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1. [bookmark: _Toc8664214]Introduction

The concept of Emotional Intelligence (EI) is one of the salient and regularly examined subjects in the organizational study. And, there have been sentiments communicated by numerous individuals about its methodical development. It is mentioned that EI concerns double as much as IQ but so far it has been marked as an “elusive concept” (Mayer, Salovey and Caruso, 2004). According to some, “a considerable body of research” which suggests that EI supports and prepares the foundation for competencies significance “in almost any job” (Cherniss, 2000). It is recommended in the management literature (as well as common sense) that both nature and nurture augment emotional intelligence (Mckee, 2017). In this report, investigation of the phrasing EI will be explored with surviving conceptualizations and related measures. Its theoretical viewpoint talks about distinctly to the agreeable blend of feeling and knowledge which too will be studied. 
Henceforth, it will likewise consider the notion of Organizational Performance (OP) which in this manner is upheld and progressed by HR the executives as of distributed works which will feature its components. As, EI has been observed to be a critical indicator of different desired organizational results (Gunu and Oladepo, 2014). The process of emotional information has evolved in the area of communication- where in being often and more circumcised which highly involves knowledge and understandings of relationships between people (Mayer, Salovey and Caruso,2004). 
Also, differentiation between the general language and emotional information have respective levels of institutionalization- involves that culture recognizes info as significant, accounts its connotations, and acknowledges know-how in the area. It is an emerging information source in this relation. Though emotional meanings have been studied and understood previously and even better now, but only communicated (Mayer, Salovey and Caruso,2004). 
To add, the notion of organizational performance or effectiveness supports a chief spot in the management organizations (private and public). The in-depth study conducted, resulted in five combined models of organizational performance. It is classified in the degree of their complexity i.e. 1) the Performance Measurement Matrix, 2) the Performance Pyramid, 3) the balanced Scorecard, 4) the Organizational Effectiveness Model and 5) the Stakeholder approach on Performance Measurement (Morin and Audebrand, 2003). Side by side in past decades, issues for productivity, efficiency, overall quality and excellence have become extremely extensive in organizations. It is due to alarms, that frequently motivated by the awareness of threats to the longevity of the organization. As often, the conceptual meaning of organizational performance is restricted to its financial aspect. Nonetheless, (Gong et.al, 2009) states affective and continuance commitment to an organization is the initial aspect to look for which is linked between organizational performance and HR practices. 
As affective commitment denotes to an emotional attachment to an organization i.e. the dedication person recognizes in the organization. Whereas, continuance commitment denotes to the inclination to stay in an organization in the degree of costs or loss related to an exit from the organization (Gong et.al, 2009). However, it is said various workers are not satisfied or happy in their jobs due to the fact of specific factors within and outside the job (Dzever and Lambert, 2015). The current rapid change in cooperate business has challenges and it is a critical observation to study across banking sector which would reveal changes such as rapid socioeconomic, continual structural, psychophysiological and demographics that are sieging the organization (Dzever and Lambert, 2015). Nevertheless, this study is to advance the understanding the connection between emotional intelligence (EI) and organization performance (OP). Accordingly, this research will extend further investigation on essentially on emotional intelligence (EI) and organizational performance also, have an insight into EI impact on the organizational performance. Particularly, in the banking sector as it is considered as an extensively stressful job, as reviewed by Dzever and Lambert (2015) bank employee distress job security due to demand for excellence efficiency and not many studies have been discussed coherently on the impact of EI.     

[bookmark: _Toc8664215]2.Theoretical background 

In the 21st century to effectively thrive and to develop and augment labour force aptitudes, organizations ought to commence in the future direction of human resource blueprints. It may be claimed as the person competencies of the labour force in any organization might determine an organization’s success factor. Such achievement across another factor, could be characterised to the socio-behavioural attributes and readjustments. Those individuals must make sure in their position power and job role to achieve a generally common base within an organizational context. This is where the notion of EI plays a vital stance in every organization that defines skills, ability, capacity, managing emotions of own, others and groups. So, further, the report will inspect the theoretical backgrounds on this topic.
 
