
Emotional Intelligence and its Effect on Job Satisfaction   

and Job Performance: Case study of Company ABC 

 

Nakhrita Andradite Priyanto 

 

 

Page 18 of 102 

2 Literature Review  

2.1 Framework of Thinking 

Figure 2-1 Framework of Thinking 

 

Hypotheses Testing 

H1  Emotional Intelligence has significant influence on Job 
Satisfaction. 

H2  Job Satisfaction has significant influence on Job Performance. 

Analysis 

Sturctural Equation Model will be used in this research 

Research Questions 

How much does emotional intelligence impact job satisfaction? 
How much does job satisfaction impact job performance? 

Theoretical Aspects 

Emotional Intelligence Job Satisfaction Job Performance 

Problem Definition 

Emotional intelligence impacting job satisfaction and its influence on 
job performance  
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2.2 Theoretical Perspectives 

2.2.1 Emotional Intelligence 

Emotional Quotient (EQ), or familiarly known as emotional intelligence, has been 

closely compared to its counterpart Intelligence Quotient (IQ). As the term suggests, 

EQ is intelligence that involves one’s emotions (Mayer, Salovey, & Caruso, 2006). As 

Mayer, Salovey and Caruso (2006) have defined it, emotional intelligence consists of 

two different aspects; emotion is a feeling of state, feeling-reactions a person has in 

response to the nature of relationship one has with another while intelligence refers to 

‘the ability to deal with cognitive complexity’. An example of emotion is the 

relationship of a family; when a family has good interactions with one another, it is 

assumed that the individuals would feel happy and content, whereas when a family is 

in disarray, discontent and dissatisfaction would arise. Examples of common 

occurring emotions can be identified as affection, happiness, interest, desire, anger 

and fear (Madhar, 2010). Intelligence on the other hand, refers to ‘the ability to 

reasons validly or about something’; an individual reasons with language for verbal 

intelligence or how objects are able to fit and work together for spatial intelligence 

(Mayer, Salovey, & Caruso, 2006). 

 

Another definition of EQ is “subset of social intelligence that involves the ability to 

monitor one’s own and other’s feelings and emotions, to discriminate among them and 

to use this information to guide one’s thinking and actions”; it is a person’s ability to 

understand one’s emotion and being aware how their actions are influenced by it 

(Octavia, Situmorang, & Firtandi, 2014).  

 

In everyday situations we are led by our rational mind, in the face of situations that 

demand immediate response our emotions become a big factor in our decisions. There 

are times where our emotions can engulf our rational thoughts. An individual, in a 

sense, have 2 minds, ‘a mind that thinks and another that feels’. For example, in order 

to make a decision, the ‘thinker’ would reflect on factors that contribute to the 

decision making where as the ‘feeler’ would evaluate whether the choice is correct 

based on emotions (Mayer, Salovey, & Caruso, 2006). 
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Research shows that IQ only contributes 20% to an individual’s success in life, 

whereas emotional intelligence makes up of the 80%. To be able to understand deeper 

and in detail, the emotional intelligence competencies is analyzed: The Four Elements.  

 

Table 2-1 Daniel Goleman’s Emotional Intelligence Competency 

Self-Awareness Self-Management 

 Emotional Self-awareness 

 Accurate Self-assessment 

 Self-confidence 

 Emotional Self-control 

 Transparency 

 Adaptability 

 Achievement 

 Initiative 

 Optimism 

 

Social Awareness Relationship Management 

 Empathy 

 Organizational Awareness 

 Service 

 Inspirational Leadership 

 Influence 

 Developing Others 

 Change Catalyst 

 Conflict Management 

 Building Bonds 

 Teamwork and Collaboration 

Source: Stevbros Training and Consultancy (2013) 

2.2.1.1 Self-Awareness 

As the term suggests, self-awareness refers to the awareness one has of him or herself. 

Psychologist Job Mayer suggests that “being aware of both our mood and our 

thoughts about that mood,” explains the concept clearly. Our emotion and mood are 

two separate concepts yet they correlate to each other. The spark or the reason of our 

emotions is, most of the time, unconscious decisions. Emotions can influence our 

current state of mood and can lead us to behave irrationally.  
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Self-awareness is being able to read our emotions and control our behavior in a way 

that does not put us in a disadvantage, but rather, use it to our improvement. An 

example would be the emotion of anger; when a manager is unsatisfied with results 

made by his or her employees, anger might arise and scolding, insults might occur. 

This reaction could cause a negative impact on his employee, therefore making their 

operations less productive. On the other hand, if the manager is aware of his or her 

feeling and is able to maintain and control and is able to express his disappointment in 

a way that could motivate his or her employees, the outcome could be very productive 

(Goleman, 2006). 

