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ABSTRACT

EMOTIONAL INTERLICENCE AND ITS RELATIONSHIP WITH PERFORMAMCE
Raorita Binti Muhdden

The focus of ihis study s the relationships between. the Hve. glenents of emotional ime hgonce and
puitormanee st the Depanment of Lands and Sureevs, Kughing, and-Samerahan. Diwvisienal oifices, The
wain ohjectives of the study is to ideniily the relaticndtiing betweon this lavels of eotion! e of
the sypervisors and their work petiornances. idependn: variablos e it fve ¢loments of emationi
itelligante pamely selPikerondss, selfregiiation mntivation, wiipathy ard sbeial skifls. The Hupeniten
wartable i performancs thot sonsisiy of seven afribtes Joowr 1o b thie key perfor ibden, A
census was carried out on 42 supervisors in the divigicnal offlees end gl the date for ik rasclsels wule
caflenied by duiributing questionaaired 1 fhe respoidynig. The data wa then anglveed by wslog sl
packuge for social sciences. Only the tedl Pearson Covvlation was varrind out forithe vdhalyses, The
findings of the research show that there were no Srglionat vélatiotlin beiwetn the Shve elomenie of
emotional intelligence and the performances of fhe supervisurs fnothe divisionsl oifiees, Four of the
elements that have very low relationship with perforiance are selfawirenass, self-regulation, molivsiion
and empathy. The fifth element, social skills were fisunid 10 have ao relationstiiyy arall with perlovpalos.
As a coneclusion, the Rindings of this study shows thét the convept of emotlonal inrelligenie in the public
service is quite difficult 10 apply due to its charpgiristiog that eimplinzed on: vibes, procedarey apd
stability,  Little awsreness of this new copcept.jrang . the respondents gnd  opganicaion. apay. also
contrtbute 1o the indings of this research, 1o was 3188 wentifled that the pordonmance of the supervisers in
the depariment will need continuous support and developinent by fAndbyy ofdier alternagiives tyachievie ot
the ohisctives of the individuals and orzanizations,

ix.



ABSTRAK

KEPINTARAN EMOSI DAN HUBUNGANNY4 DENGAN PRESTASI KERJA
Rorua Binty Muhdden

Kajian ini memfokus kepada perkaitan di antara lima elemen kepiniaran minda dan prestast pekerja di
peabat bahagian Kuching dan Samarahan, Jabatan Tanah dan Survei. Objektif am kajian i adalah
wniuk mengonalpast perkaitan dr antara tabap kepintaran minda penvelia dan prestasi kerja mercka.
Anghubali bersandar 1alah prestasi pekerya. anghubah ini meranghumt tujuh ciri-ciri yong dikenalpasi
sebagai anghubah prestast yang utama. Kapan secara banct telah dijalankan ke atas 42 orang penyelia di
kedua-dua pejabat bahagian. Data yang diperolehi dianalisis menggunakan Statistical Package for Social
serences. Hanva wjtan Pearson Correlation di jalankan. Dapatan menumjukkan bahavia tiada perkaian
vang signifikan di antara kelima-lima elemen kepintaran minda dengan prestasi peheyja penvelia di
pefabat-pejabat tersebut. Empat daripada elemen kepintaran minda mempunyai hubunsan vang sungar
rendah dengan prestast kerya. Elemen-elemen tersebut walah” self~awareness, self-reguiation, motivation
and empathy”. Bagt elemen “social skills” pula adalah didapati ndak mempunyar hubungan fangsung
dengan prestasi. Sebagai kesimpulan, dapatan kajran ini menunjukkan kansep kepintaran munida di dalam
perkhidmatan awam agak sukar untuk diaphkas: kerana cwri-ciri arganisasi itu sendirt yang memberi
terfalu banyak penekanan kepada peraturan, prosedur dan kestabilan. Kekurangan penzeraiuwn
mengenar konsep baru ini mungkin memberi kesan juga kepada dupatan kajian ini. Adalal didapan
buahawa prestasi kerja di jabatan tersebut memeriukan sokangan dan perlu dipertingkatkan lagi Pihak
organmisasi hendaklah mencari allernatif lain dalam pembangunan pekerja bukan sahaja uniuk mencapai
objekuf individu tetapi objekif orgamsasi itu send:ri.