2.1 [bookmark: _Toc8664216]Emotional Intelligence

In a very real sense, we have two minds, one that thinks and one that feels.
										(Goleman, 1995)
Prior terminology Emotional Intelligence (EI), the growth of interpersonal skills for the business was remarkably achieved early by Dale Carnegie. His skill training conferences and the printed work in 1913, Public Speaking and Influencing Men in Business and the top-selling How to Win Friends and Influence People in 1937. He wasn’t academic however, many of the ‘common sense’ concepts were integrated by him for example, positive reinforcement for worker’s efforts and exhibiting the positive effect. Carnegie focused on the ability to engage others in quality interactions, effective speaking and listening, and effective feedback (Riggio, 2010). 
Having a portion of good interpersonal skills development for administrators has studied additional complex aptitudes for instance conflict management and negotiation capabilities. Resulting in which can be viewed as added strategic interpersonal skills rather than just simple abilities to communicate information. So, the range of interpersonal skills is wider, diverse and integration of both simple and complex aptitudes. Scholar states that the development of interpersonal skills for managers and leaders still lacks required self-growth and personal creativity (Riggio, 2010). 
Moving forward, it is true that developing emotional abilities is a long- term procedure and requires longer commitment because it is a psychological body. If developed it improves emotional and social communication capabilities, ones respond to extra favourably, and social exchanges convert into constructive and rewarding outcomes (Riggio, 2010). Recently, the constructiveness of emotional intelligence (EI) has captivated much research concentration as a new analytical notion for life effect. EI comprehends fundamental emotion processing capabilities such as understanding, identifying and describing emotions of self and others and most importantly to be able to understand more complex competencies of organizing, managing and implementing persons’ emotions to aid thoughts and behaviours (Stough, Saklofske and Parker, 2009).  
The notion of EI also has been viewed as an effort to establish a conceptual link between human emotional knowledge and cognitive abilities. Simultaneously, a great number of EI instruments were established as its amount of disbelief and criticism backlash claimed to have lessened. Which said to be worthwhile reassessing the contemporary advancements in support of evaluating EI. Most contemporary theories treat cognitive methods as a vital component of emotion; cognition or reason which is a basic part of how those emotions are developed and the meaning such emotions obtain. Certainly, the dispute over EI’s stance in relation to other cognitive capabilities constructs was then proposed by scholars which has three principles that EI ought to connect to be the authentic mode of intelligence (Mestre et.al, 2016) as shown in Figure 2.1.1 below: 
Three principles of EI

· Operational
· Correlational
· Development







Figure 2.1.1: Cognitive Capabilities Construct (Mestre et.al, 2016)



On the other hand, incorporation and research from the area of intelligence suggest that intelligence has included several definitions as a classification of mental aptitudes, performance in achieving conceptual reasoning with data and a capability to learn. Again, on the other side, as an incoherent force and reason (Mestre et.al, 2016).  Moreover, EI approaches differs broadly with available tools that evaluate the construct. Present measures are broadly classified either demonstrating the integrative model, specific ability or mixed model of EI (Webb et al., 2013). 
The theoretical model in ‘mixed model’ practice of EI described as the notion that is lot extensive than just a general set of skills. Such notion consists of attributes traits, social cognitions, beliefs, attitudes other noncognitive characters that leads to emotional functioning (Mestre et.al, 2016). To illustrate, Mayer and Salovey’s theoretical model advised the four-branch model and this framework consists of four aptitudes: perception, facilitation, understanding and management (Mestre et.al, 2016) as shown in figure 2.1.2 below: 
Perception
Management
Facilitation
Understanding
Figure 2.1.2: The Four- branch model (Mestre et.al, 2016)



Similarly, development of theories about EI is also considered as trait model, ability model and mixed model by Daniel Goleman (Majeed, 2018). The ability model fits the cognitive ability of a person to maintain reactions to emotions. These abilities include attention, comprehending and maintain emotions. And trait model challenges working out of the above-mentioned cognitive abilities but then mentioned to some level, such a trait model is quite comparable to the ability model (Majeed, 2018). So, it wouldn’t be wrong to say, the cognition is one of the major significant elements of human demeanour. 
As unclear as it sounds how these models fit, researchers further worked to solve this issue via adopting various personality attitude. It is then when the mixed model emerged which attempts to settle confusion presented between both traits and ability models (Majeed, 2018). As mentioned above, the similar notion about the mixed model as wider sets is expressed by another researcher. EI in mixed models has relatively wider conceptual definition i.e. “an array of noncognitive capabilities, competencies, and skills that influence one’s ability to succeed in coping with environmental demands and pressures” (Webb et al., 2013). To elaborate, mixed models is mirrored as widely used as Bar-On Emotional Quotient Inventory (EQ-I) to measure competencies. Nevertheless, the new release of EQ-I 2.0 consists of 15 sub- measures managed under five core measures (Webb et al., 2013) to have a breadth of EI. Below figure 2.1.3 illustrates such measures:        
        Intrapersonal
General Mood
Stress Management
Interpersonal
Adaptability 
-Self-regard
-Emotional self-awareness
-Independence
-Assertiveness
-Self-actualization.
-Social responsibility
-Empathy
-Interpersonal relationship
-Flexibility
-Reality testing
-Problem solving
-Impulse control
-Stress tolerance
-Optimism
-Happiness
Figure 2.1.3: Emotional Quotient Inventory 2.0 (EQ-I 2.0) (Webb et al., 2013)


Whereas, next case of a mixed model conceptualization of EI is mirrored in the work of Goleman (1995) and it consists as an accumulation of empathy, motivation, attributes, optimism, persistence and social skills (Webb et al., 2013). Moreover, the following will study more of EI measures.

