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Abstract

Employee Performance is germane to the realization of the objectives of public
organizations in their desire for high revenue profile. However, preliminary
investigations and existing studies revealed that employee performance in public
organizations in Kwara State is on the decline. There is an apparent attit of
“government’s business is nobody’s business”, while this has been perceive X\

the investigated public organizations, the ripple effect is on revenue drive ublic
organizations. Literature abounds on training, motivation, and compensatipn dictors
uence of

emotional intelligence and soft skills as relevant to employee perfo especially in

of employee performance but their apparent paucity of literatlire%x'
public organizations. This study therefore, investigated th %}en e of emotional

intelligence and soft skills on employee performance of p orkanlizations in Kwara
State. The study adopted a survey design. Population con§id was 1,131 comprising
all employees in public organizations in Kwara State. mple size of 291 was derived

from Krejcie and Morgan sample size determinat
statistics obtained Cronbach’s Alpha value of
The reliability co-efficient for the constructs wa
consistency. Data collected were analyzed usi riptive and inferential statistics. Findings
revealed that Emotional Intelligence had sighifi influence on Employee Performance (Adj
R?=0.142, F(3,249)= 14.883, p= 0.0Q0):Soft Skills also had significant influence on
Employee Performance (Adj. R?= @150, %4, 248)= 10.994, p= 0.000). Also, the result of
the findings revealed that there exist ,@ significant combined influence of Emotional
Intelligence and Soft Skills o loyee Performance in public organizations in Kwara
State: (Adj. R’=0.162, F| 4.091, p= 0.000). Study concluded that both Emotional
Intelligence and Soft Skil ificantly influenced Employee Performance in the selected
public organizations. It therefore recommended that, management of public
organisations in ra State should encourage their employees to be steadfast in
projecting positive atti de in their relationship with fellow workers and customers.

(

Keywords: Emotional Intelligence, Soft Skills, Employee Performance, Public

able. The output of reliability
.#0 based on the reliability test.
indicating the research instruments

Organizations.
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Chapter One

Introduction

1.1 Background to the Study

Every organization strives to offer services of high quality in order to %@e their

profit which guarantees a going concern status. At the core of this p king motive

or excellent service delivery are employees who carry 0@&@\&131{5 concerning

management desires. Without committed employeef®gamzationvs capacity to

achieve excellent service delivery consistently ome challenging. Therefore,

employee performance is critical for the over: rganisational success; In addition, it is

related to the output quantity, outmp@{y, output timeliness, the efficiency of the

finished task and the efficacy of th& completed work!. Employee Performance entails the

successful fulfillment of d@ a chosen person or people, as determined by a
supervisor or organiza <n<d

accordance with pre-defined acceptable criteria while
efficiently and e@ﬂ}’ using available resources within a changing environment?. The
definition Q) ance excludes the outcomes of an employee's behavior and includes

sole@&\ehavior itself. This impacts on other employee’s behavior which ultimately

2@\\6 overall performance; the totality of employees in the organization.

Q The effectiveness of an employee is measured by his or her actions and inactions. The
performance of an employee comprises the output's quality and quantity, the employee's
attendance at work, their accommodating and helpful attitude, and the output's timeliness?>.

Likewise, firms may implement direct incentives and prizes based on individual
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performance provided employee performance is observable®. The success of a business
and its incentive management system has a significant impact on the morale and
productivity of its employees®. Employee performance may also be described as the
extent to which a person satisfies their work tasks and responsibilities. Thesword

\

"employee performance" refers to an individual's work accomplishment@

sufficient effort on the job, which is related with having meaningful anjinteresting

g

profile, and caring colleagues/employers around®. &

JX \
Scholars and Researchers have utilized different mea@« iscuss the concept of
t som

employee performance. Available literature revea g&} e of these include but not
limited to empowerment, workplace environ @Alty, training and development, and
appraisal®. Similarly, recognition, s and benefit, employee commitment were
visualized as measures of employ@\j{o ance’®. Job satisfaction, team work, rewards
and training design were d e% as germane to employee performance*. There were
scholars who contemplb&/ motivation, promotion, and prosocial behavior have to be
used in measuri loyee performance’. Quality of work life, responsiveness, training
and servicm%ere the pillars on which the measures of employee performance rest
Qe

ce with the submission of some scholars’.

in acQ

%er performance is a multi-component concept which may be assessed by different
Q measures. Available measures used by Researchers had been harvested and filtered. This

study would consider service quality, Job satisfaction, responsiveness, and commitment.

The reason for this is not far to seek; in the majority of cases, job satisfaction is perceived

by almost all workers as inevitable in measuring employee performance. The study

2



centers on a public organization, patronage of customers, clients, passengers can only
revolve around the quality of service being rendered by the employees. The timely
response of employees to every issue raised by the organizations” Shareholders indicates

commitment to the tasks assigned to them and demonstrates a desire for the attainment of

the predetermined goals of the organization. ®

Service quality is a comparison between the customer's service 1ons and the
organization's actual performance. The organization can inspir an\d confidence in its
service delivery. Service delivery of public organiz %& wara state has been
questionable for a long time, and it is on the ne%&e compared to the private

\r attitude towards work, because

organisations. Probably due to the employ
employees are not given target, due n-prevision for training by the management

which has made them not to upgr%\ eir skills to meet up with the 2Ist-century

customer relationship and er service delivery. The service quality of an
organization has to do \%t t

gain competitiv .

apacity to satisfy the demands of customers and thereby

The at@%vemment’s business is nobody business has affected the ability of
e
%

s sense of duty towards the organization’s goals, mission and vision. Employee of

in public organization to strive towards efficient service quality. It is a

&ese organizations demonstrate no commitemnent to the task assigned to them as they
are conscious of how they were recruited through political connection. Manasgement has
not help matters because they are one of the essential pillars that move the organisations
forward; they are also not treated as if their decisions and actions are essential. Unlike the

3



Q

private sector which has a mentality of the customer is a “king”, employees of public

organization care less about patronage.

Responsiveness can be termed as the quality of employees' reaction to customers'

demands; it is the state of reacting quickly or positively to customers' needs or fba\}ns
e

that could make the organization achieve its goals and objectives. It is a SQ/ urage

to go the extra mile in fast-tracking all the activities which inv% ployees and
customers. It is the ability to click with everyone and an\&&{a\positive manner.
Responsiveness is all about reasonance and connection@w in public organization
have not imbibed the spirit of synchronicity; they_t tg*be Islands on to themselves

whereas connecting with customers and clien: to performance. Responsiveness is

i

a skill with people people which enabl ant | interation with them.

Job satisfaction may be seen a%inglve emotional state that arises from valuing one's

job as attaining or enabls &a

defined as any nu&h ychological, physiological, and environmental factors that
to

ccomplishment of one's job values. It may also be

e
ow ethusiasism with his job. It is how an individual feels about

cause an indiya
1s a crucial aspect that leads to recognition, motivation, promotion, and

his or K ;
th p ishment of other objectives that result in a sense of satisfaction. Employees of
N

Q c organisations in Kwara state cannot be said to be fulfilled because of their kind of

engagement. Their salary is not comparable with their counterparts elsewhere who earn
higher pay package, promotion is not as when due; backlog of promotion is the norm
rather than the exception; God-fatherism is a silent policy being followed. It is a system
of; “if you don’t have political back-up, invent one”

4



Employee performance reflects the contribution of particular employee activities to the
achievement of corporate objectives. Most organizations can ill-afford a workforce
whose performance is at its lowest ebb. According to some Indonesian scholars, Bank

Pembangunan Daerah (BPD) is a public institution with the potential to be the p§ziy
ion

contributor to regional economic growth. Since the yearly profit of the bank@t
a

of the bank’s employees, their performance must be taken seri use its
%ﬁ

establishment was largely designed to promote the economic grow e country. A

§ R
’S\was unsatisfactory, as

survey revealed, however, that the bank's employee perfo

shown in their lack of products and services relative

Generally, the decline in public service p@ cannot be distinguished from the
ces

performance of its personnel. Human r an organization constitute a company's

critical success factor in achievin its&a . In other words, if employee performance is

excellent, so will be the p@ce of the company. In contrast, when a company's

personnel perform po&é/(o} inadequately, the organization will fail miserably at

operating its busi nd will be unable to fulfil its objectives.

In rece ti@udy of Nigerian Breweries Plc., Kaduna, Nigeria, concluded that there
w K between employees' morale and their performance!®. The researchers
%hered the responses to the distributed questionnaire that employees' attitude has a lot
Q 0 do with their performance and ultimately the organization's success. According to them,
if workers are satisfied with their jobs, they will exhibit a positive attitude. A positive
attitude is contagious as it would spread among them and anyone who comes into contact
with them,- customers, suppliers, callers, et cetera. They further stated that employees'

5



morale in the organization had improved over the years and that the coefficient
connection between employee morale and employee performance was positive. The
implication of this is that the morale-attitude of employees - is congruous to their optimal
performance. The VUCA (Volatility, Uncertainty, Complexity, and Ambiguity) world,
which the 21st Century has demonstrated, brings to the fore the in %h
Emotional Intelligence and Soft Skills have on Employee per@1 Public
Organizations. Every organization strives to survive in a certury Which thrives on
S

onged to the last century.

e the organization has a

competiton because the concept of monopoly of the mark

Thus, gaining a edge in the compensastion is pos,

collective of individuals who are poised to perfo%x
1

a way that service quality is second naturg; C ns which make employees satisfied to

under presure their tasks in such

do what they are doing are in & cked by all-inclusive, equitable policies,

employees are proactive and rgspen
an emotional investment@h de of unalloyed commitment to serve by the strata of
human resource. Q/

e

This area % has become a topic of considerable interest in recent time due to

iftly to the needs of customers and above all else

compgtitign and globalization in the past decades. Emotional intelligence is not a recent

ince it has been a subject of conversation worldwide. The academic study of

thional intelligence started in the 1990s. Once upon a time, social intelligence was said
Q to include emotional intelligence as a subcategory'!. Since then, varying definitions of
emotional intelligence have existed. Many different meanings have been attached to the

term. Man is a creation of emotions, and he exhibits his feelings anywhere and anytime.

He has a proclivity to anger and sometimes overreacts to issues and persons. By the very
6



nature of man, it is rather impossible for us all to get along well. While some are easy and
pleasant to go by, others are very difficult to deal with. There are pleasing and toxic

people around.

Emotional intelligence is not a recent concept; it has been a topic of discussh@me
antiquity. It has been commonly attributed to Aristotle that anyone may; %wcome
furious. It's challenging to be enraged at the right person, in the righ \N Y at the right
moment, for the right cause, and in the right manner'2. One sil{ educe from this
that from creation, man, unlike the animal, has emoti edded in his system,
knowing how, when, which, how he applies it has be %} ignificant issue of concern'.
We come from different backgrounds, but @mrdwired together. We cannot but
interact and connect with ourselves. ile s of us see human beings as the same,
others perceive human beings as Qk%}geven twins look alike and are not the same.
Incidentally, twins do not re ce same issue from the same perspective. People make

r angles, they look for angels. While some think, others

mistakes: instead of look\l/
feel, thereby bri bqut different dimensions to issues that are not different. The 21st
Century is @

and ageS competition and more competition.

-driven, knowledge-based, thrives on collaboration and cooperation,

]%nal intelligence can be defined as evaluating, perceiving, and managing emotions
ngourself and others'* It is a concept that attempts to establish a relationship between
emotion and cognition and Metacognitive processes'>. The present workplace is
increasingly demanding and competitive owing to the globalization of the economy and

the proliferation of information and new technology. Today's employees confront severe



competition and pressures, and the organizational excellence they need to succeed hinges
on learning, cooperation, and solid intrapersonal and interpersonal ties's. As a set of
substantial abilities, emotional intelligence catches the attention of Human Resources

specialists since it provides a framework for soft talents that already exist and are rgliable

for behaviors deemed to assist individuals in doing effectively and efficiently o job!7.
Emotionally intelligent firms are able to capitalize on the talents of t ?{@ yees and
more effectively undertake or manage difficulties. &

\

People carry emotional bags with them anywhere % Those who work in
organizations ineluctably come into contact with pgo y cannot but 'pick’ different
things from this 'bag' as reactions to events \ounter daily or experience. People
seldom subscribe to self-governance; t urdge€ to handle one’s feelings creatively and
proactively since our feelings flow N wherever we go. In the early 1990s, emotional

intelligence became a well-@psychological concept and was compared to general

intelligence as a set o ss(s/ arly significant research on emotional intelligence was

conducted by t"q‘%emi%, who defined it as "the ability to monitor one's own and

others' moods otions, to discriminate between them, and to use this information to

influ é\;gegthinking and actions." They disputed the idea that people with high
intelligence possess unique emotional aptitudes and soft skills related to

sing, understanding, and managing their own and other people's emotions. Therefore,

Q it was said that people with strong emotional intelligence could recognize particular
feelings in both themselves and other people (anger, sadness). To attain a variety of
adaptive outcomes or emotional states, they also control their own emotions as well as

those of others (motivation, creative thinking).
8



Every employee is expected to possess the ability of self-awareness. This is because
relating with people in an organization involves connecting correctly with one's heart,
guiding the thought process to ensure that decisions are not made when one is angry but

only when one is untroubled or calm. It is equally important to assess one's strengths and

weaknesses, limits, and limitations. Another person cannot pinpoint one’s@ the
onus falls on the individual to exude self-confidence to have a 'C@l

necessarily subscribing to arrogance. Being self-aware pres%es hat one has an

without

obligation to others as others have a responsibility to one Q\st employees of public

organizations in Kwara state are not aware of their %r{/ and work responsibilities

and obligations. Similarly, social competence%'ﬁ is the capacity to participate in

meaningful interactions with others, is an tl%@a cteristic that may be used to quantify

emotional intelligence. It is a crit:' Nl y that may be used to intervene between

employees, customers and ma@
t c

Managers and workerséﬁ/ ork together, exert influence over others, and discover

faster and mo %n‘tive means to complete tasks!®. Research indicates that
appropriat led emotions may lead to employee trust, faith, and dedication,
which‘u jmgdy would result in their ability to relate well with their superiors and
s on the one hand and customers, callers on the other hand. The intelligent

Q%otient was celebrated as a panacea before the advent of the 21st Century. It was a 'must

have' before any prospective employer could sign on the potential employee.

However, human resources managers now place preference over and above emotional

intelligence. Of course, the intelligence quotient reaches its peak about age 18 for every



man, whereas emotional intelligence improves or broadens as managed. Emotional self-
awareness and the capacity to identify feelings as they arise are the cornerstones of
emotional intelligence. The capacity to exercise moment-to-moment control over one's
emotions is essential for psychological insight and self-understanding. We aresat the
mercy of our true feelings when we are unable to notice them. People wh(%\R\in
touch with their emotions are better at steering their lives because they oge aware of
how they feel about the decisions they make, from who to mz&to at jobs to take.
Self-awareness is essential for Managing Emotions; ma g&é&motions appropriately
requires self-awareness. Attention, self-motivation

, as well as creativity,

d
depend on one's ability to marshal one's emotions\ ice of a goal.

