Coefficient of Determination. Retrieved from
Investopedia: https://www.investopedia.com/terms/c/coefficient-of-
determination.asp

Boyatzis, R. E. (2000, January 20). Clustering competence in emotional
intelligence: Insights from the Emotional Competence Inventory (ECI).
Assessing Emotional Intelligence Competencies, 343-362.

Brightman, B. K. (1999). Building organizational citizenship. 678 - 685. Bukki, A.
0. (2014, Septembe). Influence of Emotional Intelligence and Work-Family
Conflict on Organizational Citizenship Behaviour of Secondary School

Business Subjects’ Teachers in Ogun State. Journal of Education and Human
Development, 3(3), 301-308.

Carmeli, A. (2003). The relationship between emotional intelligence and work
attitudes, behavior and outcomes: An examination among senior managers.
Journal of Managerial Psychology, 18(7-8), 788 - 813. CFIl. (2022,
November 3). Coefficient of Determination. Retrieved from CFI:
https://corporatefinanceinstitute.com/resources/data-science/coefficient-
ofdetermination/.

Cherniss, C. G. (1998). Bringing emotional intelligence to the workplace is a
technical report issued by the consortium for research on Emotional

82


https://www.investopedia.com/terms/c/coefficient-of-determination.asp
https://www.investopedia.com/terms/c/coefficient-of-determination.asp

International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Intelligence in organizations. The Consortium for Research on Emotional
Intelligence in Organizations.

Cohen, A. A. (2015). The mediating role of burnout on the relationship of
emotional intelligence and self-efficacy with OCB and performance.
Management Research Review, 38(1), 2 - 28.

Doshmanziari, E. D. (2016). THE RELATIONSHIP BETWEEN EMOTIONAL
AND ORGANIZATIONAL CITIZENSHIP BEHAVIOR OF STAFF
VOCATIONAL TRAINING. 113 - 120.

Dr. Vivek Sharma, D. S. (2014). A Scale for Measuring Organizational Citizenship
Behavior in Manufacturing Sector. Pacific Business Review Internationa,
6(8). Flowerdew, R. M. (2005). METHODS IN HUMAN GEOGRAPHY A
guide for students doing a research project SECOND EDITION. Pearson.

Forbes, J. T. (2015). Descriptive and Inferential Statistics. International Journal of
Research & Methodology in Social Science, 1(1), 22.

Frost, J. (2018). Statistics By Jim. Retrieved from statisticsbyjim.com:
https://statisticsbyjim.com/basics/descriptive-inferential-statistics/

Gaddis, A. K. (2016). TEACHER ORGANIZATIONAL CITIZENSHIP
BEHAVIOR AND PRINCIPAL EMOTIONAL INTELLIGENCE: HOW
THEY RELATE AND INTERACT.

Goleman, D. B. (2002). The emotional reality of teams. Journal of Organizational
Excellence, 21(2), 55 - 65.

Gupta, G. (2021, January 22). When an employee leaves. Retrieved from
https://www.gautamg.com/blog/2021/1/22/when-an-employee-leaves-your-
company.

Habibollah Salarzehi, *., Yaghoubi, N. M., Naroei, M., & Sin, L. G. (2011). A
Survey of Relationship Between Emotional Intelligence and Organizational
Citizenship Behavior in Iran. International Business and Management, 3(1),
130-135.

Haider, A. N. (2015). THE RELATIONSHIP BETWEEN EMOTIONAL
INTELLIGENCE (EI) AND ORGANIZATIONAL CITIZENSHIP
BEHAVIOUR (OCB): THE MODERATING ROLE OF ISLAMIC WORK
ETHICS(IWE). ASEAN Journal of Psychiatry, 16(1).

83



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Hakim, A. I. (2013). Emotional Intelligence and Organizational Commitment as
Predictor Variables Organizational Citizenship Behavior (Study on
Employee of Community Health Centers in the City of Kendari).
International Journal of Science and Research, 4(6).

Harrison, R. L. (2011). Mixed methods design in marketing research. Qualitative
Market Research: An International Journal, 14(1), 7 - 26.