[bookmark: _Toc8664217]2.2 Emotional Intelligence Key Measures

There has been much written on the topic of emotional intelligence but less about how to successfully measure or develop within employees or the looks of being an emotionally intelligent organization. As EI is usually viewed as the combining strand intertwining regularity across organization effectiveness interferences, a measuring instrument of EI is required to come in handy at that moment (Watkin, 2000). 
The instrument named the Hay 360 Emotional Competency Inventory (ECI) delivers an assessment and improvement tool to build EI capabilities in the workplace. It is a questionnaire tool designated to assess and improve EI in the organizations and for individuals i.e. 360-degree tool (Watkin, 2000). Studies have been conducted itself by the Hay Group and Goleman across 500 organizations and showed that EI is not IQ as it predicts high performance, EI accounted for more than 85% of excellent performance in topmost leaders and EI can be advanced via specific training development (Watkin, 2000). To add, ECI measures consist of; self-awareness, self-management, social-awareness and, social skills (Watkin, 2000).
Nevertheless, concerning the increasing belief of competency whilst developing operation of emotional and social intelligence competencies (ESC) i.e. now measured as Emotional and Social Competency Inventory (ESCI) as shown in figure 2.2.1 has certainly evolved into flexibility foundation for choices, evaluation and improvement of human talent in the organization (Emmerling and Boyatzis, 2012). 
Figure 2.2.1: Emotional and Social Competencies Inventory (ESCI) (Watkin, 2000) 
· SELF-AWARENESS

· SELF-MANAGEMENT

· SOCIAL-AWARENESS

· SOCIAL SKILLS


ESCI is contemplated to provide the asses of the EI and SI aptitudes on how an individual expresses his/her management of their emotions in their personal life and work sets (Boyatzis, 2011).   
Similarly, Social and Emotional Learning (SEL) is another assessment tool and is based on the book of Daniel Goleman. SEL proficiencies evaluation tools have five key competencies named self-management, self-awareness, social-awareness, social or relationship skills and responsible decision-making skills (see below figure 2.2.2) (Feidakis, Daradoumis and Caballé, 2011).
· Self-management

· Self-awareness

· Social-awareness

· Social/ Relationship skills

· Responsible decision-making


Figure 2.2.2: Social and Emotional Learning (SEL) (Feidakis, Daradoumis and Caballé, 2011)


 
Next measure named, EI performance-based test is the Mayer- Salovey- Caruso Emotional Intelligence Test (MSCEIT). It includes 141 computer-administered features assessing the use, perception, understanding and managing emotions (see below figure 2.2.3) (Webb et.al, 2013; Feidakis, Daradoumis and Caballé, 2011). 
· USE
· PERCEPTION
· UNDERSTANDING
· MANAGING
Figure 2.2.3: MSCEIT (Webb et.al, 2013; Feidakis, Daradoumis and Caballé, 2011)


The MSCEIT generates a total EI score and two area score i.e. Experimental EI and Strategic EI. The ability to perceive emotions in oneself, others and various stimuli, for instance, art or music and, to utilize emotional information to facilitate thought are reflected by experimental EI. Whereas, the ability to understand emotions and their evolution in oneself and others and to manage them in effectively and efficiently manner is reflected by strategic EI (Webb et.al, 2013). 

[bookmark: _Toc8664218]2.3 Intellectual and Social capital

The theoretical studies of the cognitive process consisted of opportunity recognition. Evaluation in the context of the social network is focused on the initial gained knowledge and experience to perceive those opportunities (Ramos-Rodriguez et al, 2010). Having said that, the presence of EI competencies factors in an individual can play a major impact in recognizing a business opportunity. For instance, asymmetric information and prior awareness, social networks and personality traits. So, to shed the light on the aspects that affect person’s opportunity acknowledgement said to be set within person’s intellectual capital which is their knowledge, skills and experiences (Ramos-Rodriguez et al, 2010). Whereas, a person’s social capital is where it is their evaluation of external knowledge that is obtained by the social networks.
Furthermore, the theories of intellectual capital contemplate that having knowledge advances a person’s cognitive skills and enables them to perform more efficiently and effectively. Having higher excellence intellectual capital in individuals should allow better understanding, conclude, interpret and administer innovative information (Ramos-Rodriguez et al, 2010). It is mentioned that the base of knowledge comprises the intellectual capital which could decide the person’s capacity, for example, educational level and, knowledge and skills. Regarding the knowledge and skills, the theory of planned behaviour said to possess if the persons acknowledge they have the required skills, ability and knowledge then they will have a sense of positive and proactive attitude (Ramos-Rodriguez et al, 2010). Which then links to the EI competencies, named social intelligence.   
The effect of the individual’s knowledge foundation does not end or enough on one’s own knowledge but also, required to consider and recognise the external knowledge environment where they are encountered as suggested by research literature of network and social capital. Its theory is somewhat associated with network theory. Such theories acknowledge people’s capacity to draw out advantages from their association of social network. Social capital endorses the social exchange of information and resources which are beneficial in the businesses (Ramos-Rodriguez et al, 2010).  
Current works of operation management conceptualize contained with three interrelated proportions i.e. the structural, the relational and the cognitive (Turner, 2011). It is advised that social capital proposes promising and likely in leveraging inter-organizational relationships as it ties valuable resource for them for superior outcomes (Turner, 2011). Which later generates sustainable advantage and excellent performance for the organization. However, the primary support of social capital is comparatively well developed in the study area of sociology (Turner, 2011). 
Moreover, above theoretical stance and insight of EI and its elements along with measures leads to investigate upon organizational performance.    