CHAPTER |
INTRODUCTION

.0 Imtroduction

Emotions and human relations in the workplace were never an bmportant issue in the
workplace. Tt was uvever linked to the performance of employees and the success of
arganizations (Johnson & Indvik, 1999). It was only within this decade that the issues and
discussions of emotional intelbpence have captwred the interest of many leaders and
organizations, Thormdike {1920) first came up the concept of sogal intelligence, the ability
1o understand and relate 1o people. Maver and Salovey using the term emotional intelligence
developed this concept. Maver defines emotional intelligence more parrowly than Goleman
{1995) who clammed that peopie with high emotional skill excel in life maybe betier than those
with a high ¥J by including other compstencies such as opumism, conscienliousness,
mativation, empathy and social competence, With the release of Goleman’s book in 1995,
“Emotional Intelligence: Why Tt Can Marter More than IQ7. there were controversy to us ¢laim
that those with a good mix of I} and emotional mtallipence can excel better m life than those
with a high [ and under developed emobonal intelligence. The word under developed brought
us o another issue that emotional intelligence can be developed and Golemisn drew all these
from the behavioral, brain and personatity research by Salovey and Maver.

Goleman (1995) 1 his book “Working with Emotional Intelligence” tatk-abow! the new
yardstick that people are judged with, not centerzd only on the academic performance but also
on the way ones handle themselves with the people arcund them. This scenario aiready happens
a loog time 1 interviews, social functions business enviromment but none had given a formality
assossruent and potensal in studying in tis area. All these are due o the ot that 1t 18 very
difficult to measure and many beliefs it 13 an area that linde can be done o change.

Huoman resources are now considered as the most jmportant resource compared to
decades ago where not much have been done to use the wealthy potential of developing them w
produce a guality and compentive product and services in the global marker. The orgamzabion’s
managenient monitored their performances and has always thougho-of 2 way to improve them.
The competitions now had extended 10 the ability of unleashing the utmost potential of their
workforce, Organizations in Malaysia should be exposed 1o this new develogment and can try to
adopt the concent i the management of their humap resources, There may be a different
scenario because of the different in culture, religion and beliefs on lanan potential. However,
the main issue that should get across is emotional intelligence can be developed and it is not a
private matter anymore, but also the organizations to help 1o gaining a win-win situstion

1.1 Background of Study

The importance of emotional intelligence has not vet gain a place in the Malaysian
organizations but there were various efforts to improve the performance of human resources in



the private and public sectors. This topic is to determine the level of emotional intelligence of
supervisors in the public sector by using the five components of basie emotional and social
competencies as follows:

i.Self-awareness
ii.Self-regulation
ni.Motivation
iv.Empathy
v.Social skills

This research 1s also to determine the relationship between the supervisor’s emotional
intelligence and their work performances. The former Sarawak State Secretary Datuk Amar
Hj.Hamid Bugo in the July 1996 issue of ‘Rakan Sarawak’ state his vision for the future of
Sarawak state public service.

“The Sarawak Civil Service Vision is to be an efficient and adaptable machinery of
government administration, serving as a backbone and catalyst for the eeonomic and
social development of the state and acting as a cohesive, potent force to help the state make
the quantnm leap towards an information and knowledge-based era.”

The State Public Service has been around for nearly a century and the work culture
slowly moves from the traditional paternalistic style of top-down management towards a
partieipative approach. Lands and Survey Department is one of the departments under the State
public service. As a service oriented organization, dealings will include both the locals and
foreign bodies and individuals. It is also aflected by globalization, which force the organization
to strive for a greater quality and excellence to compete in the world market. The need to
produce flexible and excellent workforce is inevitable to be able to face the volatile and
turbulent times (Datuk Haji Taha Ari(fin. 1996).