 

Being able to identify these emotions is the foundation to understand one’s personality 

such as ‘strengths, weaknesses, thoughts, beliefs, and motivation’ 

(Pathwaytohappiness.com). To be able to understand yourself is the first to 

understanding how others perceive you as an individual. 

2.2.1.2 Self-Management 

Self-management, as Goleman states (2006), is ‘intrinsically tied to self-awareness.’ 

After being able to identify one’s emotions, the skill of managing and controlling 

them is needed. When emotions are not controlled, concern arises. In Goleman’s 

theory of self-management the factors such as emotional self-control, transparency, 

initiative, optimism, adaptability and achievement that are included. In a sense, self-

management refers to our ability to handle our emotions in a particular given 

situation/condition. When we are not in control of our own feelings, emotions control 

and overwhelm us. It can be destructive when feelings such as frustration and anxiety 

are expressed at the workplace because ‘emotions are contagious’. 

2.2.1.3 Social Awareness 

The ability to sense what other individuals feel and understand others’ perspectives in 

order to cultivate a great relationship is the definition of social awareness (Goleman, 

2006). Individuals come from very diverse background with their own particular way 

of thinking and to be able to understand and calculate what they feel is a part of being  
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socially aware of others. Communication is key for being able to understand another 

individual and to be able to retaliate with an action that would promote better working 

relationship is a feat that leaders should have (Mayer, Salovey, & Caruso, 2006). 

2.2.1.4 Relationship Management 

Relationship management is what ties the other three competencies. By being aware 

of yourself, by being able to manage oneself, by being able understand other 

individuals tie with how we can manage our personal relationships with them. 

Definition of relationship management: “Inducing desirable responses in others” 

(Goleman, 2006). 

 

The ability to sense individual’s needs and identify their abilities to be put into further 

development is a feat leaders should have. To listen, to empathize and to be able to 

deal with people in different situations with a neutral stance to have a no-lose situation 

is the key to managing relationships with others. People, who possess the three 

fundamental skills of emotional intelligence stated above, will not have great 

difficulty and be effective in managing relationships, as Goleman states, “Friendly 

with a purpose”.  

2.2.2 Job Satisfaction 

By the very definition, job satisfaction is the ‘emotional feeling of gratification that is 

experienced by an employee due to many factors of work’ (Özturk, 2010). Studies 

have shown that there is significant impact between emotional intelligence and job 

satisfaction (Ealias & George, 2012).  

 

Job satisfaction has been researched in accordance to organizational behavior and the 

reason for this is that there is a belief that job satisfaction influences many aspects of 

employees performance (Özturk, 2010). Job satisfaction is one’s perception and 

judgments of all aspects of the work such as the work itself, colleagues and working 

environment. Weiss defined it as “a positive or negative evaluative judgment one 

makes about one’s job or job situation” Ravari et al (2012). 
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Research shows that job satisfaction is measured by factors of the job such as 

compensation, work conditions, relationship with the management and colleagues as 

well as opportunities presented in the career. With high level of a sense of 

‘responsibility, recognition, advancement, and flexibility’ in the company, an 

employee tends to be more comfortable in the workplace, whereas ‘unfair treatment, 

and unpleasant physical working conditions’ will reduce a person’s perception of the 

job satisfaction (Özturk, 2010).  

 

In this study, measurements of job satisfaction will include compensation, promotion 

opportunities, good supervision, relationship with colleagues, and the working 

condition itself.  

2.2.2.1 Compensation 

Compensation comes in many different forms and one factor that is common among 

workplaces is salary. When an employee feels that he or she is paid according to their 

job descriptions, they tend to be more satisfied of their jobs, even more so if the pay is 

higher than their responsibility. The concept also follows that if someone feels 

underpaid, they tend to be dissatisfied with their jobs. (Budiman, Anantadjaya, & 

Prasetyawati, 2014) 

2.2.2.2 Supervision 

Carpenter et al (2012) states that past research shows that employee performance is 

highly influenced by professional supervision due to the fact that it is another form of 

support in the workplace. Companies can achieve a higher employee performance by 

appointing skilled and knowledgeable employees with high emotional intelligence in 

key positions to help develop the team further. This can be achieved through 3 

different factors: task assistance, social and emotional support, and interpersonal 

interaction. 

 

Employees are more content with supervisors who are knowledgeable in the field and 

personally understand what the individuals are experiencing and therefore creating an 

interpersonal bond. Being acknowledged and supported by supervisors contribute to 

an employee’s job satisfaction (Budiman, Anantadjaya, & Prasetyawati, 2014). 
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2.2.2.3 Co-workers 

Sloan et al (2013) states that ‘the workplace can provide a context that supports the 

development of significant emotional bonds with others’. Employees in the same 

company and in the same working environment may experience similar things with 

their coworkers. This event could create the ability for individuals to ‘empathize with 

each other and develop close relationship’. Psychologically, this bond can cause a 

positive effect in which it can provide the individual with a sense of belonging and 

self-esteem by being able to socially integrate them in the workplace. Research shows 

that someone’s perception towards emotional support from corresponding 

environments can lead to employees’ level of happiness in the workplace (Sloan, 

Newhouse, & Thompson, 2013).  