3. [bookmark: _Toc8664219]Organizational Performance     
  
One of the most significant and effective constructs in management research is organizational performance (OP). Initial studies uncover organizational performance has a multidimensional conceptualization associated largely to skateholders, diverse market circumstances and time (Richard et al., 2009). For the survival and the success of the contemporary business that, constructs of market competition for customers, contributions and capital makes organizational performance become crucial. Human resource, operations, marketing and strategy are essentially and ultimately assessed by their inputs in organizational performance. In order to acknowledge where the organization stand, how it can progress and perform over time, measuring certain actions of managers and organization itself is essential for evaluation (Richard et al., 2009). However, it is mentioned that the performance is very communal in management study, its definition and structure are seldom explicitly legitimized instead they are implicitly assumed (Richard et al., 2009).
Furthermore, firstly OP being multidimensional and its sources foremost, all the stakeholders have some potential demand to the leases arising from the activities of the organization. To elaborate, stakeholders are those who “can affect or is affected by the achievement of the organization’s objectives”. Employees, managers, customers, suppliers, governments, NGOs and shareholders can have respective motivations that indicate and require distinguish measurement (Richard et al., 2009; Morin and Audebrand, 2003). 
Secondly, most of the organizations are heterogeneous in their capabilities and resources and decides how and where they elect to practice them. But, for instance, small organization are likely to perform slightly in different manners due to very unlike strategies and resources. The evident difference in measures, larger organizations usage both non-financial and financial performance measures but prefer financial measures (Richard et al., 2009). Whereas, small organizations usage both non-financial and financial measures. It is mentioned, the association between performance and measures is impacted by the sort of measures the organization usage internally and the way that is fixed into enticement and control systems such as organization’s Key Performance Indicators (KPIs). Especially, when the internal measurement systems practiced will unquestionably influence performance at the organizational and individual levels (Richard et al., 2009).
Lastly, there is a known and popular example by Peters and Waterman that a third of the “excellent” organizations that are identified as superior long-term performers. Empirically studies noticed performance results can be biased and explained via random programs and the nature of the models used to grasp performance over time (Richard et al., 2009). Any changes in performance have shown to take place at different rates for corporations, industry and business unit aspects. It is said, examine that is carried out for certain factors requires to measure the performance in a discipline that counterparts such context. As confirmed by Richard et al., (2009) that there is a presence of evidence which advises the industry factors can sustain performance over the longer period.
Though, numerous performance measures are itself dependent on time. The effects of a reputation as such is linked to past performance towards future performance generating feedback and review inside performance dimensions. Having suggested of perseverance that existence of continuing competitive advantage, such performance perseverance is partial identifiable to the time sequences which is characterised that lead to adhesiveness in return measures. Also, auto-interaction can be caused by unnecessary biases for instance, subjective measures are affected by the bias arising from the time of current events (Richard et al., 2009). 
Whilst, the further relationship among measures inclusive halo effect may lead to false relationships being implicit as nominal (Richard et al., 2009). To add, there are issues that misrepresent shareholder return an unbiased estimation of total value firstly, flawed information and financial market return can be an accord prediction of value made by people. Secondly, the market symbolizes an accord predict at an edge in time. Hence, in third the financial market as its own, is not free from the psychologically and structurally made biases (Richard et al., 2009). 
Moving forward, towards the measurement of organizational performance, survival is often dependent on variants especially in organizational sociology ((Richard et al., 2009; Morin and Audebrand, 2003).  So, Balance scorecard (BSC) as such is the framework that brings together several measures that are aimed at internal business procedures, financial effectiveness, customer outlooks, invention and learning. Its purpose is to support the organization to create an across-the-board performance measurement classification (Richard et al., 2009).         



