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The rules of work are changing increasingly. The increasing complexities both in business as well as in hu-
man behavior have created the need for not only people with high Intelligent Quotient (IQ) but people

with high Emotional Quotient (EQ) also. In the present era where the slogan “Customer is the King” prevails in every

organization the emotionally imbalanced employees may find it hard to achieve their targets or deliver their reports on

time. The way a person feels affects the way he behaves and the way he behaves will not only have the relationship

with his achievements, but also affects the performance of those around him. Keeping this in view, the present paper

is an attempt to unveil the perception of bank employees towards emotional quotient, factors affecting their emotional

intelligence and its effect on their performance.

1. INTRODUCTION

The rules for work are changing. People are being judged
by not just how smart they are but also by how well they
handle each other and themselves. The essential premise
of EQ is that our each and every action is systematically
controlled by emotions. In order to be successful, requires
effective awareness, control and management of one’s own
emotions and those of other people. If IQ starts from head
EQ starts from heart. Since the publication of the best sell-
ing book Emotional Intelligence by Daniel Goleman (1995),
the topic of emotional intelligence has witnessed unparal-
leled interest. Elementary schools, universities have im-
plemented courses on developing one'’s emotional intelli-
gence in numerous settings.

MEANING
We all have different personalities, different wants and
needs, and different ways of showing our emotions. Navi-
gating through this all takes tact and cleverness — especial-
ly if we hope to succeed in life. This is where El becomes
important.

El is the ability to recognize your emotions, understand
what they're telling you, and realize how your emotions af-
fect people around you. It also involves your perception of
others: when you understand how they feel, this allows you
to manage relationships more effectively.

Five elements that define emotional intelligence:
Self-Awareness — People with high El are usually very self-
aware. They understand their emotions, and because of
this, they don't let their feelings rule them. They're confi-
dent — because they trust their intuition and don't let their
emotions get out of control.

They're also willing to take an honest look at themselves.
They know their strengths and weaknesses, and they work
on these areas so they can perform better. Many people
believe that this self-awareness is the most important part
of El.

Self-Regulation - This is the ability to control emo-
tions and impulses. People who self-regulate typically
domt allow themselves to become too angry or jealous,
and they domt make impulsive, careless decisions. They
think before they act. Characteristics of self-regulation are

thoughtfulness, comfort with change, integrity , and the
ability to say no.

Motivation - People with a high degree of El are
usually motivated . They're willing to defer immediate re-
sults for long-term success. They're highly productive, love
a challenge, and are very effective in whatever they do.

Empathy - This is perhaps the second-most important
element of El. It is the ability to identify with and
understand the wants, needs, and viewpoints of those
around you. People with empathy are good at recognizing
the feelings of others, even when those feelings may not
be obvious. As a result, empathetic people are usually
excellent at managing relationships , listening , and relat-
ing to others. They avoid stereotyping and judging too
quickly, and they live their lives in a very open, honest way.

Social Skills — It»s usually easy to talk to and like people
with good social skills, another sign of high El. Those
with strong social skills are typically team players. Rather
than focus on their own success first, they help others
develop and shine. They can manage disputes, are
excellent communicators, and are masters at building and
maintaining relationships.

BANKING SECTOR

Among Asian countries, Indian economy occupies an ex-
tremely important position as a mixed economy having
share in varied sectors like textile’s sector, the sports goods
industry, the agriculture sector, the services sector and oth-
er industries. In service sector, Indian banking sector keeps
the largest share and growing very fast. After the Liberali-
zation Privatization Globalization (LPG) policy of 1991, the
banking sector of India has been transformed from an in-
dolent and slow moving sector to an active, competitive
and productive industry. Although the banking sector is on
the growth trajectory and providing vast opportunities of
employment, however, emotional intelligence of employ-
ees and the psychological problems i.e. stress, strain, anxi-
ety, have not been looked upon. The empirical observa-
tion reveals that overloading and extreme burden of work,
strictly time pressure of completion of tasks, more than 12
hours of work duration, long travel, fear of termination of
job contract etc. are very common problems among bank-
ing sector. As a result, the bank employees suffer from ex-
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tremely high level of stress. Despite the researchers have
produced many programs for prevention of stress and
improving emotional balance among employees in devel-
oped countries, they are far lacking in developing country
like India. In India, the numerous reforms’ programs are
just limited to improve the financial performance, innova-
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tion of new products, improve the building infrastructure,
promotion of modern practices etc., but they are yet to
start any reform program, which is relevant to employees’
psychological problems. Banking sector is backbone of any
economy, so this study focused on the new yet equally im-
portant concept of emotional intelligence among bank em-
ployees.