Supervisors played a leading role in the development of human resources and
achievements of goals and objectives of the organizations. They must not only have the
knowledge, skills and abilities to perform these functions but also to have the so-called ‘soft
skills’ to gain the full potential from the employees. It is here that the level of emotional
competencies of supervisors will be determined and the exploration in this area can also
determine the relation of levels of emotional intelligence with their work performance.
According to John P. Mulroney, president and chief operating officer, Rohm and Haas
Company. supervisors have several roles in the company, They need to confront their fears and
anxtety that come with change, be effective communicators, aligning the employees with the
company goals, empower people and make them proud being part of the company and create
opportunities for every employee to contribute in building the organization.

1.2 Problem Statement

Public servants are aware of the general public negative perceptions on the quality of
services rendered by the officers. Complaints were entertained through ‘Talikhidmat' provided
by the state government specifically for these purpose. Issues and complaints in the newspapers
are also evidence of the negative perceptions. These can be avoided if there is emotionally
intelligent worklorce to manage, understand and deliver what the public really wants. Great
efforts have been taken by the government to improve the performance and to instill a positive
behavioral characteristic in the civil service. [t 1s about time that the organ:zation looking at a
different perspective of developing the employees. It should not only concentrating on the
technical skills and a few motivation and teambuilding courses but try to absorb this new
intelligence in the development of their employees



This research will attempt to provide answers for the following:

i) What are the levels of emouonal intelligence of supervisors in the Department
Lands and Surveys, Kuching and Samarahan Djvisional Offices?

i) What are the levels of performance of supervisors in the Department of Lands
and Surveys, Kuching and Samarahan Divisional Offices?

1i) Is there a relationship between the level of emotional intelligence and their
work performances?

1.3 Research Objectives

1.3.1  General Objectives

The main objective of this research is to identify the level of emotional intelligence among the
supervisors in the Department of Lands and Surveys, Kuching and Samarahan Divisional
offices and to determine 1ts relationship with their work performances.

1.3.2 Specific Objectives

1.3.2.1 To idenufy the levels of emotional intelligence among supervisors

1.3.2.2 To 1dentify the levels of work performance among supervisors

1.3.2.3Te identify the levels of awareness among supervisors and its relationship with work
performance.

1.3.2.4 To identify the levels of self-regulation among supervisors and its relationship with work
performance.

1.3.2.5To identity the levels of motivation among supervisors and its relationship with work
performance

1.3.2.6To wlentify the levels of empathy among supervisors and its relationship with work
performance.

1.3.2.7 To identfy the levels of social skills among supervisors and its relationship with work
performance.

1.3.2.8 To identify the levels of emotional intelligence among the supervisors in the Department
of Lands and Snrveys, Kuching and Samarahan Divisional Offices and to determine its
relationship with their work performances.

1.4 Conceptual Framework

This research determines the importance of emotional intelligence in contributing to the
managers’ high performance in the Land and Survey departinent. To determine this, the five
components in emotional intelligence are the factors to be tested against the dependent variable,
that is the performance of managers.
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Figure 1: Conceptual framework of the research
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1.5  Research Hyvpotheses
The fellowing null hypotheses are formulated:

Hi I There is no significant relationship between the Jevel of self-awareness and
performance

H12 There is no significant relationship between the level of self-regulation and
performance

Hi3 There 1s no significant relationship between the level ol motivation and
performance

Hi 4 There 15 no significant relationship between the leve! of empathy and
performance

Hi 5 There is no significant relationship berween the level of social skills and
performance

Hi 6 There is no significant relationship between the level of eynotional intelligence
and performance

1.6 Significance of Study

The focus of the study will be on the levels of emotional intelligence among the
supervisors and comparing it to their ievel of work performances. This will be based on all the
five components of emotional intelligence. This study will further ident:fy the dominant
components in contributing to a high level of work performances among the superasors.

The significance of this study is to increase the awareness of the importance of emotional
intelligence in producing star performers in the department. This will directly benefited the
department in achieving its goals and objectives. This study will be able to guide the molding of
the workforce to adjust to changes because the employees in the department are mostly senior in



age and service. With the arrival of the m:llenniom with its technology, the workforce s facing
a tough time 1n adjusting to the new work culture.