[bookmark: _Toc8664220]3.1 Performance Management

Performance management is seen as an unending process of recognizing, measuring, and advancing the performance of persons and teams whilst bring into line with the organization strategic aims (Aguinis, 2009). To add, the above-mentioned domains are distinguished into two components, unending process and bringing into the line with strategic aims. As performance is unending, it consists of ongoing procedures of situating aims and objectives, perceiving performance and conveying offering and taking continuous feedback and coaching (Aguinis, 2009). Accordingly, performance management entails at all cost managers must ensure that employee’s work and productivities are corresponding with organization’s aims and, subsequently, as a result, assist in achieving a competitive edge (Aguinis, 2009). So, it is obvious that performance management forms through an association between organizational aims and employee performance.
However, various organizations have labelled as a “performance management” system. In that case, it is necessary we differentiate among performance management and performance appraisal. The systematic description of the employee’s strengths and weaknesses is performance appraisal (Aguinis, 2009). Hence, it is a significant element of performance management, but then again it is just a portion of a larger picture- reasoning performance management is much supplementary than just performance measurement. The advantages connected with the practice of a performance management system inputs across; motivation to perform, high in employee engagement, increase in self-esteem, voice behaviour is strengthen, intentions to stay are higher, gain insight about subordinates, clarified job duties, organizations’ goals cleared, facilitation for organizational change, performance are communicated, self-insight for improvement are higher, differentiation of food and poor performers, cleared administrative actions, competitiveness in employees, minimized employee misconduct, protection from lawsuits (Aguinis, 2009). And so, has the disadvantages contrary to above inputs.
Correspondingly, those above inputs and others are generally are clustered in six organization purposes namely; strategic, informational, administrative, documentation purposes, administrative, and organizational maintenance (Aguinis, 2009). Importantly, reminiscing above points and contemplating what aspects does a good system has is crucial to look for and considers its characteristics. So, with that, an ideal performance management system has- congruent strategic, congruent context, thoroughness, practicality, specific, reliability, meaningfulness, recognition of productive and unproductive performance, acceptability and equity, inclusiveness, correctability, standardization, openness and ethicality (Aguinis, 2009). For these ongoing processes of performance management, it requires and includes numerous mechanisms procedures (Osmani and Ramolli, 2012; Aguinis, 2009) such as shown in below figure 3.1.1:
PREREQUISITES
PERFORMANCE PLANNING
PERFORMANCE EXECUTION
PERFORMANCE ASSESSMENT 
PERFORMANCE REVIEW
PERFORMANCE RENEWAL & RECONTRACTING
Figure 3.1.1: Performance Management Process (Aguinis, 2009) 


The prerequisites have two significant essentials which are required prior a performance management system is implemented i.e. knowledge and understanding of the organizations’ mission & strategic aims and understanding the information of the job (Aguinis, 2009). Having knowledge of the mission and strategic goals of the organization is the consequence of strategic planning. Hence, the strategic planning process might carry out only after the mission or vision statements are outlined thus, most of the time they interact with each other (Aguinis, 2009). Hereafter, once the goals are set for the whole organization, likewise it will cascade similar goals downwards until every employee has their set of goals in harmony with those of the organization. So, incorporative relation among strategic management and people management process is a dynamic and multifaced relationship (Aguinis, 2009). To recall, a chief objective of somewhat any performance management system is to boost and enhance every employee’s input to the organizations’ goals. 
The next is understanding the information about the job which is carried out via job analysis. Such analysis as stated by Aguinis (2009) is a procedure of deciding the key factors of a specific job which generally includes knowledge, skills and ability (KSAs). The information required to perform the job is knowledge. Attributes which are typically learned by work completed in the past. And in relation to having emotional, intellectual, physical and psychological savvy skills is the ability. So, it considers the behaviours competencies and appraisal on such behavioural criteria as know-how and communication skills. 
At the initial time of every performance cycle, both employee and manager discuss and agree on the needs of the work to be completed then in what way it ought to be completed. So, employees must have thorough information and knowledge about the performance system. This above performance planning considers both results, behaviours and development plan. The outputs that employee must generate is results. High regard of results requires to consider the core accountabilities where the employee is in charge of generating results. 
It also includes objectives and performance standards (Osmani and Ramolli, 2012; Aguinis, 2009) meaning- reports of important and measurable consequences, and evaluation on how employees have accomplished every objective respectively. So, performance standards deliver knowledge of cost, quality, time and quantity which are acceptable and unacceptable (Aguinis, 2009). It is crucial to review cycle after there is an agreement on a development plan which includes acknowledging the parts that need to be improved.  This step typically contains both behaviours and results (Aguinis, 2009). 
After prerequisites steps are met and the planning point has been done, implementation is processed that contains performance execution, assessment, review, and recontracting.  With that, Aguinis (2009) stated the employee has major ownership and responsibility in performance execution process however, it does not mean their involvement only begins from here. As mentioned earlier, the active contribution to development is needed by employees. So, at later phases, in the evaluation process employees are vigorous participants which include self- assessment. The review of performance is a two-way or one-to-one communication process. Though, the execution phase has and ought to have such factors pointed below: commitment to achieve a goal, unending performance feedback and training, communication, gathering and sharing performance info, arranging for performance appraisals (Aguinis, 2009). 
Nevertheless, both parties within an organization are responsible for valuation degree in which anticipated behaviours have been exhibited and outcome have been achieved. Not to forget that comprehension of self-ratings supports stress possible differences among self- belief and the belief which important managers have of employees’ demeanours (Aguinis, 2009). Nevertheless, the key performance indicators are to be; quality of work, productivity, teamwork, initiative and problem solving (Osmani and Ramolli, 2012). However, the differences among the above two opinions are the greatest possibilities to cause development attempts especially whilst, responses from the manager is highly negative than are of employee’s own self- valuations. But again, self-evaluations are as well beneficial in regard as added factors because it may reduce an employee’s defensive attitude at the time of appraisal meetups and maximize the employees’ fulfilment and increase insights of fairness and accuracy with the performance management system. So, the performance review is a formal setting where an employee gets feedback on their performance. Aguinis (2009) states appraisal meetups are regarded as the “Achille’s heel of the entire process” due to the fact that lots of managers are distress giving performance feedback, especially when performance is inadequate. Finally, the performance process comes to the last stage on renewal and recontracting usages and practices of all the insights and knowledge gained from the above processes (Aguinis, 2009). For example, in case if a few goals might have been placed impractically high to achieve i.e. sales target, which would lead to reconsider lesser goals that would be practical for the further review time.  
Therefore, performance management as a never-ending process is once settled in the organization, its process becomes an important portion of an organization’s culture.         