There social competence and social-a z&& well as particular talents; competence
and specific skill involved. Organi aab)(k&re collections of people with beliefs, feelings,
customs, and needs. To de %them pleasingly and diplomatically and to regularly
avoid disagreement in theyorkplace, one has to be emotionally intelligent. Executives

have to understa ir gmployees' feelings, reasoning, and thinking patterns; they have

to predict to s and reactions in every given circumstance. They need to have the

emot inteligence to achieve this'*. Most supervisors operate under the illusion that

% rdinates have no choice but to obey their command. They are yet to realize that

&ployees are no more perceived as a cost but viewed as assets in this century. Thus,

leading them with persuasive communication is sine qua non to optimal performance.
Most organizations have been looking for an environment with highly effective workers

who can help sustain the tempo of customers' loyalty and commitment. Similarly,

10



commercial establishments emphasize using soft skills to promote optimal level of

employees' performance.

Soft skills are a collection of individual attributes that comprise a competent employee,
including an optimistic attitude, communication, planning and organization%l
thinking, interpersonal skills, and morel9. It plays an important role i g{n/'ng the
strategic proficiency in organizations. However, there is still a wi arding the
poor understanding of studying soft skills and their effectiven irﬁproving employee
performance. Some recent studies found evidence to li ormance to soft skills;

the primary goal of this study is to advance kn@ n the relationship between

emotional intelligence, soft skills, and em rformance®’. Soft skills refer to

employees' personalities, attributes,

specific abilities or attributes inclu@
time management, conflict ris%n, and work ethic?!.

The process of &nci aling, applying, analyzing, synthesizing, and evaluating

itieSywand personal behavior. They include

ical reasoning and resolving problems ability,

knowledge gai: 10 g11 or developed by observation, experience, reflection, reasoning,

or commuricationfas a guide for belief and action is known as critical thinking. As noted

by t@f&ition, critical thinking also includes the capacity to address challenges that
\%ist the organization in achieving its objectives and goals. However, the other side
QQ it is that employees of public organisations in Kwara State are not given enough
impetus like training and exposure to sophisticated technological equipment to tackle
issues in the organisations and bring up novel ideas to achieve the organisations' vision

and mission.

11



A time management strategy involves determining how much time should be spent on a
particular activity and controlling it. An individual who is effective at managing time gets
more done in less time, feels less stressed, and succeeds at work. Positive management of

time relieves employees' stress, creates more opportunities, and gives employ&tfe
ability to realize the goals of the organization. Employees of public or@ in
Kwara State are not managing their time efficiently and effecti@ e of the

mentality of ‘government’s business is nobody’s business.’ *
a\ \

The process of seeking a peaceful settlement to a disput; n two or more parties is
S&

known as conflict resolution. There might be Q economical, political, and

emotional disputes. Whenever a dispute arise @ t to resolve it through negotiation.

For an employee to improve his/her per %he/she must be able to resolve issues in

the organization, especially betwe@ anagement and customers or employees and

customers. Employees are ngt, ever, given the setting of this study, taught or trained
&

to comprehend this tm@

organisations. izational works ethics incorporates common decency, which

includes i onesty, and fairness. To ensure the stability and survival of any

organization, mdividuals must behave ethically. Although all employees receive a set of

ssue also declines the quality of service delivered by the

idelines when they start working, the majority of them choose not to follow

&se guidelines, which has a negative impact on the employee's performance and

subsequently the organization's performance.
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The results of past research stated that 20% to 30% proportions of organizational
successes are attributed to soft skills. Since they have a higher degree of emotional
intelligence, they can execute more competently, they feel fulfilled with their job and feel

committed to their organization and career’’. Employees that possess high @f
n

N

yoence and

emotional intelligence perform better in work. In other words, beca al

intelligence skills are natural, a person with a high level of emotionalN\

soft skills performs better. To a large extent, employees who 2@6 their beliefs
\

and emotions can execute their jobs more efficiently. Resc% ork reported a positive

association between performance and emotional % . Additionally, emotional

intelligence is extensively connected to the wc@ ment, soft skills, and employee
1

performance. They concluded that em@
indicators of employee performance:\’\

yers of labor know that competition in the volatile

esvcooperation and collaboration of employees in order to

ligence and soft skills are the key

As a result of globalizatio

business environment sgq

achieve their go enge, they are looking for individuals who possess these traits as
non-possesgt a k of interpersonal relationships cannot sustain esprit de corps within

the orgami g){not to talk of patronage by customers from without. There is an apparent

n potential employees and those already engaged in wrapping themselves, as it

Q:re, with these attributes and for those who possess a few of them, to hone them to full
Q circle. Different countries use different terms when referring to soft skills. In Australia,
"key competencies," "soft skills," or "employee ability skills" are some of the phrases that

are used. In the United Kingdom, "key skills" or "core skills" are another. In New

Zealand, "essential skills" are another (United States). For personal development, social
13



engagement, and professional success, individuals need to possess both intrapersonal and

interpersonal (socio-emotional) skills.

These abilities include communication, the capacity to work in multidisciplinary teams,
flexibility, etc. These abilities are differentiated from hard talents in that the e

acquired via deliberate, reasonable effort and can be used to accompl® 1cated

results within an organization?*. In view of the above discussion, thi ms to look

into how employee performance in Kwara State's public o atigns is affected by

emotional intelligence and soft skills. Q(—}
1.2 Statement of the Problem \&V
o p

Employee performance has been found & § ublic organisations to ensure their
success. Employees in the rever@{e

lop and deliver administrative programmes and

cting service and transportation sector are
involved in various activities
services, send and recei@h and provide evidence-based advice to leaders. When
they are performm&ptl ally, profit is increased, customers are satisfied, and the
.
organisation @ good brand and will achieve set goals effectively. However,
prelimidary tigation, close observations, comments of customers, publications on or
fro %: public organisations revealed a decline in their employee performance®. As a
Qﬁf this phenomenon, customers are frustrated and they have switched over to other
private competitors. This has affected their profit margin according to the report of
United Nation World Public Sector Report of 2020. The situation is likely to spell doom
for the economy of Kwara State because the revenue profile of the State would not likely

improve as those who are expected to pay tax would evade it, revenue that the
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government expects from its investment in the transportation sector would be a wishful
thinking. These organisations would lose customers’ trust which has a direct connection
with their revenue. The national economy would ‘catch cold’ as a result of this situation
because the expected amounts in terms of companies’ tax and Pay As You Earn (RAYE)

tax of their employees would not be realized. Some factors have been id(%\ be
ugce:

affecting employee performance directly or indirectly. Some of th% lack of

emotional intelligence and absence of soft skills in dealing {h customers, clients,

\
contractors, suppliers and other stakeholders. (\’\
Any mismanagement of the workforce’s emotions@ors could potentially result

in other underlying problems such as high \urnover, higher absenteeism, low
productivity, customer dissatisfaction, incréased number of work-related accidents
and injuries. These issues may im@ rganization's bottom line, work environment,
and culture. On the one ha %challenges might compromise the firms' capacity to
retain top employees, s% etitive, be at the forefront of their areas, or just survive in
a rapidly changi ket. Employees seem to lack the soft skills needed to manage and

satisfy the

deali ’%&h customers. Likewise, employees overreact to situations and dwell in chaos

rs. They are sometime saucy, rude, arrogant and impatient, while

i f encouraging a peaceful and serene work environment that can promote
Q ployee performance. Several studies have been carried out on employee performance,
also on emotional intelligence and on soft skills needed by employees to perform
optimally®. However, there seems to be paucity of studies on the area of examining the

impact of both emotional intelligence and soft skills on employee performance hence this

15



research is poised to fill the perceived gap: Emotional intelligence, soft skills and

employee performance in public organisations in Kwara State.

1.3

Aim and Objectives of the Study ®Z

The aim of this study is to investigate how employee performance in%®te's public
s

enterprises is impacted by emotional intelligence and soft g&

particular, the
\

following objectives guided the study: ( \

1.

ii.

iii.

1v.

identify the level of employee performanc@y:organizations in Kwara State.

establish the level of emotional inte of public organizations in Kwara

State. \
describe the soft skills pos & employees of public organizations in Kwara

State. @
Examine the in‘Sé{/g} of emotional intelligence on employee performance of

public org@nizations in Kwara State

disﬁ) influence of soft skills on employee performance of public

&nizations in Kwara State.

nalyse the combined influence of emotional intelligence and soft skills on

QQ employee performance of public organizations in Kwara State

14

Research Questions

The following research questions will serve as the study's compass:
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1. What is the level of employee performance of public organizations in Kwara
State?

il. What is the level of emotional intelligence of employees of public
organizations in Kwara State?

iil. What is the level of soft skills of employee of public organizati ara

State? @b

1.5 Hypotheses
a\* \
The following hypotheses will be tested as 0.50 level @ance.

Hol: There is no significant influence of e@lligence on employee

performance of public organizatiogs ‘% ra State.

Ho2: There is no significant in@x\dsoft skills on employee performance in
%

State.

public organizations%
Ho3: There is no s@ombined influence of emotional intelligence and soft

skills @Qoyee performance in public organizations in Kwara State.

1.6 ignificanCe of the Study

cholders which include the Taxpayers, Researchers, Human Resource Managers,

’@rch work when published will be significant and of great benefit to different
O

Clinical Psychologists, and Customer Relation Officers.

Tax payers would be well-informed from the knowledge to be distilled from this research

that tax collectors are human after all. They are prodded to behave one way or the other

17



because of emotions; the soft skills they possess may be adequate or inadequate thereby

making them either to be pleasant in disposition or to be nasty in their approach.

Researchers are likely to gain new insight into the concepts of employee performance,

components of emotional intelligence and attributes of soft skills. The s@d
e Yorm of

contribute to knowledge in terms of provision of relevant information,%
ideas, opinions and views from the field with the use of questi e, structured
interview which would assist public organizations in Kwar fQ{ effective service

delivery, improved performance and ensure transparen@&ng corruption, reducing

cost and quality of services. \&V
Human Resource Managers need new im eb%%eir approach while interviewing with
&;CN

a view to employing workers. This @
essentialities of emotional int%&g}ﬂ soft skills because they are ‘must have’ skills

for employees in 21 cen@\

Clinical Psychol age not left out as they would have fresh insight into the three

would be an elixir of sort in reinforcing the

concepts o %e and, they would gain the opportunity of new dimensions into their
practicégith ther hand. Above all, this study would recommend appropriate measures

t ted so as to optimise employee performance in public organisations in Kwara
Qate as it relates to the application of emotional intelligence and soft skills attribute. It is
Q also hoped that I would provoke further research into this important domain beyond the

scope of this study for better performance of employees.
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Customer relations officers interact daily with diverse individuals who see issues from
their own perspectives and are not apologetic about that. The research promises to
enlighten Customer Relation Officers on the need to avoid stereotyping and generalizing

but visualise and treat people as unique individuals and subordinate or subdue thw\

emotions. This study would recommend appropriate measures to be adop@o
makers so as to optimise employee performance in public organizatic%k\%r State as

it relates to the application of emotional intelligence and soft skills aftgibutes. It is also

wn
icy

\
hoped that it would provoke further research into this impo a{%{nain beyond the scope

of this study for better performance of employees. 's ability to persuasively

suggest strategies to improve employees' e@ intelligence and soft skills is
important for the expansion of the publi 5@ d organized public limited institutions

Xd
because policy makers need to Qta how to operationalize the service for
effectiveness. Q

In conclusion, students\&h/ in search of knowledge concerning what the real world
looks like, wo revided with recent knowledge on emotional intelligence, soft

skills and % erformance. In this century, these skills are regarded as vital to the

well@&fnployees and survival of their organization.
@%Scope of the Study

Q The study will concentrate on employee performance in public organizations in Kwara
State, emotional intelligence, and soft skills. Service quality, work satisfaction,
responsiveness, and commitment are the key performance indicators for employees. Self-

awareness, self-regulation, and social competence will be used to gauge emotional
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intelligence. Critical thinking, time management, conflict resolution, and work ethic are
considered soft talents. Respondents include all employees at all levels: managers,
supervisors, subordinates in public organizations. The organizations and their location
areas are as follows: employees of Kwara State Internal Revenue Service AhmadaBello

Way and Fate Road Ilorin; employees of Harmony Transport Service, K\((/ sS,

chosen for the

along Ajase-Ipo Road, Ilorin in Kwara State. Ilorin is the comme@@-centre of

Kwara State aside the fact that it is the state’s capital. Kwara State

x N
@mal Revenue Service-

traveller experiences the

study as a result of the services being rendered by Kwara

all tax-paying adults relate with the employees; virt

performance of employees of Harmony Trans ice on every journey whenever

passengers have cause to travel in their @
1.8  Limitations of the Study é
Staff of Kwara State Internalnue Service (KWIRS) are not clustered in the same
location while Worker oﬁ{a/ ony Transport Service (Kwara Express) even though are
housed in the sa %&; do not attend to visitors up until the last vehicle leaves the
location. T %ﬂarios point to the fact that the Researcher had to adapt to the nature
of the &%) s of these organizations. It took time to get the questionnaire to them to
; Qs not easy retrieving it from them too. Financial constrains also affected the

%searcher one way or the other in carrying out this study. However, all challenges were

Q overcome and does not in any way affect the originality and integrity of this study.

1.9 Operational Definition of Terms
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Employee Performance: It concerns the output quality and quantity, employee
attendance, helpfulness and flexibility, and promptness of output from staff members in

Kwara State's public organizations.

Service Quality: It is the citizens’ comparison of service expectations as it rela%&he

performance of employees of Kwara State Public organisations. @(/

Job Satisfaction: This is the extent to which the employees of® State Public

organisations feel motivated, contented and satisfied with t@ \

Responsiveness: This is the quality of how emplc&a ic organisations in Kwara

State react quickly and positively to custome%\

Commitment: This is the quality or ow employees of Kwara State public
organisations are dedicated to th&ctlvmes

Emotional Intelligenc&ﬁ( es referred to as emotional quotient, or EQ) is the
e constructive use of, and regulate one's own emotions in

capacity to coml@w

e
order to red %SS, communicate clearly, empathize with others, overcome obstacles,

and % coftflict in public organizations in Kwara State.

reness: Knowing one's emotions, strengths, limitations, desires, values, and
Qaspirations as well as how they affect the staff members of public organizations in

Kwara State is the process of self-awareness.

Self-Regulation: 1t is the process of controlling or redirecting disruptive emotions and

impulses among employees of public organisations in Kwara State.
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Social Competence: It is the process by which employees of public organisations in

Kwara State manage relationship to move in desired directions.

Soft Skills: They are non-technical, ethereal personality traits that indicate a worker's

aptitude for becoming a "leader, listener, negotiator, or conflict mediator" @uc

organisations in Kwara State. @(:\‘

Time Management: It is a process by which employees of u@anisations in

Kwara State manage time by prioritizing what needs to b@burteously manage
daily routines in the office. <& >

Critical Thinking: It is the process by wh@ yees of public organisations in
Kwara State think out of the bo

X @e positive impact that will improve

performance. é
Work Ethic: It is the pro % which employees of public organisations in Kwara
e

State are doing things\x/a right in all ramifications.

e
Conflict Re. %t is the way through which two or more employees of public

organi<0ns mployees and customers of public organisations in Kwara State find a

e lution to a disagreement.