It will also serves as a guide for the human resource unit to explore the possibility of
designing training programs based on the emotional intelligence concept to improve the quality
and essence of its workforce.

1.7 Definition of Terms
1.7.1 Emotional intelligence

Conceptually, emotional intclligence 1s the capacity for recogmizing our own feelings and
those of others, for motivating ourselves, for managing emotions as well in ourselves and in our
relationships (Goleman, 1998). Emotional intelligence is said to complement the academic
intelhgence in order to be successful in their work life. There are five basic emotional and social
competencies, namely, self-awareness, seif-regulation, motivation, empathy and social skills.
Weisinger provides a simple understanding of what emotional intelligence 1s. He believes that
an intetligent use of emotions, consciously and intentionally using them will help the way you
think and act to achieve something. It helps in solving problem, dealing with difficult people,
facing the setbacks in life and other challenges in life.

Operationally, emotional intelligence is the supervisors’ capacity in knowing their
feelings and the feelings of others, motivating themselves and uses these emotions in handling
relationships with friends, colleagues and clients. These are known as their self-awareness, self-
regulation, motivation, empathy and social skills.

1.7.2 Performance

Conceptually, performance is the degree of accomplishment of a task that makes up an
individual’s job (L.W. Rue). Defining performance is important because without it, no
measurement and management can be carried out. This research is focusing on the performance
that is about work, doing it and the results achieved. Sharing the views by Mwita (2000), and
Bromwich performance 15 the combination of behaviors, output and outcomes.

Operationally, work perforimance is the results of an assessment on the accomplishment
of task by the supervisors and also their response to their environment. Their immediate boss
measurcd the supervisors’ performances. The attribute to be evaluated includes technical skills,
quatlity of work, interpersonal skilis, commusucation skills, approach to work, quantity of work,
and leadership skills.

1.7.3 Supervisors

Conceptually, supervisors are first- level manager or front-line leader who directs the
activities of the working-level employees (Comstock, 1994}(Bunning, 2000). They are the
lowest level of managers who interact directly with the workers and act as tbe middleman for
the management and those at the ground level.

Operationally, supervisors are employees under the classification of supervisory levels in
the Lands and Snrveys Department, who are diploma holders or promoted to the post of
‘Penolong Pegawai Tadbir’or equivalent to it.



1.7.4 Emotional Competence

Conceptually, emotional competence is a learned capabiljty based on emotional
mtelligence that results our performance at work, (Goleman, 1998).

Operationally, emotional competence The distinguishing capabilities that can
differentiate good performers and average ones and the capabilines that the workers need to
perform excellently.

1.7.5 Self —awareness

Conceptually, the person recognizes and names his/her own emotions, knows their
causes, and recognizes the difference between feelings and actions. Emotional competencies
cluster into groups according to the five components of emotional intellhigence. Goleman hsted
twenty-five emotional competencies.

Operationally, self-awareness is the ability of the person to recognize feelings when they
happen and acknowledge them. With this ability we can make allowances for our decisions and
even act with extra caution. The competencies in these elements are self-awareness, accurate
self-assessment and self-confidence.

1.7.6 Self-regulation

Conceptually, self-regulation is the ability to handle our emotions so that it helps rather
than interfere with the task at hand, conscientious and be able to recover well from emotional
stress that ones faced It also involves the development of ability to tolerate frustration and
manage anger and to suspend judgment be fore taking action (Goleman, 1995).

Operationally, it is the ability to handle nncomfortable emotions and admitting feeling it
by the workers. A supervisor with this ability will be able to handle the team by pushing them to
a better performance and also able to recognize who and how to get over a hard period. The
competencies in these elements are self-control, trustworthiuess, conscientiousness, adaptability
and nnovation.

1.7.7 Motivation

Conceptually, motivation is the use of our deepest preferences to move and guide us
toward our goals, the initiative taken, the strive for improvement and perseverance in the face of
setbacks. It is the drive that causes a person to take action to achieve a poal (Comstock, 1994)

Operationally, motivation reflects the workers passion for work beyond money or status
and has the propensity to pursue goals with persistence. This would be the ability of the
Supervisors to use emotional system to start a work process and keep it going (Weisinger, 1998).
Competencies assessed are achievement drive, commitment, imtiative and optimism.