[bookmark: _Toc8664221]3.2 Organizational culture and Leadership performance

Studies in strategic management have widely pointed out about the organizational culture and addressed that study on organizational effectiveness requires consideration to recognize the crucial activity that is generated from an internal organizational context. Such internal context of the organization consists of wider categories of characteristics i.e. culture, structure and power (Meng and Berger, 2019). Thus, it is said the difference in organizational performance can be understood on knowing or arguing the fit between organizational culture and organizational strategy (Meng and Berger, 2019). As per strategy, there is a strong supporter for Miles and Snow typology which proved its application that can be used in any sector including financial industry (i.e. banks) (Anwar, Shah and Hasnu, 2016). 
Hence, organizational culture is characterised as a collection of values, beliefs, judgements and assumptions which are mutual across by the people within the organization. Those joint principles have an impact on the behaviour that is portrayed which eventually lead to decisions making, that ahead creates an influence on an organizations’ effectiveness. Nonetheless, present literature suggests that there is a positive relationship between organizational culture and effectiveness (Meng and Berger, 2019). Noting that, it has been acknowledged and validated that four proportions of organizational culture positively contribute to organizational effectiveness. 
On the other hand, leadership is one fundamental aspect of the organization since its greater impact is shown on the path and decision-making process. Studies have found that chosen ideal leadership styles among professional vary by gender and transformational leadership style are chosen by various professionals (Meng and Berger, 2019). While, these professional’s communication must include cognitive, affective, social and conative proportions (Meng and Berger, 2019). O'Boyle et al., (2010) found transformational leaders aided their staffs to remain in a positive mood whilst interacting between staffs and with their customers while they are performing emotional labour. 
Such emotional labour takes place when staffs must adjust their emotions to meet the demonstrated rules of the organization (O'Boyle et al., 2010). Hence, executive leadership is said to be the primary shaper and builder of organizational culture. Tseng and Levy (2018) mentioned a written conceptual paper has noted “managers put performance management into practice” and emphasised, “organizations’ goals to improve organizational performance may be achieved only to the extent that the managers foster the same goal of improving employee performance through the performance appraisal process”. Accordingly, managers are missioned by placing performance practices and expected to evolve from their leadership performance, and together with the developments in the organization (Tseng and Levy, 2018). 
Leaderships are focused in a social and goal-oriented impact process likewise, holds largely in purpose-driven and rooted on interpersonal exchanges which are beyond usual transactions. In addition, leadership as a process of impact is supportive for theoretical managerial purposes and such theories enlighten the fundamental mechanisms via where a leader’s actions outcome changes in the aim’s consequences (Tseng and Levy, 2018).  Initial leadership process models reviewed and highlighted that managers assist as a chief source of leadership which impact change in targets at distinguishing level of inquiry to affect performance (Tseng and Levy, 2018).   
With the above inclusion of conceptual insights surrounded on the Emotional Intelligence and organizational performance, next section of this report will investigate its interconnection and application in the contemporary organization context. 