2.2.2.4 Nature of Work 

Nature of work, by the very definition refers to the physical comfort and convenience 

a certain job position offers its employees (Parvin & Kabir, 2011). In employee’s 

perception, ‘the ideal working conditions, proper facilities, adequate working hours, 

meaningfulness of work, and pride and personal satisfaction’ can lead to a high job 

satisfaction (Budiman, Anantadjaya, & Prasetyawati, 2014). The satisfaction obtained 

from the nature of their work also depends on the individual’s desires.  

2.2.3 Job Performance 

Job performance refers to the ‘level of productivity of an individual employee, relative 

to his or her peers, on several job-related behaviors and outcomes’ (Kakkos & 

Trivellas, 2011). This variable is considered to be the highly studied in organizational 

behavior because it can be related to business performance. If an employee has a high 

level of job performance, he or she can be considered as efficient and effective in their 

work compared to his or her colleagues (Kakkos & Trivellas, 2011). 

 

In theory, job performance can be divided into two measurements: Contextual 

Performance (CP) and Task Performance (TP). 
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2.2.3.1 Contextual Performance 

Contextual organizational activities ‘contribute to the social and psychological core of 

the organization’ (Kahya, 2007). This includes taking the initiative to volunteer for 

additional assignments, obeying the rules and regulations of the company, supporting 

and working together with other colleagues. Borman’s and Motowildo’s taxonomy on 

contextual performance is as follows (Impelman, 2007): 

 

 Persisting with enthusiasm and extra effort as necessary to complete 

own task activities successfully 

 Volunteering to carry out task activities that are not formally part of 

own job 

 Helping and cooperating with others 

 Following organizational rules and procedures  

 Endorsing, supporting and defending organizational objectives 

 

2.2.3.2 Task performance 

Task performance is the counterpart of contextual performance and refers to the core 

of the tasks. According to Borman and Motowidlo, task performance is “activities that 

are formally recognized as part of the jobs” (Kahya, 2007). It is measured by 

cognitive ability of the employees that consists of:  

1. Task Knowledge: knowledge of principles related to technical aspects 

of job performance 

2. Task Skill: applying technical knowledge to perform tasks effectively 

3. Task Habits: characteristics responses to task situations that either 

facilitate or hinder the performance of tasks 
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2.3 Previous Studies 

Table 2-2 Previous Studies 

Title - Author Variable Results 

An Investigation of the 

Relationship Between 

Employees’ Emotional 

Intelligence and Performance -  

Chaudhry and Usman (2011) 

Emotional Intelligence, 

Job Performance 

Moderately 

high positive 

correlation 

between 

emotional 

intelligence 

with job 

performance. 

Emotional Intelligence and Its 

Impact on Task Performance and 

Contextual Performance - 

Kappagoda (2012) 

Emotional Intelligence, 

Task Performance, 

Contextual 

Performance 

Emotional 

intelligence in 

leadership is 

key to 

organizational 

success. 

Incentives, Job Satisfaction and 

Performance: Empirical Evidence 

in Italian Social Enterprises - 

Depedri, Tortia and Carpita 

(2010) 

Job Satisfaction, Job 

Performance 

Well-being of 

employees 

depends highly 

on individual’s 

interaction with 

the 

organization. 

Impact of Emotions on 

Employee’ Job Performance: An 

Evidence from Organizations of 

Pakistan – Pervez (2010) 

Emotions, Job 

Performance 

Emotions such 

as anger trust 

and interest 

impact highly 

on an 

employee’s 

performance. 
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Title - Author Variable Results 

The Impact of Leaders’ 

Emotional on Employee 

Satisfaction and Commitment - 

Webb (2011) 

Emotional Intelligence, 

Job Satisfaction, Job 

Commitment 

Leaders with 

high emotional 

intelligence can 

maintain an 

effective 

communication 

with 

employees.   

The Role of Emotional 

Intelligence on Job Performance 

– Shahhosseini et al (2012) 

Emotional Intelligence, 

Job Performance 

Emotional 

Intelligence 

highly impacts 

job 

performance 

and can 

increase 

efficiency and 

productivity. 

The Relationship Between 

Emotional Intelligence and Work 

Attitudes, Behavior and 

Outcomes – Carmeli (2003) 

Emotional Intelligence, 

Job Satisfaction, 

Organizational 

Commitment, Career 

Commitment, Job 

Involvement, Work – 

Family Conflict, 

Organizational 

Citizenship Behavior, 

Job Performance 

Emotional 

intelligence 

positively 

impacts job 

performance, 

job satisfaction, 

work-

commitment, 

control work-

family conflict.  