QPu lic Organizations: These are referred to as the establishments owned by the
Q government of Kwara State. The public organizations under study are Kwara State

Internal Revenue Service (KWIRS), and Harmony Transport Service (Kwara Express).
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Employees: They are individuals or workers that provide services (labour) in the public

organizations in Kwara State and are paid salary for their efforts.

o
N
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Chapter Two
Literature Review
Chapter two will review existing and relevant literatures within the context of the
variables of the study as well as review of relevant theories. The chapter will fogys on
the theory and empirical research that examine the relationship or congru % een
&

employee performance in Kwara State's public organizations an \@0
lows;

emotional intelligence and soft skills. The chapter is organized as fol
2.1 Conceptual Review \’\
2.2.1 Concept of Employee Performance (g_)
2.1.2  Concept of Emotional Intelligence ®

2.1.3  Concept of Soft Skills Q

2.2 Theoretical Review and Fr, %
2.2.1 Social Learning TheorQ@
2.2.2 Theory of Empl@f\ormance

2.2.3 Theoryo tional Intelligence

ployees'

2.2.4 Thes oft Skills

23 view of Empirical Studies

gmtional Intelligence and Employee performance

@3.2 Soft Skills and Employee Performance

24 Conceptual Framework
2.5  Summary of Literature Reviewed

Endnotes
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2.1 Conceptual Review
2.1.1 Concept of Employee Performance

The performance of workers is one of the most significant factors that must be considered
when discussing the internal mechanism of a business, though not the onl i the
%ecomes

ongoing evolution of businesses and the ever-increasing market require\%

more difficult to achieve the greatest levels of performance. This pres s not just the
%m

provision of high-quality services and goods, but also comufitted, dtivated personnel.
The more workers surpass expectations, the better the %(@on's prospects of success
and survival. The performance of an employee && or she carries out the tasks,

obligations, and responsibilities connecte ith, a* certain job'. The performance of

employees is a source of competi@antage that encourages responsiveness in

boosting the overall effectiveness O@h’l.

The success or failure o@bnization depends on the performance of its members.

The actions an e yee ¥ required to complete, as well as the manner in which he is
e

expected to 2 them. Job performance is sometimes referred to as an employee's

psychoj@gicalidentification with his or her job. According to research, both the quality

@n‘[ of work produced on a task may be quantified. This is because job
\j

performance represents "all the behaviors employees carry out at work," and, in addition

mance is an indicator of an organization's performance?. Moreover, job

to outcomes, behavior, and personality, job performance can also be viewed in three
dimensions®. Performance metrics have been proposed for measuring employee quality,

speed, creativity, innovation, risk taking, and future development skills.
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Moreover, studies have demonstrated that job performance consists of both general and
specific aspects as well as quantitative and qualitative dimensions, corroborated by recent
studies that indicated a paradigm shift from defining employee performance based on
outcomes and behaviors because these are easier to define and observe than psonal

traits**>. Thus, employee performance is the capacity to complete s\(ﬂ( sks

collaboratively depending on one's area of expertise and company go%&@

expansion is strongly entrenched in the capabilities of the org%ﬁo ‘s personnel. The

\
% and scholarly activity.

service delivery as the

1zational

organization's heart is its personnel, from whom come ma

The Human Resources Department works to i

organization's nerve core. It is thought that ir@

major objectives, it must be able to rec& r and motivate a highly skilled and
devoted workforce®. An organizati @c ss will be determined by the ability of its
\

S
staff to carry out their duties e%'iﬁl

r an organization to achieve its

An employee's perforn% measured against the standard set by the employer’.
Equally import he contribution of employees to the company. Measurement of
employee %ﬂ ce has been a contentious issue, particularly when it comes to

emp ’é\{ggmance. An organization is distinguished by its efficacy, which can only

ed by exceptional individual performance. Employee performance is the
Qgpected value of an employee's actions over a specified time period. Among the specific
concepts included in the definition are: (a) viewing performance as a facet of the work

that people accomplish. Assuming that an employee's behavior contributes to the

development of the organization, an employee's behavior may be considered as helping to
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construct or destroy an organization; nevertheless, its value cannot be assessed because

the behavior cannot be measured.

Employee performance relates to the actions that workers are required to complete and
how they execute those duties. A worker's job performance is also defined as %t
to which he or she identifies psychologically with the job. Quality and &f the
work performed on a job is measured, and the quality and quan% e work are
indicators of the performance of an organization, which is mag(i by\the management®”.

Employee performance is the ability of an organization® cooperatively carry out

statutory activities related to their specialization organization's goals. In any
organization, growth is deeply rooted in t@bility of the employees. An
organization's performance is a functi %oyee performance. This means that the
way a worker performs his or her Q\k){e ects the organizational goal. This is a sign of
the ability of an organizati %fﬁciently accomplish independent goals. A person's

performance on the job*%e easured by two factors!?,

e
Highly motiv %pe tend to perform well in their jobs, which has a good impact on

the bu'&n m encouraging other employees to generating positive financial

de e for the firm as a whole. This is consistent with the obligation of each
»

g oyee to provide their utmost effort to their tasks in order to achieve success.

ffective employee performance must have constructive impact on the organization and
her employees'!. As a result of job performance, organizations ensure product production,
economic growth, and firm survival. In terms of educational chances, medical benefits,
economic advantages, recreations, security, family, social position, and privileges, it
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gives several social facilities to its workers. Moreover, performance indicators such as
job quality, quantity, timeliness, cost efficiency, originality and innovation, policy
adherence, personal appearance, and management by goals are the guiding principles for
workers' official responsibilities. Science has now clearly demonstrated the link between
the influence of emotions and thoughts and their impact on humar(é%\;t%,
perceptions, and performance outcome!?. %\%

Employees generally perform better when their bosses recog@n@ire them, but the

absence of such appreciation or motivation has a

performance'®. However, some factors responsib@ r employee performance in

public organizations appear to be both inter@\emal. The internal factors include

job stress, lack of computer literacy ski 0 (electricity), inability to manage one’s

I impact on their job

own emotions as well as others’, @)Qn nce of infrastructure, lack of work ethic, and
communication barriers whi external factors include motivation/rewards, training,

and long working houtg af\wgll as working environment. Certain measures have been

said to be utiliz mployee performance. This research isolated: service quality, job

satisfactios veness and commitment from other possible factors espoused by

scho@
%een established that human beings work to lead a satisfactory life either in the

Q public or private sector, jobs are not taken for this sole reason, it can also be seen as the
means used to achieve one’s personal goals. When a job is up to or more than an
individual’s expectation, the individual often have positive emotions. These positive
emotions are referred to as job satisfaction!4. Job satisfaction is considered enough reason

30



for an employee to continue with his job. It was observed in a study that job satisfaction
affects people’s attitude towards their jobs and various aspects of their jobs. The resultant
influences of job satisfaction as observed by researchers include better performance and
reduction in withdrawal and counter-productive behaviours. The presence or absengg of a
lot of features, sourced internally from the employing organization influenee %S
behaviour concerning their jobs and their jobs commitment to \\@ nization.
Employee’s satisfaction has become one of the main corporate objectives 1n recent years.
An employee will not put in his/her best in a job if he/s 1\{ sati\sﬁed with the job.
The progress and survival of an organization depenx ommitted the organization

is. Motivated employees are important to the %ﬁ an organisation and therefore

understanding people in their jobs and &

strengthening organizational comm’(ﬁ\ls.

Qe workers’ response to his/her immediate work

ates them could be a driving force in

Job satisfaction is crucia

environment. The satisfactién an employee enjoys from his job is a main determinant of

his level of orgapi nal commitment. Organizational sacrifice is important to preserve

and attract ({%a ified talent pool in any organisation. An organization's commitment
a

is a %‘[i
@t makes each unit like employees, managers, owners, of an organization to trust

Q mselves; hence, it brings better superior- subordinate relationship and improves

factor in achieving its goals, fostering innovation, and maintaining

organisational climate. Stronger and more generalized commitment may enhance

organisational development, growth and survival'é.
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Further research defined work satisfaction as an affective state associated with the
positive or negative evaluation of job experiences. It is the fulfillment of certain needs
associated with one's job that leads to job satisfaction. Jobs are done better when
employees are satisfied with their job. It is the feelings an individual engender tewards
his job and other aspects of the job!”. The job diagnostic survey of sow((/ &gs

reveals that job satisfaction is associated with five core characteristi S{@- are skill
%

variety, task identity, task significance, autonomy, and feedback fro

\

agents and dealing with

e job itself as

well as two supplementary characteristics: feedback fr;

others'®. A recent study presented three ideas t the significance of job

satisfaction: Organizations that consider hum@ values find it important to treat
their employees with respect. Assessin J\@ isfaction could be considered as an
indicator of the extent to which em @ related with effectively. High levels of job
satisfaction may also indicate g&iemotional health. According to the level of work

satisfaction or discontent€of ployee, organizations might construct a role in which

the employee's cor@icipated to impact organizational operations. Job satisfaction

e
can be expres@)ugh behaviors that will affect an organization negatively.

An ipdidationof organizational performance can be job satisfaction. Assessing job
% n might bring out various levels of satisfaction among organisational
artment, therefore, be helpful in pinning down areas in need of improvement'®. These
Q techniques are ways for managers to use their understanding of what generates job
satisfaction and drives employees. Reinforcement/Behavior Modification: Most executive
managers favor rewarding employees and giving them praise for their work above

avoiding consequences. Management by Objectives is a collection of processes that
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Q

include managers and staff members in establishing objectives and monitoring
development. The majority of experts concur that motivation is MBO's greatest benefit
when applied correctly. Participative Management and Empowerment: Increasing
employee work satisfaction by giving them a say in the management of their empl$e\nt
and the organization. Workers who no longer have to report product the
supervisor and instead have the freedom to address issues on their I gven return
damaged goods to the workers who are accountable for them wnp ered to assume

motivating factor into job activities, Programs for chment and job redesign

\
greater accountability for their own performance. By, f\é&orating an additional

otation, for instance, increase

attempt to boost job satisfaction. Plans fo

opportunities for skill acquisition and @
approach improves job satisfactio:Q\cr ting a more comfortable match between

lly, one of these three approaches—combining

1 growth. Job Design Software This

employees and their occupati
tasks, creating organic o ups, or developing client relationships—is used to

conduct job redesigfy, Schedule of Work Modified: (a) Workshare Program: As a result,

two or more iffdiyiduals can share a single full-time employment. b) Job sharing is often

advantgﬁggf)r both employees and employers, but job sharing employees get less

be% an their full-time counterparts. (c) Flex time may include starting later and
e

Qp ting later or starting later and leaving earlier?’.

According to a study, organizational commitment is defined as the loyalty and emotional
attachment to an organization. It takes the cost associated with leaving an organization
into account. Further research explained organisational commitment as the intensity of

the identification and dedication an individual has towards organisational goals and
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mission?!. When workers are confident they will advance and develop with their existing
employers, they are more committed to sticking with that specific business.
Organisational dedication is an example of a work attitude. It is the employee's

identification with a certain organizational objective and desire to keep his p§iﬁ£n

within the company. It was noted that organizational commitment is a m& ing

of pride in their affiliation with an organization. It is the commitme%o anization

and the readiness to put out one's best effort to attain its objectiveg??. Employees become
\
committed to their organizations when they I believe i %hold the mission and

values of their employers, (ii) are willing to work{t to achieve their shared

objectives, and (iii) have a strong desire to their employers in the future.

Organizational commitment has three d@ s or dimensions. These three types of
commitment are emotive, continuai:@o ative. Affective Commitment: This is the

propensity of an employee @ with a firm due to emotional connection. An
employee that exhibits ff&w commitment to their firm will frequently strongly

identify with the o a&&&)n and its goals and may decline offers to go to another

organization, f it seems more financially advantageous. Continued Commitment:
The peggon with the organization because they see the significant costs of leaving,
in social costs, friendships with coworkers that would have to be lost as well as

@a ial losses like lost pension accruals. The employee continues to be an organization
Q member out of necessity. The drive to save upcoming expenses associated with a
potential change in employer leads to a commitment to continuity. Normative

commitment: The person joins and stays with an organization out of a sense of duty. For
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instance, an organization may have spent in educating an employee, who then feels

obligated to work hard and remain with the organization in order to return the debt?’.

Service quality is seen as an essential instrument for a company's battle to separate itself

from its rivals. Academics, practitioners, and service marketers have all a%e
attention to service quality. Service quality is the customer's overall @% of a

service?*. Service quality is the consequence of consumers' comp% what they

believe service organizations should provide and their opini f f{e performance of
service-providing organizations. When consumers c@\t eir perceptions and
expectations, the result is service quality®. The fo@@ or measuring service quality
is the customer's expectation since quality %@hen performance meets or exceeds

expectations, and quality is low when rmance falls short of expectations. The result
of the consumer's perception of® nical and functional service dimensions is
perceived service. It is cru 'a%ecognize that service quality is evaluated not just in

terms of final results fut in terms of how it is provided throughout the service

process and ho timately affects consumer views?®. Customer happiness, financial
performance, ufacturing costs, customer retention, customer loyalty, and the
effective Eﬁ marketing strategy are all strongly correlated with service quality.
uality is something that businesses in the service industry perceive to be
Q ategically important to their marketing strategy?’. Organizations can achieve a higher

degree of service quality, a higher level of customer satisfaction, and can keep a steady

competitive edge by focusing on service quality?s.
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In the changing organisation scenario of 21st century, organisations had to have a vital
identity to provide excellent services. Organisations nowadays have to be of world-class
standard, committed to excellence in customer’s satisfaction and to play a major role in
the growing and diversifying manufacturing and financial sector®. There has fgen a
remarkable change in the way of customer relationship in the last few yea@;s
have also accurately demanded globally accepted and expected qu eryices from
organisations. With so many options, consumers are unwilling to\settlé&\for anything less
than the finest. Organisations have recognized the need to {%{stor}ler’s aspirations?’.
This is referred to as global best practices. As a s ice quality is a crucial

motivator for an organization's ascent up the h%@& logy ladder. Service quality has

been utilized consistently as a strategic &h llows a company to distinguish itself

from others in a competitive servi:%

service competitiveness?!. In @1
excellence of service per@s and is viewed that service quality is subjective.

N\

As a result, the compares the actual service to the expected service based on how

well they @ ervice meets their wants and expectations. Concerning this view
ite

diver, s have described service quality as a sort of customer attitude resulting from

, and it is seen as a significant factor of

arlance, Service quality refers to the degree of

ast of consumer expectations towards given services with their actual

formance®?. The literature identified two schools of management thought in particular

Q with relation to service quality. One is based on a gap model, or a comparison between,
and it relates to SERVQUAL. The following are some characteristics of high-quality
customer service: tangibility, dependability, assurance, responsiveness, and empathy.