4. [bookmark: _Toc8664222]The practice of EI and its impact on Organizational Performance 

Various researchers and experts expressed that EI overrides in comparison to other forms of intelligence in concluding the success or failure of an organization. Also, it is said to affect the sort of conflict management approaches which people endorse (Sadri, 2011). Also, EI is perhaps important in the service sector where employees reciprocate with customers as well as co-workers. And people with higher EI competencies are highly expected to use collective approaches to solve conflict (Sadri, 2011). So, it would be interesting to investigate particularly in the banking sector for an example, as EI in the last few decades have been a popular phrase in the corporate world and banking is no exception. 
The banking work environment is extensively dynamic, volatile and demanding higher effectiveness. Employees at banks work extremely under pressure and stressful conditions to achieve their tasks. A study conducted found that burnout, for instance, resulted from working under continuity stressful environment fostered mental, physical and emotional exhaustion (Nagar, 2017). Interestingly, prior investigation studies especially in bank managers’ using EQ test measure found and reported that demographic factors are associated i.e. age and experience in this manner (Nagar, 2017). Additionally, a study by Rahim and Malik (2010) found gender as another factor. As Goleman stated EI can be learned by training and coaching which illustrates the traits are developable. Noting that, the finding of the mentioned study confirmed that the emotional intelligence of an individual enhances along with the age and experience (Nagar, 2017). However, the optimal efficiency of any organization does not always depend upon its financial resources or strategy but somewhat it is depended by the degree of human resource management usage (Hosain, 2018). 
Only recently about cognitive and behavioural skills of employees are much focused because it helps in fetching the ultimate productivity and shaping the whole organizational performance. Hence, studying EI impact in the banking sector and its performance for an example is even more interesting and challenging as there are limited studies and is considered as a stressful job. Saying that researchers have studied few in this manner, such as the impact of emotional intelligence on turnover intentions in the banking sector which used the MSCEIT test instrument (Hosain, 2018). 
Surprisingly, previous findings mentioned in the study on the relationship between EI and turnover intention was verified to be negative. However, again when examined it was found differently to be- a decision made voluntarily to leave the jobs in respect to individual subjective experience (Hosain, 2018). Outcomes of such study were obtained via multi-source field study on leadership influences and turnover (Hosain, 2018). To add, managers those who closely focus on financial performance index incline to embrace a lean management system though, solely concentrated on only financial performance embrace short term standpoint which would cause in the organization longevity as well as damaging respective stakeholders (Morin and Audebrand, 2003). 
In the other hand, culture said to have inputs in the understanding of the contemporary business environment due to the cultural dimensions which are applicable to such environment. Such cultural dimensions are constructed and then merged into five chief dimensions namely; social relationships: individual vs collective; power distribution: hierarchical vs egalitarian; time and work patterns: monochromic vs polychromic; environmental relationships: mastery vs harmony and social control and uncertainty: rules vs relationships based (Armstrong, Francis and Grow, 2017). 
Mentioning that, quest on the relationship between leadership and culture stated to be the study among two values (i.e. Asian and Western) which has showed Asian cultures had entrepreneurial conducts when compared with the commitment to the advantages of the group and self-reliance that of Western tradition by individualism-collectivism (Armstrong, Francis and Grow, 2017). Therefore, it somewhat shed the light on that leadership and employee’s state of EI plays a vital role; and demonstrates that leadership behavioural communication with employees is significant whilst creating environment of belonging and enhancing their state of EI in turnover intentions and in time of transition.
Furthermore, the terminology named Quality of Work Life (QWL) is the accumulation of principles that embraces people are the most essential resource in the organization as they are responsible, trustworthy and skilled in making value inputs and ought to be treated with respect and dignity (Dzever and Lambert, 2015). This QWL includes work timings, wages, working conditions, health issues, management behaviour towards employee and, financial and non-financial advantages (Dzever and Lambert, 2015). So, work life quality can be looked as multidimensional dynamic constructs which fetch notions as job security, reward system, job promotions, participating and learning in decision-making. 
The management and psychologist scholars agreed work-life quality is a structure for employees in terms of welfare or in general referred to subjective understanding (Dzever and Lambert, 2015). The individual work-life quality is a phenomenon that further observed as performance development methods and primary components of excellence which serves as a mode that fetches in the matching direction to both employees and organization (Dzever and Lambert, 2015). 
Correspondingly, it has been discovered that leadership styles will have a through and straight effect on job satisfaction, organizational performance and possibly employee’s quality of life. Going back to the prior theories of emotional intelligence, it is described as a subcategory of the social intelligence but there seems to have no works on empirical conclusions among emotional intelligence and employees’ quality work life (Dzever and Lambert, 2015). Moreover, in relation to job satisfaction, it consists of various factors. The study conducted found to be the degree of banker’s overall work satisfaction factors included working hours, working environment, training and development, performance appraisal, relationship with co-workers & management to name the few. 
Consequently, dissatisfaction within the bank employee was surprisingly on training and development and then working hours. Also, to mention, it was noted that often the banks use of welfare measure (Chowdhary, 2013).  Next, with all these analyses, following part reaches out for vision for the future in if emotional intelligence is to be practised and applied thoroughly and consistently in the organization how would it a picture and what entails to accomplish them.  