Transfer and Evaluation
Maintenance Phase
Phase
\
\
\ I'III Encourage Use
\ of Skills on the
v i \
'
Frovide an
Organizational
Catis that | Evaluate
it Improved
E asiiiii Performance
Femove /'

Situational
Constraints

Developing Emotional Intelligence in Organisation: An Optimal Process
Source: Cary Cherniss, Daniel Goleman, Robert Emmerling, Kim Cowan, & Michel

(http://www.eiconsortium.org/reports/technical_report.html)

REVIEW OF LITERATURE

Dawda and Hart (2000) examined reliability and validity
of a new measure of emotional intelligence, the Bar-On
Emotional Quotient Inventory. Results indicated that the
EQ-i domain and component scales had good item ho-
mogeneity and internal consistency as the scores were not
unduly affected by response styles or biases. The reliability
and validity results for men and women were very similar.
Overall, the results suggested that the EQ-i is a promising
measure of emotional intelligence.

Rahim (2002) investigated the relationships of the five di-
mensions of emotional intelligence and suggested that
self-awareness is positively associated with self-regulation,
empathy, and social skills; self regulation is positively as-
sociated with empathy and social skills; empathy and so-
cial skills are positively associated with motivation; which in
turn, is positively associated with problem solving strategy
and negatively associated with bargaining strategy.

Paul (2004) described emotional intelligence and its im-
portance to the law school curriculum. The goals and pre-
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conceptions of the author in offer the class; and the or-
ganization, methodology and materials used in teaching
the class. Further, it discussed the students’ reaction to the
class and how the students scored on an emotional intel-
ligence instrument. Finally, the article discusses what modi-
fications the author would make to the course.

Serge (2004) argued that recent research in Australia
demonstrates that emotional Intelligence is not simply an
ingrained trait but can be taught. The continued fascina-
tion with emotional Intelligence (El) goes beyond the fact
that if we have only an average IQ we can at least claim
that our El is high. Today, not only can we measure El we
can enhance it as well.

Nikaloau (2005) investigated the relationship of emotional
intelligence (El) characteristics, such as perception, control,
use and understanding of emotions, with physical and psy-
chological health.

Parvathy (2006) described the fact that an individual, both
in his career as well as in personal life, takes up different
psychological roles. These roles are labeled as distinctive
ego-states.

Mayer (2008) concluded emotional intelligence (El) in-
volves the ability to carry out accurate reasoning about
emotions and the ability to use emotions and emotional
knowledge to enhance thought. He discussed the origins
of the El concept, define El, and describe the scope of
the field today and for that he reviewed three approaches
taken to date from both a theoretical and methodological
perspective.

Rathi (2008) studied relationship between Emotional Intel-
ligence (El) and Occupational Self-Efficacy by examining
112 scientists of research organizations, using the emotion-
al intelligence scale developed by Hyde, Pethe and Dhar
and occupational self-efficacy scale developed by Pethe,
Chaudhari and Dhar Correlation and regression analysis
have revealed that emotional intelligence has a positive
relationship with occupational self-efficacy and is found to
be one of its significant predictors. The study implies that
people with higher emotional intelligence are more effec-
tive employees as compared to those with lower emotional
intelligence.

Panda (2008) investigated the relationship between Emo-
tional Intelligence (El) and perceived stress among 31 male
and 31 female management students in a business school.
Correlation analysis has proved that El is negatively corre-
lated with perceived stress. t-test on the mean result has
revealed that there is no gender difference for El and per-
ceived role stress among management students.