Regardless of its popularity, numerous scholars have questioned its practical applicability
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and raised doubts about its validity. The issue of when to assess quality, either before or
after getting the service, and the assumption that the model employs a subtractive "gap"
(P-E) between perceptions and expectations as a measure of quality. In response to the
foregoing complaints, the SERVPEREF scale was created, excluding expectations (&) and
evaluating service quality based on customers' perceptions of the perfor the

service provided using the same five dimensions as SERVQUAL?. \%

A service is characterized as a task intended to benefit a cli A§a result, the gap

between a service's predicted and actual performance % t to be the measure of

service quality. Service quality is the degree t@
consumers' expectations®®. It typically esta@customer’s perception of a certain
tio

good or service. Below is a basic de

certain service meets the

f various dimensions. Things that are

tangibles are those with a physical XN that can be seen or touched. In the context of

i cinformation and communications technology (ICT)

eir appearance (environment, lighting, air conditioning,

service quality, tangibles

tools, physical facilitieg, a
seating arrange and the organization's service-providing workforce. Any
organizatio, @ these tangibles in a random integration to provide services to its

clien &1 then evaluate the usefulness and quality of these tangibles. Reliability:
l@ is the capacity of a service provider to perform the promised services honestly

d consistently. Customers seek reliable services they can rely on. Assurance: The

Q amount of expertise and civility shown by personnel in providing services, as well as
their capacity to inspire trust and confidence in customers, contribute to the development

of assurance. Empathy: Empathy entails caring for clients by offering them
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individualized attention. It requires listening to their issues and efficiently answering their

expectations’’.

Service quality is a characteristic that has attracted the attention of researchers&%s

marketing. The body of research implies that the discrepancy be\\n%
i

performance expectations and their perception of the actual servic ived is what

tomers'

determines service quality. Additionally, service qualit %éen viewed as a

concentrated assessment that represents the custo opinion of certain service
aspects®. Service quality is the degree and directi %ﬁ:repancy between consumer’s
perception and expectations in terms of difi er% relatively important dimensions of
service’’. Numerous scholars have a@ewice quality principles over the years in
various sectors and nations. For &gample, emphasize that customers examine several
characteristics of an e-seryviéeniiNgrder to build an overall assessment of the quality e-
service's. The study, fou t the aspects of e-service quality, including environment
quality, deliv %«'t&, and outcome quality, are precursors to the worldwide
assessment% ice quality®8. Similarly, five dimensions to measure e-service quality
Wer ed by a scholar which are; access, web interface, trust, attention, and

crédibility, and concluded that customers specified the notion that service quality in e-

Q nking is largely determined by web elements*°.

The client gains from responsiveness in terms of time and emotional benefits. In direct
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sales, the significance of mental advantages obtained from the responsiveness component
has been investigated*’. Service responsiveness includes (i) Employee response: service
people must know everything, and professional skill is only a foundation for resolving
issues. Additionally, service professionals must possess appropriate responswility,
adaptability, and desire to assist consumers. The service behavior of en(k& ay
improve and sustain service quality, which is essential for the im @mn of an

organization's service plan. (ii) Response time: businesses est blM{de tned guidelines for
\

response time, give what the consumer wants, and handle g\%@and immediately. The

viewpoint of a performance measurement system  ifid that timely control and
speedy product delivery substantially impact co %response. Response speed refers
to the capacity of a company's systems to, respohd™rapidly and in real-time to the diverse

s must regulate their internal resources in

requirements of its consumers®!. Oﬁ
order to adapt swiftly to thre ironmental shifts. iv. Information integration: it

indicates the extent to whi ompany provides an outstanding service information

system to receive, ar%ee, record, and monitor customers' needs*”. To improve
e

organizationa onsiveness, it is necessary to create an integrative marketing

comm 'cagqrymodel from the outside to inside (from customer side to organization

si this model, the connections between consumers, departments, and the
Qg ization may be linked and shaped through good organizational responsiveness*. It
Q shows a regular operating method to connect, distribute, and record, as well as a variable
technique to accommodate diverse needs. "The set of methodological and behavioral
techniques emphasizing the management of process, or means of activities, rather than

the results," is what process management is defined as.
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Organisation service responsiveness includes: i. organizational culture support: it reflects
the ability of a firm’s systems to provides business members with clear service vision;
willingness to invest in training expenses; constructive attitude towards failure and
positive service attitude when serving unstable customers’ needs. ii. Teamwork
cohesiveness is the mindset of working together across divisions and acce ?:g
viewpoints. They found that the service system can affect employee r n hehavior in
internal company environments and is also the primary dete%ﬁrganizational

responsiveness in the service and industrial industri \ e support of service

responsiveness in the internal environment and teamdwo€kfOr instance, may increase

staff cohesiveness and, in turn, improve custom@ 46
2.1.2 Concept of Emotional Inte "&ﬂ\e

A lot of studies have been re% arding emotional intelligence and its part in the

work setting in the last f\(&{?&@

in the field of emotignal 1h#€lligence to figure out the idea of emotional intelligence and
e

s. Many definitions and models are given by scholars

its effect on e ee performance. The hypothesis of emotional intelligence is produced
and cc&epggyzed into three models: capacity display, attributes shown along with

odel. Emotional intelligence is the capacity to specifically differentiate and
S

Qﬂ tand one’s own emotional reactions along with those of others?*. Furthermore, it
Q comprises the capacity to make use of one’s own approach for sound decision as well as

to do something practically.
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Emotional intelligence is the same as being concerned with successfully accepting
oneself and others, connecting well to others, and manipulating and gaining a feel for the
immediate environment, which is especially useful when coordinating ecological needs®’.
Emotional intelligence is characterized as a boundary to become conscious of owt_own
mind-set and the other people feeling for encouraging ourselves. In a relati @&o
helps us to deal with the individual as well as our personal desi@

definitions show that to mix or mingle successfully at work plaﬁno ional intelligence

&

es who can deal and have

llowing

plays a very noteworthy part on employee performance a elationship with other

employees in public organizations. The managers a
knowledge of their mind-set in a powerful meag$\ares extra successful at workplaces.
Emotional intelligence model is of three I@ also presented by him that include
competence, characteristic and mix o@ﬂy and qualities named as blended model of

emotional intelligence. Capa%n of emotional intelligence portrays emotional

intelligence like the capa@ex

divide amongst then), in addition to utilize the data to direct one’s manner of thoughts as

mine one’s own and others’ emotions plus feelings, to

e
well as proc Q Characteristics model of emotional intelligence observe emotional
intellig&gwn-subjective skills, for instance, self-assurance, self-completion, general

, as well as general prosperity. As would be natural, events within the light of
>

measures of intelligence®.

teristic habits to arrange with emotional intelligence don’t narrate well with

They clearly relay among individual events, powerful analysts to allude to this approach

as emotional intelligence as character. Intermingled model of emotional intelligence can
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be a mixture of competence model and attributes model of emotional intelligence. The
blended model specifies emotional intelligence and evaluates elements of disposition and
mental intelligence despite the emotional intelligence. Emotional intelligence explicates
the aptitude, capability, talent, otherwise self-perceived gift to identify, charge, an%i:t
the emotions of one’s character, of others, and of crowd. Individuals @e an

elevated quantity of emotional intelligence be on recognizable te emselves

\

extremely fine as well as are also competent to sense the way 0%1: of others. They
e ability to fully

are pleasant, flexible, plus positive. Emotional intellif%;

understand a person’s own emotions, then managing s g, and stimulating those

emotions accordingly. Additionally, he illustre@ motional intelligence also deals

with the ability of considering the feelin@
feelings to do the actions efﬁcier@

intelligence as the non-cognatt

individuals and then organizing those
thor explained the meaning of emotional
ity as well as capacity that will impact the
individual’s capacity t ith the needs and outside force applied by the
surroundings®. He aNerent view that emotional sound does not only have the

cognitive cap@other than that it also helps the person in his daily routine and life

activitk&&)

intelligence is a momentous attribute that cause the act of the employees. A

Q ject Manager needs to be competent and emotionally intelligent to deal with different
situations intelligently>!. A previous author has offered and explained a complete
definition of emotional intelligence. According to his line of thought, emotional

intelligence is the ability to know one’s own emotions, thoughts and feelings and then
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scheming and encouraging those thoughts consequently. He also established that
emotional intelligence helps the person to understand the other people’s emotions and
then supervising those emotions to attain a definite goal or to complete well in any task.
Emotional intelligence is individual’s ability to handle different life stressors and §n:11

strains that have been forced by the environment®2. He not only believe t%&' nal

intelligence was a non-cognitive ability but believed that emotional % ergC sustains

\
needs to change in a useful way and they stated that em@\%\in elligence is the key

factor that will help the leaders or the managers @a

interpersonal relationships. Both the private organization as v%ls ¢ public sector

ization to deal efficiently

with any change that will occur in their organiz ettings>*. Emotional intelligence

helps the managers of public organizatio s&tand their own emotions as well as

the emotions of other persons. It d. &Q% ly help to recognize but also handle those
(o

lar organization®*.

emotions for the advantage of Q
Emotional intelligence@ only include the acknowledgement and organizing the

emotions but it Myvolves the better development of the employees and to do that the
manager o() tain work setting needs to comprehend and to adopt the skills of the

emp é\that will allow them to do well and it will help in the development of the

on®. Different authors have given their own points of view on emotional

elligence and also described the significance of emotional intelligence in everyday life

Q activities. They have proposed three models of emotional intelligence mainly known as
ability model, trait model and the mixed model. Emotional intelligence is the competence

to understand the person’s own personality as well as the personality of the other
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individual to achieve the desires of the organizational environment competently?®.
Organizations wishing to comprehend the relationship between organizational
performance and emotions have conducted research on emotional intelligence®’.

Companies such as Procter & Gamble and Federal Express acknowledge a&

emotional intelligence as the subject of their training>®.

Emotional intelligence is the approach in which individuals react t \pwronment”.
One of the three models of emotional intelligence classiﬁ@{r@mental response.
Personality model, ability model, and mixed trait mo \he three models®’. The
personality model relates to attributes like agreea leg(i} d empathy. The capabilities
model focuses on an individual's chara The mixed trait model is an

%nce correlates with a high employee

amalgamation of both. Low emotio

revenue rate®'. Correspondingly, iQa\j\ nd that high emotional intelligence aided in

'lings driving a person to quit their job willingly%2.
Emotional intelligence\%

between the im aotivities criminals display, and whether it determines the conduct

the prevention of the nega

n studied to decide whether there is any correlation

of highly @u salespeople®. In service organizations, it is customary to observe

wha@hor refers to as facade acting, which is the forced emotional behavior of

-

Q otional experience for clients leads in greater emotions of self-worth among

o chase guidelines for how to act when greeting the public®. A favorable

employees®.

Emotional intelligence is a component of soft skills, given the importance of these
abilities in the workplace. While emotional intelligence is considered in a healthy work
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setting, a person's emotions in a poor work environment may have a detrimental impact
on his or her interpersonal skills®®. Emotional intelligence is the relationship between
emotions and performance that generates business interest in the subject®’. An
individual's emotions may be influenced by his or her job satisfaction, motiwation,
interpersonal skills, and quality of life®s. Emotional intelligence is one of %f
intelligence that impact a person's performance at work®. There ar i ariables
contributing to social and cultural intelligence. Researchers ie\;v% structure of
intelligence theories to be comparable’’. Emotional intelli@)% ocia\l intelligence, and

cultural intelligence are interdependent, but not su @l

competitiveness have heightened the demand %{ al intelligence. The capacity to
\ver

remain adaptable and respond to cult ah)é

intelligence. Individuals considerei@a y proficient display the ability to interact
i

Globalization and rising
se situations is known as cultural

successfully with individuals nt cultures’?. Due to the numerous changes in

racial and ethnic groups4n s , this competency is essential for the success of any

business. Prior to @&nce of emotional intelligence, Thorndike postulated social
intelligence”QQ

The ﬁsﬂs{nportant skill related to workplace emotional intelligence is self-awareness.

-

Q otional intelligence is a relatively new concept that was popularized and introduced to

tep to becoming emotionally intelligent is to become as self-aware as possible’.

the field of business by a scholar who claims that it may be more successful than
cognitive intelligence for the management of business affairs’>. Emotional competences

derived from self-awareness enable us to be more effective at work and cultivate
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excellent relationships. It is the capacity to identify one's feelings and the consequences
of those feelings. Studies indicate that people who are aware of their emotions do better
at work. They can see and anticipate how their actions will affect others, and they are
aware of and comprehend their emotions, feelings, and needs. People who feelguite
certain about their emotions are good at managing their lives and are able togh: %r
happy emotions into completing objectives. Self-awareness co \@,include
emotional self-awareness, accurate self-awareness and self-confid nce%e first element
of self-awareness is emotional self-awareness. This illus(a\_§ oW \crucial it is to be

aware of one's own emotions and how they impex ormance. Knowing one's

own resources, abilities, and boundaries is neces \ accurate self-evaluation. People
that possess this ability are self-aware, ¢o %Ve, learn from experience, open to
direct criticism, open to new pers ’&Q&ontinually learning, and self-developing. A
strong feeling of one's value g’y is a necessary component of self-confidence.
People who possess this &N ect confidence, have presence, are able to speak their
minds and take risk fohﬁ'greater good, are resolute, and can make wise choices under

e
duress. Peopl Qhave self-confidence frequently believe they are competent, capable

of taki ogdi‘fjculties, and able to learn new tasks or talents. They consider themselves

to lysts, movers, and initiators, and think that their talents outperform those of
o™
Self-regulation refers to self-generated ideas, attitudes, and behaviors that are ordered and

cyclically modified to attain personal and institutional objectives’®. Self-regulation is a
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fundamental human ability that provides us with an evolutionary edge and helps us to
survive”. The basis for how other people see us as an individual agency is the degree to
which we self-regulate—or do not self-regulate®®. Self-regulation is a social, behavioral,
and environmental interaction system. Self-control is not a unique characteristic, ability,

X:

or degree of competence. Self-regulation entails the capacity to reflect bef@
*&@n

to withhold emotional judgment on occurrences®'. In addition, it ent g control
=

d

over mood swings and impulses and, as a result, not letting the& rfere with one's

\
quality of life. Its hallmarks include adaptability, honest(,\’%@dability, and comfort
with uncertainty®. @

It also comprises cognitive, psychological, m: 1, and behavioral components that
enable a person to alter his or her b iours*and objectives in response to dynamic
environmental situations in ordeQ\J\c ieve the desired results®®. Self-regulation is

viewed as the capacity to e e%y set goals, agree on appropriate strategies, schedule

their time, coordinate 3{/

their teaching arning by soliciting feedback on their outcomes, and modify

anticipated@g practices. Several recent studies advocate specifically for the

intro@ of self-regulation in a range of academic contexts®*.

"Pragesses involved in achieving and maintaining (i.e., keeping consistent) goals, where

itize materials and data, change methods flexibly, track

Q goals are internally reflected (i.e., within the self) desired states," are included in self-
regulation”. Thus, at the core of the majority of theories of self-regulation are the
notions that people create goals, evaluate their progress against the objectives, and
modify their actions or cognitions if there is a difference between a goal and the current
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state®®. These variables and their interrelationships comprise the negative feedback loop
which consists of an input function, a reference value, a comparator, and an output
function®’. The input function senses how one is currently performing. The system
actively maintains the reference value as a representation of a desirable state, sueh_as a
task goal. To assess whether there is a discrepancy between the input and or
goal, the comparator compares it to those. If a difference is detected, @\&ﬂmction
is engaged to bring the subsequent input in line with the goal. This ottput may include
behavioral changes aimed at increasing or decreasing effj N&el\cognitive changes
aimed at altering one’s interpretation of the standa%; c_lr discrepancy. (Negative

feedback loops can be contrasted with positive

same components but consist of ind@s tting standards higher than current
performance so as to create a discretaé\or nlarge an existing discrepancy)®s.