Helmy, I. (2016). THE INFLUENCE OF SPIRITUAL LEADERSHIP AND
EMOTIONAL INTELLIGENCE TO ORGANIZATIONAL CITIZENSHIP
BEHAVIOR: MEDIATION EFFECT OF WORKPLACE SPIRITUALITY.
Proceedingsinternational Conference of banking, Accounting, Management,
and Economics &Call for Papers.

Hemmati, A. R. (2013). An investigation of the relationship between
organizational citizenship behavior and emotional intelligence in employees
at Payam Noor University. Pelagia Research Library, 334 - 341.

Hevo. (2022). HEVO. Retrieved from Quantitative Data Analysis: Methods &
Techniques Simplified 101: https://hevodata.com/learn/quantitative-data-
analysis/

Hosseini, E. S. (2016). The relationship between emotional intelligence and
organizational citizenship behavior and organizational commitment in city
secondary school teachers Torbat-h. International Research Journal of
Applied and Basic Sciences, 10(7), 962- 971. Indeed. (2022, May 06).

How to Improve Self-Awareness (With Steps and Tips). Retrieved from Indeed:
https://ca.indeed.com/career-advice/career-development/how-toimprove-
self-awareness.

Jafari, S. S. (2018). The Relationship Between Emotional Intelligence of
Librarians and Satisfaction of Library Users in the Libraries of the University
of Guilan, Iran. Caspian Journal of Health Research, 3(2), 64 -68

Jain, A. K. (2012). Moderating Effect of Impression Management on the
Relationship of Emotional Intelligence and Organizational Citizenship
Behavior. Institute of Behavioral and Applied Management.

Jambheshwar, G. (2014). Predictive Estimates of Employees' Intelligence at
Workplace with Special Reference to Emotional and Spiritual Intelligence.

84



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

James, J. S. (2010). Organizational Citizenship Behaviour Emotional Intelligence
of Corporate Executives. Journal of the Indian Academy of Applied
Psychology, 36(2), 262-267.

Jamshidi Avanaki, M. K. (2014). Studying the Relationship between Emotional
Intelligence and Organizational Citizenship Behavior of Financial Staff of
Dana Insurance Company. International Journal of Basic Sciences &
Applied Research, 3, 130 - 136.

Kasim, H. A. (2015). Qualitative and Quantitative Research Paradigms in Business
Research: A Philosophical Reflection. European Journal of Business and
Management, 7(3).

Khalili, A. (2017). Transformational leadership and organizational citizenship
behavior: The moderating role of emotional intelligence. Leadership and
Organization Development Journal, 38(7), 1004 - 1015.

Korkmaz, T. A. (2009). Relationship of organizational citizenship behavior with
emotional intelligence. Procedia - Social and Behavioral Sciences, 2432 -
2435,

Kothari, C. R. (2004). Research methodology: methods & techniques. New AGE
INTERNATIONAL PUBLISHERS

KOYS, D. J. (2001). The effects of employee satisfaction, organizational
citizenship behavior, and turnover on organizational effectiveness: A UNIT-
LEVEL, LONGITUDINAL STUDY. PERSONNEL PSYCHOLOG.

Levin, K. A. (2006). Study design IlI: Cross-sectional studies. Evidence-Based
Dentistry, 7(1), 24 - 25.

Lo, M. C. (2009). The dimensionality of Organizational Citizenship Behavior
(OCB) in a Multicultural Society: The Case of Malaysia. International
Business Research, 2(1)

Louangrath, P. L. (2017). Minimum Sample Size Method Based on Survey Scales.
International Journal of Research & Methodology in Social Science, 3(3),
45,

Markakis, G. K.-E. (2021). Knowledge, attitude and behavior of university
students regarding salt and iodine: a multicentre cross-sectional study in six
countries in Europe and Asia. Archives of Public Health, 79(1).

85



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Mayer, J. D. (1993). The Intelligence of Emotional Intelligence. EDITORIAL, 433
- 442.

Mayer, J. D. (2008). Human abilities: Emotional intelligence. Annual Review of
Psychology, 59, 507 - 536. Munro, . (2021, February 15). Why self-
management is key to success and how to improve yours. Retrieved from
BetterUp:  https://www.betterup.com/blog/what-is-selfmanagement-and-
how-can-you-improve-it

N J, N. N. (2019). Antecedents of organizational citizenship behavior in two
selected semi - government service organizations in Sri Lanka. International
Research Conference on Management & Finance.