1.7.8 Empathy

Conceptually, empathy 1s the sensing of what others are feeling and able to take their
perspective, cultivating and able to have a good rapport with a wide range of people.

Operationally, empathy is the ability of the supervisors to feel and see how the people
they are dealing with feel. This ability will help them in understanding their problems and assist
to their capabilities. Competencies assessed in this element are understanding others, developing
others and service orientation.
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1.7.9 Social Skills

Conceptually, social skills are the handling of emoctions in relationships well and know
the social situations and networks well. A person with these competencies is able o interact
smocthly with others using skills that persuade and lead negotiate and settle disputes, for
cooperation and teamwaork {Goleman, 19951

Operanonally, building of relationships and nerworking does nat merely depending on
power and predefined roles. This skl will @ive 3 person proficiency in developing and
managing relationships and has the ability to Ond common ground and build rapport in an
organization. Galy five competencies most applicable to the research were assessed such as
conununication, leadership, team capabilibies and change catalysrs

17,10 Public sector

Conceptrually, the public sector is a2 part of a country’s economy, which 18 controlled or
supporied financially by the goverroment {Colling Cobuild Dictionary)

Opergtionally, the pubhc sector that 1s the Sarawak Siate Public Service provides
services to the public through government departmeonts, agencies, and statutory bodies, Boards
efc. Lands and Surveys Department is one of the bigrest organization in the state public service

1.7.11 Public Service

Conceptually, public service 18 about activities and Gypes of work concerned with helping
people and providing them with wha! they need, rather then making a profit {Colling Cobuild
Dictionary}

Operationally, it refers ¥o all the services provided by Lands and Surveys Department to
the public in the administration of fand.

1.7.12 Managers

Conceptoally, managers are leaders in the muddie management who are responsible for
runming part of or the whole of 2 business organizalion (Comstock, 1994),

Operationally, managers are degree holders or promoted to the post of "Pegowai Tadbir
or equivalent to it in the Lands and Surveys Department.

1.8 Lamitations of Study

This study will only focusing on one department n the pubhc service and camnot be
generalized to the privaic sector. The nanre of work and the different stvle of management in
the different departments uader the public service will also effect the generalizanon of the
rsulls.

The target group are the supervisors and do not cover all levels of emplovess. This group
15 playing a main role in the day-to-day routine in the organization and it realized that they are
the ones that work closely wilh the emplovees and act as the iniddle person in the dissenunation
of all information,

The difficulty i0 measuring emotional intelligence which have been highlighted by many
authors {Dulewize and Higgs, (1999} is the most area of concemed in this siudy. This limitation
however, was faced by all well-known researches and exira efforts will have to be done in
desigmimg a measurement that can produce a reliable and valid study,

-1



The broad and complex topic of performance itsell will cffect the determination of the
supervisors’ level of performances. There is no specific good and reliable instrument to measuie
this. Different appraisers who are in the position to carry out the assessment will definirely
affect the difference in the level of performance that may exist.



CHAPTER 2
LITERATURE REVIEW

2.0 Introduction

This chapter 1s reviewing the past literature on emotions, emotional intelligence and also
its relations with other variables. In this chapter the researcher will try to understand what is
emotions, the intelligence and its importance in life and specifically those related to the
organizations and performance.

2.1 Performanee

Seeking the meaning and the understanding of performance will also lead to the study of
human relations. This study examines closely at the way people behave, what people do and
say. There are three levels of behavior include individual, group, and organizational. The levels
where human relations take place are the group and organizational levels. Group behavior is the
interaction of two or more people doing things. Whereas an organization is a group of people
working to achieve an objective (Lussier, 1993). When the groups and individuals wteract, their
collective behavior forins the organization’s behavior.

Figure 2 shows the formal organization structure on authority and reporting relations.
Level 3 is the level where the board of directors and president is to focus on the entire
crganization. Level 2 is the focusing on the behavior and human relations within and between
groups and finally level 1, which focused on the behavior of any one person in the organization.