Social competence is an indi m% ability to manage social interactions with others®’. It

k loops, which have all of the

is about understanding }% Is and acting appropriately in social settings®. An author

discovered that %vas a link between social support and emotional intelligence®'.
There is

has a need for social intelligence, and social competence to navigate social

miliarity between the two constructs. Another authorstated an

successfully®?>. A book reviewer said that people's maladaptive behavior
ending on the situation. Practical intelligence is cited as the justification for the
person's behavior. It is said that emotion is a personal state of the heart. Emotions can be

a response to external events or internal stimuli (such thoughts or memories). Moods and

emotions are not the same thing. A mood is a state of the heart that influence us to react a
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certain way. For instance, someone in a low frame of mind is more likely to feel irritated
when they trip on a rock. Someone in a good frame of mind is more likely to feel amused

by the event. In general, emotions are reactions to an occurrence, while moods are

present before and throughout the event®. V\
In and of itself, emotions are neither good nor harmful. They are mt@nses.

However, how we act (or don't act) on our emotions may have a signi \unpact on our
wellbeing, even though there are various types of emoy%\ S'ch emotions are

subjective, individuals often differ on how to categoriz@me argue that there are

just six fundamental emotions in humanity. Othg%ﬁy that we have up to 34,000

unique types of feelings. Dr. Robert Plutc@on wheel94 is a popular tool for
ta

categorizing emotions. The eight fund otions are arranged by Plutchik into a

rainbow wheel. Each emotion is shQVN t to its "opposite," as shown in the illustration:

\\%@
$

4\
O
N
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Fig 2.1: Mapping Emotion

Joy vs. Sadness, Trust t, Fear vs. Anger, Surprise vs. Anticipation

The above diag %ws that many emotions are simply more intense or less intense

variations t fundamental emotions. For instance, wrath is a stronger form of

ang

€

annoyance, which is a milder form. The eight fundamental emotions can be

to form more complex emotions. For instance, blending joy and trust together

QQ—‘ create love. Since man is a creation of emotion, he goes through it daily in his

interaction with others exuding positive or negative disposition. Some of us don’t read

others but assume that we are one and the same thing simply because we are conversing

or interacting with one another.
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The limbic system, a collection of brain regions, regulates our emotions. Our emotional
states are influenced by chemicals released by the limbic system. The chemicals that have
been released determine the kind of mood we experience. As an illustration, the hormone

oxytocin enables us to sense love. Emotions alter our body's chemical and fungtional

status in addition to reflecting our mental moods. For instance, when we {%@ our
sympathetic nervous system gets activated. We may begin to persp @ pils may
=

i
dilate, and our pulse rate may accelerate. On the other hand, ou&s well-being can

impact our emotions as well. Deep breathing might help, \ ease fear or anger by

triggering the parasympathetic nervous system. ch(é/ is slowed by this system,

which aids in relaxation. Cross-cultural res%\ gests each emotion manifests
C

differently in our body. In a 2014 study&.; ere exposed to phrases, narratives, or

facial expressions that were mea Q\e ke a particular feeling. They were then
instructed to color in anybody, S felt were becoming more or less active®. Every
emotion has its own "blu€pritg™sWVhich is imprinted on the body. One's head, chest, and
arms, for instance l%e significantly more active when one was angry. In other
.

words, partici frequently found themselves breathing heavily, developing sweaty
palms, Kd t faces. In the meantime, those who felt disgust reported increased activity
in %roat and gut (likely reflecting nausea). Happiness was the only emotion which
=

e entire body to have an increase in activity.

In some cultures, certain emotions may have names, whereas in others they may not.
Some feelings that don't have exact English equivalents are listed here: Gunnen: This is

the Dutch word for feeling happiness for someone else’s good fortune (opposite of
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schadenfreude). Ilinx: This is French word for the guilty pleasure of causing minor
mischief. Malu: This is Indonesian word for the insecurity and awkwardness you feel
when surrounded by people of higher status. Torschlusspanik: This is German word for
the fear that life is passing you by. Umay: This is Tagalong word for the weariness you
feel after having too much of a good thing. Some cultures prioritize certain % ver

others. In Western civilizations, people frequently strive to feel as 3@ possible.
d

Meanwhile, in many Eastern cultures, people attempt to strike a fid round between

\
positive and negative emotions®®. The reasons why@emgs have emotions

according to philosophers who have pondered wht mans truly benefit from

emotion are discussed here. Strong emotions f@ cause us to make poor decisions
t

and do things we'll later regret. Wm&i preferable to rely only on logic?,
particularly so when dealing with ¢ rs or clients?

However, a lot of scientists %wt emotions are usually advantageous for people. In

the past, our feelings e% d us to use particular survival techniques. Every primary
emotion served inot function. For instance, fear made our ancestors flee to safety

when they \%o a hazardous animal. When they encountered a problem on the way

hom &were motivated by anger to solve it rather than give up. And after returning

ly, feelings of happiness would reinforce the actions that helped them survive.
Q@)wever, there are situations when feelings actually make things worse rather than better.
People who suffer from clinical anxiety may find that dread paralyzes them rather than
inspires them. People who are depressed may experience such intense sadness that they

are unable to experience joy. Even those without a clinical diagnosis are capable of

52



Q

N

experiencing emotional overload. A sympathetic counselor can frequently assist people in
gaining control over upsetting emotions. In therapy, people can learn how to identify
times when emotions are impairing their judgment and control those emotions. They

might also discover constructive techniques to deal with these emotions. V\

A person's feelings about their job, their company, or their team signific S& how
much they value such things. Emotions can influence workplace c% ccording to

research, those within our inner circle are better able to recqf&l&u\d comprehend our

emotions. Consequently, how do sentiments, attitudes, ace actions connect to

one another? This relationship may be explained b% fiective Events Theory (AET)"".
The Affective Events Theory (AET) stated as observed that the effect of six
major kinds of emotions in the work . anger, fear, joy, love, sadness, and surprise
affect the mood or attitude of peo@ rding to their idea, different types of people
experience various emotio %Sponse to particular workplace occurrences. These

emotions then trigger a&%t ay aid or impede coworkers?s.

R
S
O
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Fig. 2.2: Affective Event Theory @
Affective Events Theory (@

Six emotions are i p@ work-related events, according to the Affective Events

Theory. For 1 , 1 e:gine that an associate unexpectedly delivers a morning coffee to
another co% desk. As a consequence of this unexpectedly delightful event, the
in iay feel delighted and surprised. If that co-worker is your boss, the individual
%ﬂeel proud as well. Positive emotions stemming from job experience may drive
Q dividuals to pursue something they hadn't intended to do previously, according to
studies. For example, an individual might volunteer to help a colleague on a project he or
she weren’t planning to work on before. The individual’s action would be an affect-

driven behavior. Alternatively, if a worker is unfairly reprimanded by a manager, the
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negative emotions he experienced may cause him to withdraw from work or to act mean
toward a coworker. These insignificant emotional flare-ups at work can eventually affect

an employee's job happiness.

A person's pleasure at work can be influenced by business benefits and promot"@l@ut

satisfaction is not only a product of this sort of "outside-in" compe %&ystem.

According to the AET model, a person's personality, small emotiona es at work

over time, beliefs, and affect-driven behaviors all contrib 0 {heir level of job

\e ative emotional state

né burnout may both result in

satisfaction. High-negative-emotion Burnout is a chrogi
brought on by job-related discontentment. Frustrati
melancholy, anxiety, aggression, physical ill Xeased drug and alcohol usage, and
sleeplessness, with frustration being sli active and burnout being considerably

more passive in this regard. As @ res up and is displayed in relationships with

others, these circumstances c%ve an adverse influence on coworkers, clients, and
consumers. \%?\
Negative feeli *'i‘despread among employees in service industries. People who
work in thQnJ acturing industry seldom ever interact directly with their clients. If
the terrible mood, the consumer would not know. The exact contrary is true for
se%work. A service provider's work includes maintaining a particular public image.
Q rvice industry workers are skilled assistants. Consequently, they are supposed to
continually be happy, affable, and charming, which may get boring after a while. Humans
are emotional creatures by nature. Every day, we experience a variety of emotions. Even

if they are feeling grief, anger, or fear on a personal level, their job at work takes priority
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over who they are as individuals. As a result, they develop a persona—a professional
identity that requires them to play out emotions that may not be genuine as part of their
work. The control of emotions and outward expressions for organizational goals is known

as emotional labor. Researchers have identified three main levels of emotional labow\

Surface acting: This requires an individual to exhibit physical signs, such&, that

reflect emotions customers want to experience. A children's hairdr% smile and

seem compassionate while cutting the hair of a weeping toddlgw\c%\t genuinely feeling
nce.

that way. This individual is acting on the surface in this %

Deep acting: This isn't just scratching the surfac @\ﬁe around, a worker will really

try to feel the emotion they are displaying% sed to acting out the feelings they
think a client wants to see. This real a@kempathy assists in synchronizing one's own
feelings with those shown. The children® hairdresser may sympathize with the toddler by
envisioning how distressi be for a kid so young to be confined in a chair and in

a strange setting, a&the aifdresser may begin to actually feel sorry for the youngster.

Genuine acti happens when individuals are prompted to exhibit emotions similar
to thei@. en performance is necessary for a job, less emotional effort is required

sin® ctions match the emotions being communicated.
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Surface
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Fig 2.3: Emotions at work ( \&

Source: https://cours s%nlearning.com/suny—hccc-orgbehavior/chapter/7-5-
emotions-at-work/ %

When it comes to a tirki&ﬂloser your actions are to the center of the circle, the less
emotional effoﬂQ&o

b requires. The further distant, the more emotional labor the job
demands. @g to research, deep acting may reduce stress while surface acting is

linkQ igher levels of stress and fewer good feelings felt. Emotional labor is

a arly prevalent inservice sectors that are also known for having poor pay, which
Qireases the risk of stress and feelings of unjust treatment®. In a study of 285 hotel

employees, research work established that emotional labor was vital because so many
employee-customer interactions involve individuals dealing with emotionally charged

issues®. Specific emotional behaviors are expected of emotional laborers as part of their
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duties. The employee may occasionally already be experiencing these feelings. The
emotional labor is then only slightly taxing. For instance, Generally, a funeral director is

supposed to express sympathy for a family's loss, and in the instance of an unexpected

death, this compassion may be sincere. V\

However, for those whose occupations call for them to be professiona %nt and
cheerful, like flight attendants, or to be serious and authoritative, < 1ce officers,
wearing one's "game face" might have repercussions that end& ger than the working
day. Taking breaks can help surface performers hand \killfully with this as a
defense. More autonomy has also been linked to leﬁﬂt% or service workers in France

and the United States, according to academi@e dissonance occurs when there is

a contradiction between an individual’&% 7 feelings, and actions. For instance, you

might believe that you should alw@
but you might have just be %asant to one. If you don't discover a means to reduce
the dissonance, some@

interpersonal co by altering your actions (trying to be more polite), your beliefs

ind to customers regardless of their feelings,

feel uncomfortable or stressed. You can lessen the

(perhaps it o be less courteous occasionally), or by providing new information

that the significance of the old information (such as you will otherwise be laid off
f day). Even though being positive might make one feel positive, engaging in
Q@lotional work that includes a lot of emotional or cognitive dissonance can be taxing and

occasionally have a negative impact on one's health!®.

Being human is the ability to be emotionally intelligent. Individual employee who is able
to manage his own emotions would have the ability to absorb the emotional contents of
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all those he ineluctably comes into contact with. It is an unavoidable diversion that has a

vital function in our effort at socializing with others. It is easy for a man who is

emotionally intelligent to adapt to any emotional deficiency coming from others. It is

possible to neutralize provocative behaviours flowing from difficult people. «When

employees are emotionally intelligent, there will be increased team perfon&{ ey

perceive the success of the organization as personal success; they are li

ogXxperience

less stress and reduced labour or staff turnover. As a result of leagership, ability, decision

\
making process is improved and well-being of employe ‘Qb{atlvely increased. The

HBR guide to Emotional Intelligence'® states that e one can work to manage

one’s own reactions, one cannot control those & r person in the conflict.

There are five techniques to handle s np ctive behaviours:-

e\

o . . \
Tackling unproductive behavm%

If the other person..... \
é

) Try to.....

Is aggressive and disr@
Q\ .

Command respect by remaining clam

Interrupt verbal attacks by repeating the person’s name
Communicate your bottom line: “when you’re ready to
speak to me with respect, I will take all the time you want to

discuss this”.

Go into the conversation prepared to support your own
perceptions and ideas.

Redirect the person to your idea or information with phrases
such as “I was just wondering” Bear with me a minute,” or
“what do you suppose...?”

Acknowledge that the person possesses valuable knowledge,

too.
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Has an explosive outburst

Take a break and then continue the conversation
Get the person’s attention by waving your arms and calling
their name loudly enough to be heard

Express genuine concern for the person: “Joe, nobody

should have to feel this way! I want to help.”
Y AN N

Is uncommunicative

Schedule plenty of time for the perso@)nd to your

ideas and questions.

Ask open-ended questions: ou thlnklng‘?” “How

do you want to proceed” &e sho 1d we go from here?”

son for a longer-than-usual

Gaze expectantly at
period of time aft?% a comment or asking a question.

Assumes that the situation

can’t get better

Give the per 0 consider your plan and get back to

Brlr@ress the negative aspects of an idea before

person does

Source: David, S. (2016) Make &our\Emotlon Work for you

HBR (2017) Guide toQ{'

relationships lead iw

al Intelligence. Build trust and influence strengthen

ience. It boils down to the fact that we all need to learn,

develop, a t emotional agility, the capacity to mine even the most difficult

emoti gkrja a that can help us make better decisions?*®. Of course, how one speaks

to other work mates in a corporate setting where it is a ‘norm’ to transfer
%

ession COIlSClOl.lSly and LlIlCOIlSClOl.lSly become an issue as one must nav1gate one’s

Q way without arising the ego of anyone.
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2.1.3 Concept of Soft Skills

Soft skills or interpersonal skills or “people skills” are based on an employee’s behaviour
and communicative ability. These skills make a person an effective communicator,
creative thinker, flexible in attitude and able to work in a team as its leader or %
The technical knowledge of an employee is his hard skills and his p 11 raits,
habits and customs, skills in the use of language, positive outloo %dly nature
amount to an individual’s soft skills. They develop pe 1 Qualities such as:

c.%w'tl e outlook. He stated

further that ‘a worker with strong interpersonal s 11 arficipates effectively as a team

%\stomers with courtesy, exercises

member, teaches and trains newcomers, %
leadership, is able to negotiate toughl ablesto work with co-workers with different

Responsibility, Self-esteem, Sociability, Self-managem

backgrounds and the right things VN here is no doubt that any organization which

ust cultivate the soft skills of its workforce, harness

e competitive edge of the organization. What sustains an

deals with customers face t

and leverage these toe an€e
organization in Q atde business environment is the combined soft skills of its
employees daily deploys and explores. Soft skills have been identified as

essenti ey 1n the workplace. It is what makes an employee employable in an

% on. Their examples include communication, teamwork, motivation, problem-

Q ving, enthusiasm, and trust®’.