Nadiri, H. T. (2010). An investigation of the role of justice in turnover intentions,
job satisfaction, and organizational citizenship behavior in the hospitality
industry. International Journal of Hospitality Management, 29(1), 33 - 41.

Naghdi, M. S. (2013). EMOTIONAL INTELLIGENCE AND THE
ORGANIZATIONAL  CITIZENSHIP BEHAVIOUR IN THE
EMPLOYEES OF ESFAHAN MUNICIPALITY. International Journal of
Marketing and Technology, 3(2).

Narayanan, K. (2016). The effect of emotional intelligence on organizational
citizenship Behavior. ASIAN JOURNAL OF MANAGEMENT
RESEARCH, 7(2).

Neubauer, A. C. (2005). Models of Emotional Intelligence. Oculometric
investigation of internally directed cognition View project Student selection
in teacher education View project.

Olger, F. F. (2014, October). Comparative Management the Effects of
Transformational Leadership and Emotional Intelligence of Managers on
Organizational Citizenship Behaviors of Employees. Review of International
Comparative Management, 15(4), 385

Overstreet, R. O. (2017). The Relationship Between Leaders' Emotional
Intelligence and Employees'Organizational Citizenship Behavior and Job-
Related Affective WellBeing at Andrews University. Graduate Research,
184.

86



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Paillé, P. (2013). Organizational citizenship behavior and employee retention:
How important are turnover cognitions? International Journal of Human
Resource Management, 24(4), 768 - 790.

PAT Research. (2021). Retrieved from PAT RESEARCH:
https://www.predictiveanalyticstoday.com/data-analysis/

Petrides, K. V. (2007). The location of trait emotional intelligence in personality
factor space. British Journal of Psychology, 98(2), 273 - 289.

Petrides, K. V. (2011). Trait emotional intelligence and the dark triad traits of
personality. Twin Research and Human Genetics, 14(1), 35 - 41.

Philip M. Podsakoff, S. B. (1990). Transformational leader behaviors and their
effects on followers' trust in leader, satisfaction, and organizational
citizenship behaviors. ResearchGate, 1(2), 107 - 142.

Podsakoff, N. P. (2009). Individual- and Organizational-Level Consequences of
Organizational Citizenship Behaviors: A Meta-Analysis. Journal of Applied
Psychology, 94(1), 122 - 141.

Podsakoff, P. M. (2000). Organizational Citizenship Behaviors: A Critical Review
of Theoretical and Empirical Literature and Suggestions for Future Research.
Journal of Managemen, 26(3), 513 - 563.

Polat, S. (2009). Organizational citizenship behavior (OCB) displays levels of the
teachers at secondary schools according to the perceptions of the school
administrators. Procedia - Social and Behavioral Sciences, 1(1), 1591 - 1596.

Popp, V. (2005). The Science of Emotional Intelligence Related papers. Current
Directions in Psychological Science, 14(6), 281 -285.

Rezaei, N. L. (2014). The Relationship between Emotional Intelligence with
Organizational Citizenship Behavior (Case study: The Employees of Sepah
Bank Branches of Kermanshah). J. Appl. Environ. Biol. Sci, 4(11), 107 -
111.

Rezghi Shirsavar, H. S. (2015). Studying Relationship of Emotional Intelligence
and Organizational Citizenship Behavior of Boys' Secondary School
Teachers of District.5 of Tehran. 1(4), 110 - 116.

87



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Riya Ehtiyar, V. A. (2010). THE ROLE OF ORGANIZATIONAL CITIZENSHIP
BEHAVIOR ON UNIVERSITY STUDENT’S ACADEMIC SUCCESS.
Tourism and Hospitality Management, 16(1), 47-61. S, 1. (2014).

Saeedi, R. K. (2016). Study the effects of Emotional intelligence components on
organization citizenship behavior in health insurance organizations of Sistan
and Baluchestan Province. INTERNATIONAL JOURNAL OF
HUMANITIES ANDCULTURAL STUDIES (1), 700 - 713.

Sahafi, E. E. (2011). The Impact of Emotional Intelligence on the Citizenship
Behavior of Physicians (With Emphasis on Infertility Specialists). Journal of
Family and Reproductive Health, 5(4). Science, S. (n.d.).