Vishwanathan (2008) investigated the effect of El on aca-
demic performance of students, applying a methodology
which seeks to reduce, if not eliminate, objections to the
traditional measures of study on that linkage. A suitably-
designed instrument, administered to more than two hun-
dred students, has disclosed that there indeed could be a
significant linkage between students’ emotional disposition
and their scores in exams.

Cavelzani,etal. (2009) conducted a study to determine the
advantages of the knowledge and application of emotional
intelligence within the hospitality realm, both towards the
internal workgroup than towards the relation to guests.
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NEED OF THE STUDY

Perusal of literature revealed that the rules of work are
changing increasingly. With the increasing complexities
both in business as well as in human behavior created the
need for not only people with high 1Q but people with
high EQ also. In the present era where the slogan “Cus-
tomer is the King” prevails in every organization the emo-
tionally imbalanced employees may find it hard to achieve
their targets or deliver their reports on time. The way a
person feels affects the way he

behaves and the way he behaves will not only have rela-
tion with his performance, but also affects the perfor-
mance of those around him. Number of research studies
has been conducted on this pressing issue both in devel-
oped and underdeveloped countries covering the various
aspects of emotions at workplace and the relationship of
emotional intelligence (El) characteristics, such as percep-
tion, control, use and understanding of emotions, with
physical and psychological health and to determine the
advantages of the knowledge and application of emotional
intelligence. In developing country especially India, there
is dearth of literature focusing on this important aspect of
emotional intelligence. So a need arises to study this con-
cept in banking sector which is the back bone of financial
system and hence responsible for the overall growth of the
economy at a large. The present study tries to reveal the
factors affecting emotional intelligence among bank em-
ployees and its effect on their performance.

OBJECTIVES OF THE STUDY

1. To check the awareness level of bank employees re-
garding emotional intelligence.

2. To check the importance of emotional intelligence
among bank employees.

3. To know about the factors affecting emotional intelli-
gence among bank employees

4.  To compare the employees with high and low levels
of emotional intelligence

HYPOTHESES DEVELOPMENT

Males and females are different in their emotional intel-
ligence profile. On the contrary, some scholars disclosed
that men have greater level of emotional intelligence than
women (Petrides and Furnham, 2000). On this basis the
following hypotheses were developed.

Null Hypotheses:
Ho,: There is no difference in empathy across genders.

Ho,: There is no difference in self awareness across gen-
ders.

Ho,: There is no difference in self management across gen-
ders. Ho,: There is no difference in social skills across gen-
ders.

Ho,: There is no difference in self motivation across gen-
ders.

Hqs: There is no difference in overall emotional intelligence
across gender.

Statistical Tools & Techniques

The present study had been analyzed by using various sta-
tistical tools like Factor Analysis, Sample , Likert Scale Rat-
ings, Percentage Method, Mean, Standard deviation etc.
The results and analysis had been shown with the help of
figures and tables. For analyzing the questionnaire, simple
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as well as cross tabulation has been used along with per-
centages. In the present study, in order to apply various
methodological tools, SPSS was meticulously used.

Results and Findings
In the present study, data has been analysed and interpret-
ed in the following heads.

Description of the sample

The sample for the current study demonstrated the follow-
ing demographics stating age, income and occupation of
the respondents under study.

Table 1: Demographic Profile of Respondents

No. of Respond- |%age of Respond-
Gender ents P ents P
Male 50 50
Female 50 50
Total 100 100
No. of Respond- |%age of Respond-
Age (Years) ents P entg P
20-29 42 100
30-39 30 0
40-49 18 0
50 or more 10 0
Total 100 100
Designation
Cashier 40 40
Operation 25 25
Manager
Credit 15 15
Manager
Assistant 20 20
Staff

2. Awareness Regarding the Concept of Emotional Intel-
ligence

Emotional intelligence is an entrenched concept in devel-
oped countries, but in India it has gained importance off
late. The present study attempts to reveal the perception
of banking sector employees towards this extremely impor-
tant concept. In order to unveil the same this question was
framed regarding the awareness about the concept and
the response is as follows:

Table 2: Awareness Regarding Emotional Intelligence
Awareness among respondents No. of Respondents
(Y%age)

Aware 82 (82)
Unaware 18 (18)
Total 100 (100)
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Importance No. of Respondents Z;%%Zgrftse_
Male Female

Very important |24 28 52

Important 18 12 30

Least important |0 0 0

Not important |0 0 0

No response 8 10 18

Total 50 >0 100

The study revealed that both males (42%) and females
(40%) consider it very important concept. During the per-
sonal administration of questionnaire the female employ-
ees responded that it is important not only at work place
but at home front too.