Soft skills are vital to success in an organization®. The wrong decision in an employee
can be costly to an organization®. The capability to communicate is an essential skill for

employees to possess. An author affirmed that management spends the bulk of time
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communicating®. Language is the basis of communication®!. It helps individuals to
comprehend others’ emotions and helps to form social skills?2. Types of communication
include interpersonal communication, verbal, andwritten®. Listening skills play a
significant role in the communication process®®. To be a successful communicatQr, an
individual must first be a good listener. A person should center on heapi an
3Qgtions to

individual says, taking what they heard and drawing inference sand 3&3\
N

make clear any parts of the conversation either not hgar isconstrued®.

\
Organizational achievement correlates to effectual comm %9 “Staff happiness and
supervisor effectiveness may both be increased via atfe stening”’. Certainty exists

that the use of gestures in communication%& consequence of the individual

attempting to express a difficult thought.{h\‘ peaker's ability to convey their message is

enhanced by the use of gestures. Soii@

Although gesturing is imperati ople can also form a perception of trust based on the

nclude the use of gestures®®.

familiarity, bone structue, expressions of the face”. Affective and Emotion are two
companies that reated software algorithms to identify an individual’s emotional
state!®, T @a e contains a compilation of human facial impressions. Using the
impr; ﬁ;s;(i#normation assists in the creation of algorithms that assess an individual's

ased on facial expressions, verbal clues, and gestures. A research work

Q@derlined the significance of nonverbal cues in communication'”!. The researcher

additionally stated that a bad first impression could take a considerable amount of time to
reverse. He counseled individuals to keep an adequate distance from the person with

whom they are conversing and to pay close attention to the message their body language
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conveys. Scholars are agreed that 55% of communication is body language; 38% is voice
while words constitute only 7%. The use of gestures while speaking is associated with an
improvement in memory. The gestures aid in remembering the speaker. Consequential

gestures aid the speaker while non-meaningful gestures do not!®2. Both ad%id
or

children benefit from the use of gestures as a form of communication. A r(%\
also discovered gestures are the most reliable form of communicati%&@ sence o

the use of ordinary language!®. Early forms of communicati%ig ated from signs

\
from countries such as Egypt, and China. (\’\

In the virtual team environment, some of the co@ ways people communicate
f %\m members to use visual cues, as

have changed!®. It is not always probable §
they may not be able to see each oth here#are multicultural differences each team

member must understand. Vio@\j\ e differences via the use of improper

lt in disaster for the team. Misunderstanding or

obal team members can also lead to a negative result. An

k
f

communication methods

misinterpreting the cuex{/

lack of body language due to a conference call versus a face-to-

author posited t
face meetirﬁ)&ulted in a change in meeting structure!®. He stated that individuals
parti "a‘sﬂKg in a virtual call must focus on voice tone and silence as a substitute cue for
uage. Individuals communicating through social networking channels such as
Q cebook, twitter et cetera face similar challenges. Individuals must possess strong
interpersonal skills as well as use good judgment when communicating via social
networking channels!%. Organizations may hold individuals accountable for their

representation on social networking sites as they consider the employee as an extension
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of the firm. Therefore, it is critical for a person to use good communication skills online

as he utilizes it in the course of ‘offline’ interaction.

People born into different generations have differing communication styles. The
Millennial group, which includes individuals born in 1980 through 2000, has g \%\n

the age of connection to each other through technology'®’

. It may be apgudd that their
lack of soft skills was caused in part by the accessibility of techn% cneration Z,
which spans people born during the years of 1993-2005, has ~&{ann technology!'%.
The generation is inclusive with the majority of the \G owning a cell phone.

Electronic communication has replaced some facesto nversations as the preferred

e
mode of communication'”. The consequen @Widuals lack soft skills due to the
reduced amount of face-to-face interagtiQn. AW author provides an interesting point of
view on written communication. S@e that there is too much focus on errors in the

written word affecting the

% confidence!'?. Slang phrases are used as a result of

cultural communication, bafrigrs. Reliance solely on the correct use of grammar may

affect the conﬁ%&f-the person including their self-esteem. In business, employee

success ha@
T is fundamental that employees learn how to communicate efficiently. It is
0

ffective communication including written expression'!!.

Q on for individuals to deal with difficult personality types in the organization. The
Q personalities could come from superiors, subordinates, colleagues, or customers'!2, The
ability to manage the relationships successfully may result in an optimistic work
experience. In fact, some corporations are using Situation Judgment Tests (SJT) as a

113

method of rating interpersonal skills in individuals''>. The goal of the organization is to
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identify weaknesses in interpersonal skills and then give additional workforce training as
an outcome. The success of the employees is partially dependent upon their interpersonal
skills''*. The lack of interpersonal skills may affect the ability of the worker to
communicate effectively and get along well with others. Extroversion and Agreeaklgness

link to a person’s interpersonal skillset!!'>. Individual relationships between @ are
important synergistically as they contribute to work social group cult§‘\%

A researcher surveyed employers in manufacturing and di@d\that interpersonal

skills were the most important employability skills'!Z c%sersonal skills comprise
problem solving, communications, and teamwgQr ersonal conflict is more
prevalent in people with poor interpersonal @fhey may display hostility toward
others!''®. Successful teams are typicall de P of people who get along well with one
another. Individuals who have si@\J\e roversion characteristics within a team find
greater fulfillment in group c% Determination of team participants can comprise the
use of personality test\/ termine an individual’s personalitycharacteristics'?’. A

person’s emotiogal igelligence draws a parallel with team effectiveness'?!. An author

discovered ’s job satisfaction has a potential link to their personality!??.
Indiyi ' perspectives on work are influenced by attributes like agreeableness. People

high in agreeableness are less susceptible to place of workbullying!?*. The

Qople also had lower rates of place of work accidents. Agreeableness is one of the five
Q areas of the Five Factor Personality Model that describe an individual’s personality
traits'>*. Some authors utilized the factors of the model to appraise the work performance

in a quantitative study that included a 1,375-participant survey sample size'?>. The most
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proactive individuals in their work position were the people who had high levels of
conscientiousness and neuroticism. People with high levels of agreeableness have

positive attitudes about telecommuting'?S.

A research work recognized the importance of leveraging customer agreeafh%w.
a

They posited the significance of maintaining the existing customer ba% rvice-
oriented organization due to the cost of losing existing customers. T \Q emphasized
the significance of developing trust in interpersonal conneq\ inch agreeableness
may help to do. A research work also established tha r agreeableness was an
important contributor to the relationship between% stomer and the employee'?. A
high level of agreeableness is also a factor i @& where a person does not perform
their part'?. The team is more pro to~Cover for the individual who has not
performed according to expectati({\;@ researchers studied the correlation between
personality, and absenteeis %a German quantitative data sample of 3,948'3°, They

discovered that the abseqte of men did not correlate with their level of agreeableness.

Nevertheless, lewvel of neuroticism positively affects their absenteeism.

Agreeable ot have an influence on an individual’s predisposition to report their
supe@’s\as abusive!3!.

@%m rated low in conscientiousness and emotional stability was discovered to be the

Q most likely reporters in the study that included 222 employee participants. Persons who
are high in self-monitoring have a tendency to make themselves appear to have a high
level of agreecableness when they are in situations where other people are around'32.
When they are by themselves, they will do whatever they need to do to win. The activity
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may result in a counterproductive work environment. The reliability and validity of tests
used to identify an individual’s level of teamwork have come into question. The
Knowledge, Skills, and Ability (KSA) test used by multiple organizations is less valid
than initially reported'?. A research work found the reliability of the Teamwork

Knowledge, Skill, Ability Test (TWKSAT) was not confirmed and could b

Organizations actively use the tests to determine an individual’s
direction of teamwork. Virtual teams were created to bridge thw&gr 1c gap between
team members in the workplace. The composition of vi ?1& S 1} individuals from
different cultural backdrops. The increase in the neces§it Hrtual work is the result of
technologicaladvances'?®. Factors including lac \ work can obstruct the progress
of teams set up for success!3®. Teamwor r&teraction with other team members.
Teamwork is necessary for project @ nt that can have a profound impact on the
organizational success’®’. T titude to work with teams ranks as the third most
important soft skill for groj anagers'3® Teamwork is present in virtual teams and
virtual environment 'I%Ms a key to successful teamwork in a virtual environment!'38,
.

Even the pla@ a robotic football game must achieve a level of teamwork and

collabg ti(&()) the team to succeed'*. Individuals who possess agreeableness, openness

ientiousness traits positively benefit from teamwork in a virtual world
\)

Professional development and project work have been useful to enhance communication

nment!'40,

and help with the teamwork initiative in organizations. Groups that formerly did not
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communicate were able to integrate successfully into team communication via the use of
professional development. In multifaceted projects, teamwork is beneficial as knowledge
sharing is essential to the problem-solving aspects of the project. Creativity associates
with inherent motivation. Inherent motivation comes from within the person. Intringically

\

motivated persons explore creative opportunities to contribute ideas. It was% n
SC

&

alignment of motivation is closer to an individual’s level of the\orgahization than it is

individual’s wage does not affect inherent motivation. An auth ered the

\
with generational differences'*!. The organization’s r}&’%@p affects individual

motivation. It was also found that motivation did nQt(i ¢ organization citizenship

behaviour. However, a person’s inherent rr@s{ correlates with organizational

citizenship behaviour. @
An earlier researcher discovered t@iduals who cannot differentiate their positive

emotions had the greatest i %notivational drive!*. For instance, a person who was

happy but could not dis"&/‘

who are aware o, emotions can exert more self-control over their feelings. Therefore,

sk why he was happy was essentially motivated. Individuals

their feelin s of an impact on their inherent motivation. The relationship between

the cts_of emotions on intrinsic motivation is what makes the discovery significant.

ties like confidence and interpersonal skills are crucial. Emotional intelligence

Q influenced by one's level of self-assurance. People who have confidence in themselves
may be more driven to make better professional decisions. In a similar vein, people will
exhibit positive work attitudes in what they believe to be a positive work environment.

Ants' social behavior can be studied to gain insight into how groups of people solve
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problems. The creatures combine their collective intelligence to solve complex problems.
Individual problem-solving behaviors may result in increased self-esteem'#’. A shift in
the manufacturing industry due to technology advances and globalization has resulted in
a critical need for individuals with problem-solving skills. Critical thinking skillgsare a
significant worker attribute. They are more significant than creativity in a %\Q%O
nursing school participants. Critical problem-solving abilities%éﬁal for

environments that are constantly changing, in addition to critic&&hin ing abilities. The

\
development of problem-solving abilities is a crucial comp(\:)xtxo{employee success.

An author discovered that men were bette@ problem solving than their female

counterparts. Enthusiasm has a link \dl idual happiness. The meaning of enthusiasm

is the internal passion an inﬁ cels about a particular subject or idea'**. The

optimistic feelings at th c%q

employee contribt&nf ing problem-solving and work attendance. Harmoniously
av

appiness contribute to business success by greater

e
greater optimistic work satisfaction outcomes than individuals

passionate pe®

who are,obsessiVely passionate. A research work also discovered that individuals who

att @suppress optimistic emotions are viewed negatively by the individual

'%mting the behavior'®. The explanation for the negative view is mainly due to a
Q reaction that is adverse to prospect. A positive team experience has a link to individuals

who have had a previous team experience that worked out satisfactorily. The manners of

persons at work may fluctuate based on their level of happiness at a given point in time.
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Employees in an optimistic state are more willing to be good corporate citizens whereas
workers who are affected by negative work events are left angry and unmotivated. In a
study involving college students, some researchers discovered a major factor in
individual happiness is the person’s level of self-esteem!4. Since managers must on
their employees' efforts to complete their tasks effectively, integrity '%&i\al

component of trust. High levels of trust were found to be correlated % sfaction,

productivity, and dedication. In international relations, trust is a\keystepne for garnering

\
cooperation. Trust must exist first before members of an oga:)\%gon are willing to work

together. @
Top soft skills needed in the place of @ed on a survey of graduate and

undergraduate students at Texas A& ivérsity include honesty and integrity!'*’. A
researcher stated that there is an an\o{s d demand for honesty!*. He also identified

integrity, communication, a

%se of responsibility as needed soft skills. As a mentor
and mentee establish tragt, they*learn the necessary skills. Other researchers in their study
of honesty fou e ’ndividuals have to work hard to resist temptation while the
temptation stent for others'®. They affirmed that being dishonest takes more
efforgthan being honest. In the nursing profession, the ethics of telling small half-truths is
i n. Some medical professionals have a habit of telling patients everything will be
Q e when it may not actually be. The Kingston University in London uses a five-minute

honesty test to address the concern'>®. The test is used to assess fresh applicants and

gauge how honest they are under pressure. Individuals who may witness dishonest acts at
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work are at risk of a disloyal label if they reveal the issues. In some cases, nothing

happens when an individual comes forward with the information about the dishonest act.

Fear of culpability and retribution often deter individuals from making the right decision

about being honest. Men are more likely than women to be untruthful about ‘@s
e

In a study of 125 undergraduate students, some researchers found men ar ely to

create a personal image of themselves that is not valid, which is of dishonest
behavior'>!. Raising pay may help in the retail chain sector&%m{e employee theft.
There is an ongoing debate as to whether leaders or whether they can

accomplish leadership through training. A similar d% exists about whether leadership

is a soft or hard skill. Researchers stated le \is a hard skill. Additionally, they

noted the basis of leadership is multipl s% an‘individual acquires over a long period!>2.
It was indicated that the basis for a@ cognitive abilities formed by the time a child

is age four. The cognitive § have an association with soft skills development.

American workers are\@} for having excellent work ethics. It is one of the main

motives for peoﬁ%'{nmigrate to the nation. The emphasis of the work ethic should be

on upholdo able and moral principles. Events such as what occurred on
11,

&
N

) However, Latino migrant workers continue to identify themselves with their strong work

011, have impacted to lessen the work ethic of Americans.

ethic. In Ireland during the 2004-2008 employment boom, immigrants were the preferred
hire due to their soft skills including their work ethic'®3. An author stated that the

introduction of a focus on soft skills in the employees may be partly responsible for
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closing the gender wage gap'34. The traditional pay for women is at a lower rate than men.
However, women possess strong soft skills. The need for soft skills in the workforce has
aided women in garnering higher wages. The worth of older workers includes their higher
levels of soft skills versus younger employees. Organizations appreciate their loya

reliability as opposed to the favour of younger generations for their good p 1th,
and computer skills. As businesses leverage human capital, an indivi &\]gg(ﬁtude to
learn becomes increasingly more important than their existing em&e e. Organ1zat10ns
are searching for workers who are self-motivated an \él\ ind\ependently. Lean
employees have resulted in individuals taking on e ith less time for worker

training. Persons need to possess the skills to %ﬁ\ how to do the work themselves

without asking others. The focus is tion of a work force with further
strengthened soft skills during thel gardless of the employer by strengthening
the employees ability to think (ﬁdxbﬂlty to manage time efficiently and effectively,

ability to work within the% the job and to resolve conflict pertaining to work!.