The Impacts of Emotional 

Intelligence on Job Satisfaction 

in the Service Sector: An 

Emotional Intelligence, 

Job Satisfaction 

There is 

relationship 

between 
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Title - Author Variable Results 

Application on the Turkish 

Banking Sector – Orhan & 

Dincer (2012) 

emotional 

intelligence and 

job satisfaction, 

however, it is 

not that 

significant 

Teachers’ Emotional Intelligence 

and its Relationship with Job 

Satisfaction - Yahyazadeh-

Jelouda & Lotfi-Goodarzi (2012) 

Emotional Intelligence, 

Job Satisfaction 

With exception 

of salary and 

benefit, 

teachers’ job 

satisfaction 

depends on 

their emotional 

intelligence. 

The nurses’ Emotional 

Intelligence Impact on the 

Quality of Hospital Services – 

Ezzatabadi et al (2013) 

Emotional Intelligence, 

Job Satisfaction, 

Communication Skills, 

Services Quality 

Emotional 

Intelligence has 

effects on job 

satisfaction and 

service quality. 

Communication 

skills and job 

satisfaction has 

direct impact to 

service quality. 

Emotional 

intelligence and 

job satisfaction 

have no impact 

on 

communication 
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Title - Author Variable Results 

skills.  

Emotional Intelligence and Job 

Satisfaction in Greek Banking 

Sector - Papathanasiou & Siati 

(2014) 

Emotional Intelligence, 

Job Satisfaction 

Emotional 

Intelligence is 

key factor to 

maintain 

effective 

working 

relationship as 

well as job 

satisfaction. 

Relationship between Job 

Satisfaction and Employee Job 

Performance in Guilan Public 

Sector – Dizgah et al (2012) 

Job Satisfaction, In-

Role Performance, 

Innovative Performance 

There is 

positive 

correlation 

between job 

satisfaction and 

In-Role 

Performance as 

well as 

Innovative 

Performance. 

Impact of Job Satisfaction 

Dimensions on Job Performance 

in a Small and Medium 

Enterprise in Ibadan, South 

Western Nigeria – Funmilola et 

al (2013) 

Job Satisfaction, Job 

Performance 

Job satisfaction 

dimensions 

jointly and 

independently 

predict job 

performance. 

A Study of Job Satisfaction and 

IT’s Impact on the Performance 

in the Banking Industry of 

Pakistan – Aftab & Idrees (2012) 

Job Satisfaction, Job 

Performance, 

Herzberg’s Two Factor 

Theory, Role-Based 

There is a 

relationship 

between job 

satisfaction and 
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Title - Author Variable Results 

 Performance Scale job 

performance. 

Job Satisfaction and Job 

Performance among Factory 

Employees in Apparel Sector – 

Perera et al (2014) 

Job Satisfaction, Job 

Performance 

When 

employees are 

satisfied, they 

tend to be more 

effective and 

productive, 

therefore 

increasing job 

performance in 

the 

organization. 

Evaluation of Emotional 

Intelligence and Job Satisfaction 

in Employees of Kashan 

Hospitals – Ghoreishi et al 

(2014) 

Emotional Intelligence, 

Job Satisfaction 

Emotional 

intelligence has 

a low level of 

influence 

towards job 

satisfaction. 

Emotional Intelligence and Job 

Satisfaction: A Correlational 

Study - Ealias and George (2012) 

Emotional Intelligence, 

Job Satisfaction 

Emotional 

intelligence is a 

better predictor 

for job 

satisfaction 

compared to 

IQ. 

 

  



Emotional Intelligence and its Effect on Job Satisfaction   

and Job Performance: Case study of Company ABC 

 

Nakhrita Andradite Priyanto 

 

 

Page 31 of 102 

2.4 Study Differences 

The difference between this study and previous research works lies in: 

1. Indicators: Questions designed for each variable’s indicators are 

different. 

a. Emotional Intelligence: Self-awareness, self-management, 

social awareness, and relationship management. 

b. Job Satisfaction: Compensation, Supervision, Co-workers, 

Nature of Work. 

c. Job Performance: Contextual and Task Performance. 

2. This study will focus on local Indonesian labor at 2 Indonesian 

companies. 

3. Most previous studies have observed only two variables out of the 

three.  

a. Influence of emotional intelligence to job satisfaction 

b. Influence emotional intelligence to job performance 

c. Influence job satisfaction to job performance 

2.5 Research Model 

 

Figure 2-2 Research Model 

     

2.6 Question and Hypotheses 

1. How much does emotional intelligence influence job satisfaction? 

H1 Emotional Intelligence has significant influence on Job Satisfaction. 

 

2. How does job satisfaction influence job performance? 

H2  Job Satisfaction has significant influence on Job Performance. 