[bookmark: _Toc8664223]5. Vision for the Future   

As there has been multiple suggestions and recommendations on Emotional Intelligence (EI) regarding organizational performance from the researchers. But still, it seems much needed of investigation and application are required for enlightenment in this regard. To elaborate, it has been aged long enough to know that people are the foremost resource for the organization to achieve excellent performance. Saying that advanced HRM practices inclusive of selective employing, training and rewarding are positively and directly related to affective measures of organizational performance. Also, HRM in an organization should emphasise more agreement concerning the HRM systems and practices. 
Accordingly, study findings in relation to leadership and organizational behaviour using MSCEIT in the organization propose a few of the complexity that might be present whilst examining EI in social organizations. And EI skills might not be any chief or essential to some and EI might decline climbing up in the business ladder. It’s because study tested senior executives in a large international organization but in the contrary, sub-standard organization supervisors appreciated EI. 
Additionally, employees’ relations with customer seemed positively influenced by EI however, contrariwise team leaders were related to performance. So, perhaps EI is more significant across employees who are mostly in direct contact with customers. Nonetheless, it might not be always the case. Again, employees work within team members in that environment of the organizations. So, it looks the importance must be adhered more towards and across employees, managers and hierarchy of management in such manner. 
As higher EI individual certainly have a better perception of emotions, use such in a rational manner, understanding their meanings, also managing them better than other individuals. Such individuals have higher in social and verbal skills and inclines to be open and agreeable than others. However, those who are not capable must be given major attention as they are resources too for the organization. There is the presence of cite at the beginning of the Goleman’s Emotional Intelligence book by Aristotle, anyone can become angry, that is easy. But to be angry with the right person, to the right degree, at the right time, for the right purpose, and in the right way, that is not easy. This perfectly has the essence of EI. 
Further, we understood by now that EI is blended of feeling and knowledge or human emotional knowledge and cognitive abilities and there are many available EI instruments for measures. Affective and continuance commitment to an organization has been an initial characteristic in that sense. It is obvious, developing emotional abilities takes longer time and requires longer commitment but seemed to be achievable via training and coaching programs. 
Established theories of EI considered trait model, ability model and mixed model which widely used include cognitive abilities, that of which is one vital component of human behaviour as mentioned in the above theoretical background. Many views have been given on emotional intelligence but few on effective measures or progress within employees or being emotionally intelligent organization. 
Most of the organizations and HR managers usually focus on the segment of high performers and attempt to prioritise their requirements first but it would be more effective and beneficial if the remaining poor or fewer performers development are given attention because their improvement in performance would give significant upgrade on organization’s performance. Nevertheless, from the past and till now, there seems to have attempted to quest for learning the deeper impact that emotional intelligence has among individuals and organizations which has been progressive, though it is still unclear if EI is fully practised in wider spectrum in organizations context or sector.
At present, we live in the knowledge age, management is oriented towards being even more creative and ethics surrounded it, which now, even more, requires a 360-degree change since the chief driver for motivation to the people in this age holds in feeling empowered. So, leaders or managers must reinforce and are expected to plan, inspire, aspire and deliver outcomes. Hence, the study opened sight that there are certain factors that influence between emotional intelligence and organizational performance i.e. age, experience and gender. 
So, in future, these can be taken into consideration to explore the cognitive abilities that each hold and conduct reverse mentoring or reverse feedback (bottom-up approach). Meaning, it is a contrary type of mentoring relationship where junior employees are integrated with more experienced employees or managers to help and support the experienced worker acquire fresh learning (Chaudhuri and Ghosh, 2012) whereas, reverse feedback or bottom-up approach is where feedback flows from employees up towards their managers. This should be challenging but as well as beneficial in the improvement of performance for both parties. Similarly, studies have been conducted are in quantitative method but would believe it should also consider qualitative methods equally for more valid and reliable outcomes towards understanding the impact of EI. 
Therefore, if the organizations restructure how performance is evaluated with the applicable tools and make most out of it. Organizations having a workplace environment with visionary leadership by means of 3Ps: people, pride and profit will eventually work on that order to accomplish higher productivity. Also, if organizations were to use the prediction indicators such as leadership style, organizational climate and emotional intelligence then there is no doubt it will only enhance higher productivity. 
[bookmark: _GoBack]To conclude, globalization has made organizations extremely and increasingly challenged with global competition. To sustain the competitive advantage, the know-how and professionals of an organization along with the employees are required to be viewed as vital strategic means ever than before. The elements of emotional intelligence in the business sector has a greater impact on human capital which then mirrors onto the organizational performance. However, it could be said that the change in the overall satisfaction of the employee in the organization element and nature of the job is inevitable and it differs. Re-skilling or training or coaching and continuous skills upgrades are highly needed in this relation. Whilst, the study shows and made believe that individuals emotional intelligence is a crucial analyst, supervising their very own emotions and act positively towards their contributions as well as the quest for further acquisition for improving personal EI as well as organizations.     
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