One of the mostg amt traits that directly affects both an individual's success and the

well-being

judged. by the growing interest in scientific and public life areas. Especially loud is the

is critical thinking. The importance of critical thinking can be

mployers inviting to pay attention to the need of critical thinking skills in the

Q our market and in a rapidly changing world in general. The American Management
Association’s (AMA) Critical Skills Survey revealed that, according to employers,
employees need to think critically, solve problems, innovate, collaborate, and

communicate more effectively; they must excel at the “four Cs”: critical thinking,
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communication, collaboration, and creativity Critical thinking is a desirable

competency which employers expect from their prospective employees'>’

. It is integral
not only to carrying out direct functions well but also to enable employees raise valid,
critical questions leading towards right and better solutions, being able to reflect om their

own and other people’s activities as well as making respective Q({ ts,

understanding the importance of their personal contribution to the N‘g@e t of the

organisation and society in general'*3, *

\
When organisations ignore the importance of including gsi '\hinkers as a part of their
strategies, new ideas may not emerge, current %%ay not be challenged, and
changes may not occur. This results in % ions becoming stagnant, having
outcomes that stay the same!®. Criticghthinking within teams improves organisational
performance. It also enhances trai@n development initiatives. Employers link the
capacity for critical decisio with critical thinking. This skill is considered to be

of great importance in&

mostly as the ¢ iy te avoid mistakes and make the right decisions; to correct and

regulate 0 to be socially responsible!®’.
ts of barriers regarding implementing critical thinking in an organization, a

situations. Critical thinking by employers is recognised

e them are: i. confirmation bias; this is a process of bending evidence to fit one’s
QQeliefs. How often do CEOs seek out evidence that is "neutral" for both individuals and
groups rather than material that supports their viewpoint? The best defense against
confirmation bias is to actively look for evidence that contradicts assumptions. ii.
Affirming that good things happen to us because of internal factors and bad things

73



happen to us because of external factors, while the opposite is true for others, is known as
an attribution bias (or self-serving bias). Because of this bias, we tend to blame just the
individual and not external factors for the acts of others, especially when they are bad. iii.
The error of believing information from someone else even when there is no evideace to
back up their claims is called "trusting testimonial evidence." However, Q\;E\of
those same people actually know the validity of those recommendati %es have
repeatedly shown that people are more likely to purchase *%ct based on a

\
{%\0 the effectiveness of

es: Although this barrier

recommendation from a friend or family member than on t

advertising or another marketing strategy. iv. Me

appears to be reasonably self-explanatory on the (everyone has memory gaps), it
poses a risk due to a characteristic of @1 t causes them to fill these gaps with
information that may or may not b;@n

things up as we go along. v. accepting authority

ther words, we often avoid reaching more

fact-based conclusions becaus%
without question; a beh&t&m rved in Stanley Milgram's well-known experiments,
where many participants Wére willing to shock others on the direction of an authority

e
figure despit@g doubts about the morality of their actions. The unthinking

acceptagce of ipdividuals with dubious degrees or competence is a current example of

thi f critical thinking.'6!.

Q@rery employee must have access to time in order to fulfill the mission and goals of a

business. It is so fragile that it can never be recovered after being exploited; it can only be
spent. Every employee looks for ways to manage their time more effectively. Time

management is crucial to both, whether it's the management of an organization wanting
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to improve operations or a person searching for better ways to use their time. Time is a
period either long or short, during which you do something or something happens while
management is defined as the act or skill of dealing with people or situations in a
successful way!%2. The following are the attributes of time: Time is a unique resouxge; It
is the scarcest resource in the universe; Time cannot be replaced by a ma @e
accumulated like money, it cannot be turned on and off like a ma X\% annot be
stored like raw materials, and it cannot be stocked like raw materials. Thine also passes at

\
a set rate regardless of what happens, and it must be man, {\&d used wisely like any

other scarce resource. As a result, time managemen {21{/ ewed as a short- or long-

term process that encompasses how people spe time wisely to generate results.

The resolve to change is where time ma@ gins!63,
Better time management can be acﬁi&( goals have been set and then all future work

1 s the individual or organization towards meeting the

. People sometimes‘ha

is prioritized based on how

164

goals too many duties to complete but not enough time for the

things they reall@a do, which highlights the importance of time management. Time

manageme

time %ources. Time management brings about orderliness and enables one to be

you to prioritize needs and wants and match them with available

ductive and fulfilled'®>. Planning and exercising deliberate control over the

Q ount of time spent on particular activities, especially to promote effectiveness,
efficiency, or productivity, is the act of time management. This specific item is crucial to

the success of any event's organization for those who work in the event industry. Recent

sociologists have demonstrated that how people view time is related to social issues like
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the institution of family, gender roles, and the amount of work that each person
performs'®, Meanwhile, individuals first determine their needs and wants and then rank
them in terms of importance. Specific activities include setting goals to achieve the needs
or wants and prioritizing the tasks necessary to accomplish them. In the aspect ofsgvent
management, time is viewed as the planning process since the initiation stag(z@%ge\nt
until the implementation of the programme. Thus, the sequence ions must be

followed through rigorously to achieve the end target of organizin&su essful event!®’,
\

As an employee, time is an important factor needed é&%&‘ various organizational

performances i.e. the way time is being managed.i anization will reflect on its

performance either positively or negative@rformance of an organization is
evaluated in terms of the degree &%e ent of the organizational goals and

objectives at what monetary cost zh\e iciency'®. Since they have a lot of tasks to

managers in Nigeria today have a significant issue in

effective time managemen e financial costs, efficiency (the capacity to complete a

complete in a short amount

task successfulhq%ve at a desired outcome without wasting effort), and effectiveness

all play a @

perf &them efficiently). As an employee, both the resources and time must be

)

managed and all priorities must be placed in order of their importance.

organization's performance (i.e. doing the right things more than

QQ@ advice to develop personal goals is frequently linked with time management
techniques. These objectives are written down and can be organized into a project, an
action plan, or a straightforward task list. Priorities can be assigned, deadlines can be
specified, and priority ratings can be determined for certain tasks or goals'é®. To manage
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one's time effectively, one must take the time to consider what they want from their daily
tasks. Effective time management emphasizes effectiveness over efficiency by allocating
time in a way that appropriate results can be obtained from tasks within a set time frame.
The main factor in determining efficacy in time management is one's capaeity to

prioritize tasks according to importance and their priority level, as %\t eir
a

commitment to sticking to the chosen order. Employees must be innovati come up
%

0

with different approaches to get results in the allotted time in ordgr to manage their time

effectively. They must be able to manage their emails and N%; that is, they must

be able to minimize the time they spend receiving ifg phone calls and reading

emails. The key to successful time managen%i{ anning and then protecting the
g

planned time, which often involves re-c nﬁ&@ your environment, and particularly

reconditioning the expectations of c@
Another soft skill an 62&%““ possess in order to perform superbly in an

organization is the abil solve conflict. Conflict occurs because individuals have

different percepq%kefs and goals. It is a reality of life we cannot avoid. Conflict is

"a dynami

abo ’Ss&eived differences and obstructions to their aspirations.”!’!. Conflict is

that occurs between interdependent parties as they feel negatively

as the incompatibilities or discrepant views among the parties involved.

Q@nﬂicts can produce severe problems in an organization; it can certainly hurt an
organization’s performance and lead to the forfeiture of employees. Despite this, studies
conclude that not all conflict is bad!’?. Conflicts sometimes bring about positive

consequences such as new ideas, stimulating creativity, motivate changes, and serves as a
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safety valve to indicate problems. However, when conflict in an organization turns
negative, it becomes necessary to take measures that might lead to consequences such as

resource wastage, breaking of group cohesions, creating of negative climate, threatens

psychological well-being, increases hostility and aggressive behaviors. V\

The use of a behavioral or attitudinal approach to conflict management@hsed in
conflict reduction or prevention. Behavioral conflict reduction and ion methods
include enforcing rules, separating employees, assigning cle “Aﬁs,\{laving a common

enemy, outside competition, increasing resources @ ing cooperation and

encouraging collaboration. Having a common . S@, otating people, expanding

resources, team building, and organizationa®kent are examples of techniques for
ca

resolving attitudes conflicts. Since confii Iso bring about positive consequences,
employees can stimulate conﬂi@ h introduction of change, increasing task
ambiguity and creating inte u%ence or competition. Conflict resolution is the use of
resolution and stimul&i%/ hniques to achieve the desired level of conflict!”.
Resolution techps is problem solving (face — face meeting), expansion of resource,
avoidance, 1% he structural variable, that is changing the formal organizational
strucgareMand interaction patterns of conflicting parties through job design and transfer.
identified the stimulation techniques as communication where threatening

Q ssages are used to increase positive conflict level, appointment of devil’s advocate and

restructuring of the organization.

Measures or tactics including appealing to subordinate goals, increasing resources,
changing personnel, modifying the structure, confronting, and negotiating could be used
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for effective conflict resolution and management. In negotiation, employees can use a
variety of conflict resolution styles including avoiding, accommodating, competing,

173

compromising and collaborating'’>. In addition, employees should strive to create a

conflict positive organization among themselves; that is one that values dl§s131,

empowers employees and seeks win-win solution to conflicts. ®

Various methods of dealing with conflict may be grouped according i outcomes!' .
These outcomes may be called win-lose, lose-lose compro '?\d\wm-wm a) Win-
Lose Methods are methods that typically results in out \@ch include dominance
through power or authority, ignoring attempts at i S&, ajority rule and railroading.
Here, one side wins and the other side loses. on to utilize power or authority to
exert domination. By using the argum %u must follow my orders because I am
the boss, parents or teachers, andQ\JQ what is good for you," arbitrary actions are
justified. This use of unila %wer will have a predictable result. More often than
winners, losers engag in unproductive conduct. They make positive messages to the
winners feel scr make more comments to the winner, stop being assertive in their
utterances, % o identify with organizational goals. The creation of losing feelings

may act lly alter the energy creativity, and measure intelligence of the loser in a
irection. For example, in a company sales conference, if a salesperson says ‘I

Q@nk we ought to reorganize the sales territories’” and no one responds, the person will
properly feel he has lost. Failure to address an employee complaint may have a similar

impact. majority rule is a third win-lose strategy. Whereas voting divisions change over

time and groupings vote together, majority rule seems to work well. As a result, a person
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could win on some ballots while losing on others. It also functions when all of the vote
options are agreed upon by the parties, with some merely being preferred over others.
However, it is ineffective when a group splits into steadfast groups and when a minority
is left angry after a vote. b) Lose-Lose Methods; these methods are based on thewption
that’ half a loaf is better than none’, or that” something beats nothin ®
Typically lose-lose methods have the semblance of compromise, b@e

sort to

arbitration and resort to rule.

’\* \
Arbitration is the settlement of disputes between two '\y means of the binding
\ )

decision of an impartial power. In compromise,_t ies often dispute over two

solutions and settle for something in-betw% stration of a lose-lose strategy is
when a corporation overpays employe o deSpise their jobs. The use of third parties
as arbitrators is a lose-lose strate@c use the third party appears to want a result

where each side can win, a

neither party wins at a}%

when parties resﬁk&uk:s for solution to a conflict like arbitration by third party, resort
1

to rule ma()

wheﬁ\ver runs out of fuel and attempts to purchase some with a transfer. If the station

-

Q tion master may choose to problem solve, of course by determining a way to provide

%1 can occasionally be a lose-lose process. Therefore,

t they want. Finally lose-lose outcome frequently occurs
a lose-lose outcome. The result of such approaches is illustrated
phasizes that the station policy of not taking transfers, both parties lose. (The
the driver with fuel without running the risk of accepting a doubtful transfer. ¢) Win-Win

Methods: The last set of method is distinctly; they involve consensus and integrative

decision making. Consensus decision occurs when a group of two or more people, who
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are dealing with judgmental issues, reach a decision which is not unacceptable to anyone.
The two parties walk away with a positive, feelings and are content to negotiate with one

another because the deal has been mutually beneficial.

Work ethic is the accepted standards in terms of personal and social welfare of fh\&bﬁ,

their work attitudes, self-discipline and commitment to their assignments%o ethics
a

is the principle of conduct governing an individual or a group in t place, which
makes them conform to the ethical standards thus inﬂuencingf\g\dza\tional output level

'g%’f-control, collaboration,

attention on quality, dedication, and productivity of N employees have presented a
very unfavorable picture of indifferent, @Rted men and women, who are

unresponsive to motivational techniqu he Nigerian workers have been described as

and the resultant profitability level'’®. The work et

indolent, apathetic and unresponsh&to\)@ ivation and generally, not willing to put forth

maximum productive effortﬁlardless of our perspective, Nigerian employees are
what we have, thus wl\ﬁ/ﬁt/
meaningfully co@@ to the country's progress.

2.2 {%‘t’;{ Review and Framework
.Qc

otivate them to increase their productivity in order to

2. 1 Learning Theory

@:e heory was propounded by Albert Bandura in 2007. The theory posits that events
Q such as why employees’ describe their thought processes as they demonstrate skills that
are effective, and why employees who self-regulate, achieve higher than their peers who
don't'”®. The social learning theory is a model that is most studied and has greater

applicability in literature with positive and negative references. It defines the

81



measurement of the self-efficiency on different perspectives; possession of soft skills and
control of emotions. This self-regulation is fascinated by self-efficacy which is defined as
the belief in one’s capabilities to organize and execute the courses of action required to

manage prospective situations, or a person’s belief in his or her ability to succeed_ in a

particular situation'”, ®

This theory is one of the most popular and frequently researched th: '\&minology.
Social learning theory has its roots in the work of differential ti({n stated that crime
is learned through interactions with close associates. A iminologist Dr Ronald
Akers social learning theory was developed aro S@ theoretical conceptions of
differential association and the principles of. @Br science. Akers also built on the
work of psychologist Dr Albert Band s his#Social theory evolved. Dr. Akers social

learning theory states that people e%lg motivation to commit crime and the skills to

commit crime through the with whom they associate. In simple terms, people
learn new behaviours,\ag/ﬁs,a

people’s behavicQ‘n%ugh positive or negative stimuli. These beliefs begin to form early

and attributes by direct experience and observing other
in their w ment as employee deal with a wide variety of experiences, tasks,
and sithdtions. However, the growth of self-efficacy does not end during this process, but
to evolve throughout life as people acquire new skills and experiences. These
ial learning theories therefore imply that exposing the employees to the right

Q behaviour in work environment will help in achieving the goals and objectives of the
employee and the organization in general, and build individuals who have the right

attitude and values to perform their duties in an organization.

82



The social learning theory of Self-efficacy is relevant to this study because it is a strategic
management tool that has been used to translate an employee’s self-beliefs in their ability
to perform specific tasks, as well as it has been shown to be a reliable predictor for either
job satisfaction or task performance, and influence on personal goal setting. Base the
description, self-efficacy is a kind of beliefs that have the most central ive
effect on employees to make decisions, their goals, the amount of e@uld like

to pay on a particular task, the time they persevere at a task %fa ng on failure or
\

?&%and the degree to the

rther identified that self-

difficulty, how to deal with the amount of stress they ex

extent they might be susceptible to depression. Thi
efficacy is a central principle in social cognitive Self-efficacy refers to the belief,
confidence, which can support employee to\%c%ully execute a behaviour required to
produce an outcome in this case e performance in public organizations in Kwara
State, the higher the level of s 1 , the more confident an individual possesses and

believe themselves can (e{/ e behaviour necessary to obtain a particular outcome

(employee perform&ce).
e
2.2.2 Th()@nployee Performance

The f employee performance has elicited passionate interest of researchers over
th ades. According to a researcher "the term "employee performance", signifies
diividual's work achievement alter exerting required effort on the job which is
associated through getting a meaningful work, engaged profile, and compassionate
colleagues/employers around!4¢ It is imperative to utilize the human resource of a firm

fully and augment its success; thus, effective employee performance management system
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is vital for a business enterprise, the performance-driven objective is expected to be in

tandem with the organizational policies to the extent that the entire process moves away

from being event-driven to become more strategic and a people-centric perspective. Some

organizations perform better than others. At the core of the ability to perform begter or

optimally are individuals who do different things consciously %\i the

accomplishment of the same goal or objective of the organization. Sﬂ(ers have
A\

go a long way

\

. {é\{n he same vein, there

have varying effects and

discovered that when lucrative incentive schemes are deployed&

in motivating employees toward meaningful job participa

are sufficient pragmatic evidences showing that fina

may not be of much significance for escalatin \Q{ yee performance!™!. It is safe to

assert that incentives do galvanize work@s erform as the organization might want
1

them to just as financial offers t@
\%

be implemented for them. Some scholars

developed an overview of perq n theory of employee performance'>?.