Gender and Emotional Intelligence

Goleman (1995) and Bar-On (1997) claimed that males and
females are different in their emotional intelligence profile.
In order to test the same the following hypotheses were
tested:

Ho,: There is no significant difference in empathy across
genders

Relation between Gender and E.I Traits

E.| Traits Gender Mean Std.
Deviation

Empathy Male 3.743 .562

Female 3.985 574
Self Male 5.242 .543
Awareness

Female 5.135 .524
Self Male 4.785 627
Management [Female 4.295 .638
Social Skills Male 4.392 597

Female 4.215 .558
Self Male 3.658 .503
Motivation

Female 3.532 .607

The study revealed that majority of the respondents (82%)
were aware of the concept of emotional intelligence and
only few (18%) were ignorant about the same. This clearly
depicts that Indian banking sector is no exception, as ma-
jor chunk of employees were aware of the widely used
concept popularly known as El.

Importance of Emotional Intelligence

Though both the male and female respondents of the
study were aware of the concept of emotional intelligence,
the present question was asked to know whether they con-
sider it important or not. The response is as follows:

Table 3: Importance of Emotional Intelligence

The study revealed that as far as empathetic attitude is
concerned, females are more empathetic than males. The
statistical score of females (Mean 3.985, S.D 0.574) as
compared to men (Mean 3.743, S.D 0.562) makes it clear.
Thus it can be said that females are more considerate than
males under study.

Ho,: There is no difference in self awareness across gen-
ders.

Self awareness is the most important trait, which needs to
be present in an emotionally intelligent person. The study
revealed that males (Mean 5.242, S.D .543) are more self
aware than females (Mean 5.135, S.D 0.524). Hence it
can be concluded that there exist a significant difference
across genders in respect of self awareness.
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Ho,: There is no difference in self management
across genders.

The survey rejected the null hypothesis that gender
does not make a difference in self management and is
because the statistical score of males (Mean 4.785, S.D
.627) is more than females (Mean 4.295, S.D.638). Thus
it can be concluded that bank males employees are
more self managed than female bank employees stud-

ied.

Ho,: There is no difference in social skills across gen-
ders.

The statistical score for social skills show significant dif-
ference across genders. Males (Mean 4.392, S.D .597),
while the statistical score for females were (Mean 4.215,
S.D .558). This makes it clear that El traits possessed
differs by gender.

Ho: There is no difference in self motivation across
genders.

Self Motivation is considered to be the backbone of
emotional intelligence. As if the person himself is moti-
vated, only then he can create a motivated environment
around. The results supported the facts but revealed
that there is difference between male (Mean 3.658, S.D
0.503) and females (Mean 3.532, S.D 0.607) in respect
of self motivation.

H,: There is no difference in overall emotional intel-
ligence across gender

The study revealed that though on individual El traits
male and female differs. On certain traits males were
better and on some females were better. But for a suc-
cessful person what matter is overall control of all emo-
tions. Thus it was needed to test that among men and
women which gender is more emotionally intelligent.
The results are as follows:

Table 6: Group Statistics (Emotional Intelligence)
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Factor affecting emotional intelligence

We generally talk about the fact that some people are
able to manage the thing and people around well,
while others find it difficult. In order to answer the
same, this question was framed to reveal the factors
that affect the levels of emotional intelligence of a per-
son. The responses are as below:

Table8: Factors Affecting Emotional Intelligence

Factors Summated Score |Rank
Communication

skills 438 !
Assertiveness 308 2
Problem Solving

Capacity 304 3
Social Intelligence (262 4
Optimism 242

Empathy 168

In order of ranks the study discovered that communica-
tion skills (Rank 1), assertiveness (Rank2) problem solv-
ing capacity (Rank 3), social intelligence (Rank 4) and
optimism (Rank 5) are the factors that affect the emo-
tional intelligence the most. Hence it can be concluded
that those who can communicate well and are assertive
are found to be more emotionally intelligent, as they re
able to express themselves well.