Sharma, D. S. (2014). A Scale for Measuring Organizational Citizenship Behavior
in Manufacturing Sector. Pacific Business Review International, 6(8).

Singh, A. M. (2008). Relationship of Emotional Intelligence with
Transformational Leadership and Organizational Citizenship Behavior.
International Journal of Leadership Studies, 4(1), 3 - 21. 82

Singh, A. P. (2017). Trait emotional intelligence, work-family culture and
organizational citizenship behavior among Indian managers. Journal of the
Indian Academy of Applied Psychology, 43(1).

Singh, S. (2004). Development of a Measure of Emotional Intelligence.
ResearchGate, 49(2- 3), 136 - 141.

Sinha, M. (2020, September 17). "Human Capital is the Heart of the Organization™.
Retrieved  from  https://www.linkedin.com/pulse/human-capital-heart-
organization

Soltani, M. R.-A. (2015). Investigating the Emotional Intelligence and Citizenship
Behaviour on Productivity with Emphasis on Spiritual Intelligence (Iranian
Oil Pipeline and Telecommunication Company). Journal of Agricultural
Science and Engineering, 1(2), 64 - 69.

Speak, A. E. (2018). Comparing convenience and probability sampling for urban
ecology applications. Journal of Applied Ecology, 55(5), 2332 - 2342.

Tofighi, M. T. (2015). Relationship between emotional intelligence and
organizational citizenship behavior in critical and emergency nurses in
southeast east of Iran. Ethiopian journal of health sciences, 25(1), 79 -8.

88



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Toke, N. (2021, November). What Is Organizational Citizenship Behavior and
Why Does It Matter? Retrieved from https://diversity.social/organizational-
citizenshipbehavior/#7-pros-of-organizational-citizenship-behavior.

Trochim, P. W. (2021). Research Methods Knowledge Base. Retrieved from
Conjointly: https://conjointly.com/kb/research-data-analysis/

Turnipseed, D. L. (2012). Relationship between emotional intelligence and
organizational citizenship behavior. Psychological Reports, 110(3), 899 -
914.

Van Kleef, G. A. (2011). Emotion is for influence. European Review of Social
Psychology, 22(1), 114 - 163.

Vashisht, A. (2017). Impact of Emotional Intelligence on Organization Citizenship
Behaviour: A Study among Nurses of Government and Private Hospitals in
and around Chandigarh. 2(1), 1- 18. 83

Vashisht, L. a. (2017). Impact of Emotional Intelligence on Organization
Citizenship behavior: A Study among Nurses of Government and Private
Hospitals in and around Chandigarh. Hospitals in and around Chandigarh,
2(1),1-18.

Walter, F. C. (2011). | C L E S Emotional Intelligence: Sine Qua Non of
Leadership or Folderol? Executive Overview. Academy of management
perspectives. Watkins, N. (2022, August 15). How To Improve Your Social
Awareness (With Examples).

Retrieved from SocialSelf: https://socialself.com/blog/social-
awareness/#thowimprove WHAT IS DATA ANALYSIS? (2021). Retrieved
from PAT RESEARCH: https://www.predictiveanalyticstoday.com/data-
analysis/

Wilhelm, S. (2021, September 16). Self-Awareness in the Workplace: What it is
and How to Develop it. Retrieved from TALOGY:
https://calipercorp.com/blog/self-awareness-inthe-workplace/

Williams, C. (2007, March). Research Methods. Journal of Business & Economic
Research, 5(3), 65.

89



International Journal of Contemporary Business Research
Volume 2, Issue 1 2023

Woiceshyn, J. D. (2018). Evaluating inductive vs deductive research in

Yeh

management studies. Qualitative Research in Organizations and
Management: An International Journal, 13(2), 183 - 195.

Ying, C. K. (2013). The Effects of Emotional Intelligence on
Counterproductive Work Behaviors and Organizational Citizenship
Behaviors. International Journal of Accounting and Business Management
(JABM), 1(2).

Zeithaml, V. A. (2020). A Theories-in-Use Approach to Building Marketing

Theory. Journal of Marketing, 84(1), 32 - 52.

Zhang, J. (2020, May 30). 10 Ways to Improve Your Self-Management Skills to

Make You Succeed in Life. Retrieved from GROWTH:
https://femoovio.com/self-management.

90