Ihe setback of these levels is that there is no indicator of multiple possible human
relations that exist outside the formal structure. The relationships that can and should exist
between any of the levels in the routine of a days work. Organizational periormance depends on
the contribution of joint efforts between the individuals and also the groups. In order to be a
high performing organization, there should be the existence of high performing employees
consists of these individuals and groups. So, the burden to increase and develop the ability of
these employees falls on the management. The management should be able to identify the
performance of all levels of employees and their behavior to plan and implement activities.
Without this knowledge, the success of any programs unplemented in the organization would
not result in the effect desired for the employees because the wrong program is given to a wrong
individual.

The organization knows that they are the foundation and a sirong foundation is needed to
compete in a compelitive environment. Acknowledging these 18 not enough but is a good start in
the process of developing its human rescurces. Figures 3 shows the relationship between the
three groups while Figure 4 shows how behavior and human relations act as foundation to high
performance of employees.



I'igure 2: Levels of Behavior
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Figure 3:The Relationship between [ndividual, Group, and Organizational Performance
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Figure 4:The Relationship between Behavior, Human Relations, and Performance
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{Source: Adapted from Lussier, R. N. (1993). Human Relations in organizations: A skill
building approach (2™ ed). Massachusetts, USA: [RWIN. pp. 10)

2.1.1 Maotivation

There is no specific definition for motivation. In Jegal terms, motive is the reason for
someone o do something and from the mechanical analogy perspective, motive force gets the
machine started and keeps it going (Amold, Cooper & Robertson, 1998). It is considered as one
of the most hasic elements of human behavior. Behavior is motivated by some need. Needs and
motives are complex but there are many theories develop to answer questions and fulfilled the
demands for development in work organizations. From the definitions, three important points
were known to be first, the causes of voluntary behavior that is the nature of nearly all behaviors
performed in the workplace. Even when 1t 15 clear that motivation can be concluded as
conceming factors that push us or pull us to behave in certain ways. Motivation 1s made up of
three components namely; direction: what a person is trying to do, effort: how hard a person 1s
trying, and persistence: how long a person continues trying. The following theories were used as
models for the managers to understand employees internal needs and produced the desired
results.

2.1.1.1 Maslow’s Hierarchy of Needs
According to A. H. Maslow, human needs come in definite sequence. This theory 15
based on three major assumptions:

i. People needs are arranged in order of importance, from the most basics to a more
complex ones (e.g. physiological to self-actualizatiou)
1i.  People will not be motivated to satisfy a higher level need unless the lower level needs
has been at least minimally satisfied
. Maslow assumed that people have five classifications of needs.

Figure 5 shows the five classifications of needs by Maslow. Physiological Needs: These
needs are basic such as food, clothing and shelter but in working organization, the basics for the
employees are salary, breaks and working conditions. Safety is the second level that the person
would be seeking after the basic needs are met. Safety is about security. the need for better
working conditions, job security, salary increases and also fringe henefits to support ther
physiological needs. Social needs 1s the relations with others the need to he accepted in the
circle or community, the need for friends, relationships where there tend to be interaction with
the others in the organization. The fourth ievel is esteem needs, it is considered higher than
social needs because it focuses on egos, status, self-respect, recognition for accomplishments, a
feeling of self-confidence and prestige. Employees who reach this level is considered as seeking
needs for titles, the satisfaction for completing work, merit pay raises, recognition, challenging
task, participation in decision making, and the chance for advancement. Finally, the need for
self-actualization is the highest level of need. It is the need to develop one's skills, the chance to
be creative, achievermnent and promotions, the ability to have complete control over one’s job.

Even though there were arguments that many rescarch studies do not support Maslow’s
theory but it is still used today as basics for other theories. Social needs were to be considered in
understanding how it can affect performance. Social skills are also listed down as one of the
elements in emotional intelligence concept and play an important role in the contribution of
employees’ performance 1n an orgamzation.

Maslow’s theory is considered as one of the content theories of motivation because it
focuses on the content (nature) of items that may motivate a person. Due to the difficulty in