5.7 Level of Emotional Intelligence among Respond-
ents

In order to reveal the level of El among bank employ-
ees, likert scale was administered using statements re-
lated to various aspects of emotional intelligence. The
results are as follows:

Levels of Emotional Intelligence among employees

Sample Mean Std.
Emotional deviation
Intelligence 150 122,64 [20.229

Female 123.01 19.714

5 Dimensions of Emotional Intelligence
Certain dimensions of emotional intelligence which are
tried to reveal in this question and the results as

follows:

Table : Dimensions of Emotional Intelligence
Dimensions No. of Respondents (%age)
Empathy 44 (18)

Self awareness 42(17)

Self management 52(21)

Social skills 40(16)

Self motivation 52(21)

No response 18(7)

Total 248*

The study focused the fact that Emotional Intelligence
as a trait can be learnt only through self management
(21%) and self motivation (21%) followed by empathy
(18) % and self awareness (17%).

El factors among employees [Summated Score
Upset 250

Depressed and Looser 280

Uneasy 250

Bored 272

Thinking about unnecessary

things 268

Unhappy for unknown 258

reasons

The various statements given to employees revealed
the fact that majority of the surveyed employees were
not emotionally intelligent as they agree to the state-
ment that they feel depressed and consider themselves
losers often. This is a serious concern for banking sec-
tor and sufficient efforts should be done to decrease
stress among employees and make them more emotion-
ally stable.

Emotional Factors Possessed by respondents

Every individual is different from one other in terms of
his nature and behavior. The extent to which the emo-
tional factors are possessed by one, make him or her
more emotionally stable and hence help in his as well
as organization growth. With a view to unveil the same
among the surveyed respondents the said question was
framed and the responses are as follows:
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Emotional Intelligence Factors possessed by Employees

Factors No. of Respondents Zﬁ?e of Respond-
Adaptability 50 13
Assertiveness 46 12
Emotional ex- 44 12
pression

Self management|20 5
Emotional per-

ception 22 6
Impulsiveness 22 6
Social skills 46 12
Self esteem 40 10
Stress manage-

ment 18 5
Social compe-

tence 24 6
Self motivation |50 13
Total 382+ 100

The survey revealed that self motivation and adaptability
were the two main qualities possessed by majority (13%)
of the respondents followed by assertiveness, emotional
expression and relationship skills (12%). The emotional fac-
tors least possessed by employees were self management
and stress management (5%). This is to be noted here that
stress management and self management need to be im-
proved as bank employees have to deal on daily basis with
stressful work.

Reaction under Crisis situation
In order to check the level of emotional intelligence
among the surveyed employees this question was framed.
The basic idea behind the question was how well the em-
ployees are able to control their emotions under crisis situ-
ation. The results are as follows:

Table: Reaction under Crisis Situation

Reactions No. of Respondents (%age )
Reacts aggressively 24 (24)

Demands grace time 32(32)

Try to make excuses 6(6)

Use your intelligence 20(20)

No response 18(18)

Total 100(100)

The survey revealed that majority (32%) of the respondents
instead of reacting in any manner ask for the grace time
so that they can solve the crisis situation while other ma-
jor chunk (24%) reacts aggressively to the situation. This
clearly depicts that the bank employees need to be give
certain emotional control training programs in order to
achieve better results and good customer rapport.

CONCLUSION

Every organization aims to reach at the level of optimum
productivity. Certainly, skillful and competent human force
is one of the most important elements that help organi-
zation to achieve their goals, because human force plays
a noteworthy role in changing the level of productivity.
As banking sector is considered to be back bone of any
economy, the study was conducted to reveal the percep-
tion and factors affecting emotional intelligence among
employees. The present study reveals that employees of
selected banks were completely aware of this comparative-
ly new concept and also unveil the fact that there is sig-
nificant difference between male and female on various El
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traits self management, self awareness and empathy as the
major emotional intelligence traits required by anyone.
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