AW

Overviewof Rerspectives on Theory of Employee Performance

divt Situational perspective Performance regulation
erences perspective

7~ Nperspective

‘Which individuals | In which situations do How does the

Core questi
& perform best? individuals perform best? | performance process

4

look like? What is
happening when
someone is

\% ‘performing’?

re Cognitive ability | Job characteristics role Action process factors

assumptions and | motivation and stressors situational adequate hierarchical
findings personality constraints

professional

experience
Practical Training personnel | Job design Goal setting feedback
implications for | selection exposure interventions
performance to specific behaviours modification
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improvement improvement of action
process training job
design

Source: Sabine, S & Michael, F. (2017) in Performance Concepts and Performance

Theory

The scholars, a researcher proposed a general model of individual dj Q\in

\{ del, he

. determinants

employee performance which became very influential'>>!34, T

differentiates performance components (e.g. job specific task p&\e

of job performance components and predictors of thre \QQH 2}1‘[5. He'>* further
describe the performance components as a ﬁmctim@ga

knowledge. Procedural knowledge and skills§ tivation. Declarative knowledge
e

covers facts, principles, objectives, and one\%‘

person's abilities, personality, inter t%ﬂcation, training, experience, and aptitude-

determinants: declarative
If. It is assured to be a function of a
treatment interactions. Cog@, ychomotor, physical, self-management, and

interpersonal abilities are@&

interests, education, \{rain experience, and aptitude treatment interactions—as well as

f procedural knowledge. Again, aptitude, personality,

practice—are @or of procedural knowledge and skills. Other researchers built on

the finding8!>>!

1y task knowledge, task abilities, and task habits. However, personality variables
N

. They both concur that factors related to cognitive ability have an

ssumed to have an effect on contextual knowledge, contextual skill, contextual
&bits and, additionally, task habits in turn are seen as predictors of task performance.
Contextual knowledge, contextual skill, and contextual habits are regarded as predictors

of contextual performance!’®. Insisted that this implies that task performance is
predominantly a function of cognitive ability and contextual performance is
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predominantly a function of personality. They both concur that factors related to

cognitive ability have an impact on task knowledge, task abilities, and task habits

supported this model'*®. Another scholar developed components that holistically interact

to establish level of employee performance

Components that Holistically Interact to Establish Level of Employee @hﬂce
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N\

N

discipline, the take
on the shared identity
of the professional
community while
elevating their own
uniqueness. As an
organization matu%
it develops it

mission, its

A student uses \
disciplinary sl% \
: e

describe en

her leadership. A
research team evolves its

Component Description Exemplars ~Glassification rules
Level of identity As individuals Associated with
mature in a maturation in a

discipline or culture.
Associated with
maturation in life
internalized by
person or
organization — the
individual or
organization takes
on the share identity

‘D,

thdividuals group, or
organizations in
multiple types of
performances.

doing business, a identity as a
its uniq performance
0 organization.
Level of skill 1 cribe Making assumptions Describe an action
speeifw’actions that | persisting being humble | Action is relevant in
are used by setting goals observing | a broad range of

performance
contexts

Leyal

pwledge

Knowledge involves
facts, information,
concepts, theories, or

Facts/information —
names states, conversion
factor between feet and

Derives from human
experiences can be
communicated or

3 principle acquired by | inches concepts — recognized
a person or group democracy, chair, force,
through experience principles/theories —
or education relationship between the
tilt of the earth and the
seasons; law of
conservation of energy
Context of This component The performance of an Relates to
performance includes variables academic department is | circumstances
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associated with the
situation that the
individual or
organization
performs in.

coupled with the
organizational
effectiveness of the host
college.

Learning of students is
coupled with the
organization of a class

associated with the
performance applies
to multiple
performance within
the context — not a
personal factor

Personal factors

This component
includes variables
associated with the
situation of an
individual

A student’s
performance is
impacted by the
quality of his or her
home environment.

Performance of a teacher
is impacted when he or
she is ill performance of

a dean is impacted wheny|
his or her spouse dies §

A\
S

o @g?
S@

Fixed factors This component Per in Involves an
includes variable askectbalhis impacted individual
unique to an t immutable; cannot
individual that canngt ) ic factors influence | be altered
be altered & performance

Source: Den Elger (2018) Theory RR l)yee Performance, Faculty Development
Series, University of lIdaho, (pplZQJ

He elaborated certain con%\ erformance Mindset. Performer's mindset includes
actions that engage po§é/$ﬂ'notionsl6°. Examples include establishing difficult goals,
accepting failur amelessary component of achieving high performance, and creating
an enviror@) here the performer feels a suitable level of safety. Keeping a
perf x\mindset is made easier with the help of the Accelerator Model Immersion.
%uance can be improved and both personal and professional development can be
Qmulated by immersion in a physical, social, and intellectual environment. Elements
include social interactions, disciplinary knowledge, active listening, emotions (both
positive and negative, and spiritual alignment. Reflective Practice: involves actions that

help people pay attention to and learn from experiences. Examples include observing the
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present level of performance, noting accomplishments, analyzing strengths and areas of
improvements, analyzing and develop identity, and improving levels of knowledge.
Three axioms can be used to summarize the prerequisites for peak performance and
performance enhancements: axiom 1 - Put the performer in their best emotional co%ﬁin

1ble that

by getting them to think like a performer. Axiom 2-Put the performance in

setting. Axiom 3 -engage the performer in reflective practice. It i
emotions, immersion and reflective practice are germane in&gl about optimal

\
employee performance, which is applicable to employef:t)\ blic Organizations in

Kwara State. (&
\
>
2.2.3 Campbell Model of Job Perf@e
This theory posited one of gq}arge scale attempts to integrate the various
dimensions of performa @omprehensive model'®’. According to him, the latent
structure of job perfi rm&n be modelled using the following eight general factors: i.
job-specific t %e.ncy, il. non-job specific task proficiency, iii. written and oral

commIK(:aQQn) 1v. demonstration effort, v. maintaining personal discipline, vi

fa 'l peer and tea performance, vii. supervision/leadership and viii.
=

q ement/administration!8!. Although some criteria may not be applicable to all jobs,
Q ese eight factors are the highest order characteristics that can be beneficial for

describing performance in any job in the occupational area!®?,

In this study, Campbell model is found applicable to manufacturing environment,
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specific task performance can be referred to as the degree to which a worker can perform
the one substantive or technical task in line with job role and organization objectives
which is peculiar to a job and distinguishes one job from another. Non-job specific task
proficiency on the other hand, is used to refer to task not specific to a particulagjob,
nevertheless, it is expected of all workers in any manufacturin %
Demonstrating efforts captures the consistency or perseverance and intchgh orkers

to complete the required task in due time, whereas maintenanc&fpe onal discipline,
\
punctuality and adherence to organizational cultures referscz)}sﬁxgvoidance of negative
behaviours which workers may exhibit at work'®3. @
@sion in that the former includes

Management or administration differs fro
performance behaviours directed at %\e organization that are distinct from

supervisory or leadership roles. W@n oral communication reflects that component

of the job performance that e%f the subject matter. The description of these eight
dimensions is further e‘@

dimensions are ntto describe the latent structure of job performance at a general

184 According to Campbell and colleagues, these eight

level. Furt ach of the eight factors proposed to have sub factors that will also

VaerQt&Kir egree of salience across occupations. Finally, the true score correlations

-

Q tinct for this study due to its influence on performance of employees.

hese eight dimensions can be assumed to be small enough to consider them

2.2.4 Theory of Emotional Intelligence
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Theory of emotional intelligence comprises five realms: self-awareness (knowing one’s
emotions, strengths, weaknesses, drives, values, and goals- and their impacts on others)
self-regulation (controlling or redirecting disruptive emotions and impulses, motivation

(being driven to achieve for the sake of achievement); empathy (considering @thers’

feelings, especially when making decisions), social skill (managing relation@n ve
1

in desired directions)!®3. All these are the fulcrum of the theory of er@t lligence.

It is important to discuss them. This is depicted by his enduring\article “What makes a
\

Leader?” He introduced a framework of five component {%Qtional intelligence that

allow individuals to recognize, connect with, and lear fr ir own and other people’s

mental states, as well as their hallmarks. Of cc%\ e are many frameworks offering
s

varying sets of emotional intelligence @
emotional intelligence not as a set ozé\\wt cies but rather as the ability to abstract and

problem solve in the emotion

AN

(and other models that conceive of

Components of Emotionau&&ence

Component | Definitign \/ Hallmarks Example
N
Self- idg one’s  |e Self-confidence A manager knows tight deadlines
awareness , e Realistic self- | bring out the worst in him. So he
‘ trengths, assessment plans his time to get work done well
\Zveaknesses, e Self deprecating sense | inadvance.
rives, values, of humor

Q

anq gpals-and e Thirst for constructive
Q their impacts on criticism

others e Trustworthiness

e Integrity
e Comfort with
ambiguity and change
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Self-

Controlling or

e Trustworthiness

When a team botches a

regulation redirecting e Integrity presentation. Its leader resists the
disruptive e Comfort with | urge to scream, instead, she
emotions and ambiguity and change considers possible reasons for the
impulses. failure, explains the consequences
to her team, and explores solutions
with them. ™
Motivation Being drivento  |¢ A passion for the work | A portfolio man P\@\
achieve for the itself and for new | investmentco s his fund
sake of challenges tumble for tifree€onsecutive
achievement e Unflagging energy to | quarters. jor olients defect.
improve Instea ing external
e Optimism in the face of circﬁta es, she decides to learn
failure e‘gxperience-and engineers a
(ﬁﬂound
Empathy Considering e Expertise in attracti ) American consultant and her
others’ feelings, and retaining talent bfeam pitch a project to a potential
especially when |e Ability  to ¢ client in Japan. Her team interprets
making decisions | others the client’s silence as disapproval
o SenSItIVIt Closs- | and prepares to leave. The client’s
cultur 1 body language and senses interest.
She continues the meeting, and her
f team gets the job.
Social skill Managing A manager wants his company to

relationships to

ange
move in desired suasiveness
directions \, xtensive networking

o EWMSS in leading

e Expertise in building
and leading teams

S

adopt a better internet strategy. He
finds kindred spirits and assembles
a de facto team to create a prototype
website. He persuades allies in
other divisions to fund the
company’s participation in a
relevant convention. His company
forms an internet division- and puts
him in charge of its.

Mapted from “What Makes a Leader” by Daniel Goleman, Harvard
s Review, June, 2006

Q Since emotional intelligence is something that can be cultivated and enhanced, it is

commonly acknowledged as a positive trend. Even while not everyone may agree with

this, research indicates that emotional intelligence is a skill that can be developed over

time. Self-management and self-awareness are components of personal competence. Self-
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Q

awareness entails having self-assurance, being aware of your emotional state,
understanding how your behavior affects others, and being aware of how other people
affect your emotional state. Self-management entails controlling disruptive emotions and
impulses, acting in accordance with your values, responding adaptably to changg, and
pursuing chances and goals despite challenges and setbacks. Social compe %;Sists
of social awareness and relationship management. Social aware &etencies

include things like picking up on the moods of others, caring abodt what others are going

\
through and really hearing what someone else is saya }%ﬂpathy). Relationship

management competencies involve getting along w@h others, handling conflict,

clearly expressing ideas and using sensitivity t(% thers’ feelings!®6.

N\
N\ .
S

4\
O
N

92



Recognition Regulation
Self-Awareness Self-Management
Self-confidence Keeping disruptive emotions
3 Awareness of your emotional and impulses in check
E E state Acting in congruence with your
3 O Recognizing how your values
o E‘ behavior impacts others Handling change flexibly
a 5 Paying attention to how others Pursuing goals and
L influence your emotional state opportunities despite obstacles
and setbacks
Social Awareness Relationship Management
Picking up on the mood in the Getting along well with others
3 room Handling conflict effectively
= E Caring what others are going Clearly expressing
° @ through ideas/information
g g Hearing what the other person Using sensitivity to another
o is “really” saying person’s feeling (empathy) to
o manage interactions
successfully

S

Fig 2.4: Emoti ntelligence Frameworks Charts/Diagrams
Source’Q{ https://positivepsychology.com/emotional-intelligence-

-5
O
QQ
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Confidence in leaders
iti anizationa
Respect and recognition Eiipagmiment Drg]
- goals
Customer focus {Commitment)
Development op portunities
Pav and benefits
l Drivers Employee Cl{stmn.e:r
ety en + »| satisfaction
Performance management
Empowerment Enablement
Training and resources . Emplovee
{Su?PMﬁ *| performance
Collaboration environment)
Work structure processes

\V

Fig.2.5: Components of Emotional I e

Source: Hay Group Insights Empl (2018)
Although it has origins in much o e\\% jal and psychological ideas, the psychological
notion known as emotional ix%ence, or EQ, is a phenomenon of the last 25 years.
After the publication of b ural a researcher bestselling book, the wider public was
introduced to the of “emotional intelligence” '*°. This new psychometric was not
developed earcher; rather, he took the word from psychologists Peter Salovey

and Jo ayef and expanded it into a well-known theme.

@zeople are interested in learning more about emotional intelligence and how it
Q ght improve their ability to control their emotions. Despite its widespread use, few
people are aware of its roots. It turns out that the 1990 publication of a book marked the
debut of Salovey and Mayer's idea of emotional intelligence. In this book, they explained

what emotional intelligence is and how our behavior and thinking express it. Mayer was a
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postdoctoral researcher at the time, and Salovey was a professor at Yale University. They
conducted extensive research and wrote a ton of articles about it. Despite all of their
efforts, Daniel Goleman, the idea's most vocal proponent, continues to receive a lot of

credit. In 1996, he released his book "Emotional Intelligence: Why It Can Matte%o\re

Than 1Q," which helped promote Salovey and Mayer's idea of emotiona@ ce.

The notion of emotional intelligence used by Daniel Goleman and \ d Mayer
er the

differ slightly. As a result, there has been some misunderstanding Qv original theory.

§ N
They define emotional intelligence as the capacity to intéa\%formation about one's

own and other people's emotions. It's also the capacit{ t this knowledge to direct
your actions and ideas. As a result, emotionally % nt people are aware of, adept at
using, cognizant of, and in control of thei tons. These two authors assert that a
person must possess four fundam a%‘s in order to be classified as emotionally
intelligent: The capacity to S emotions, emotional language, and emotional
signals; The capacity to p(rzi%a d appropriately express their own emotions as well as

those of others; The gbilitynmd use emotions in a way that facilitates thought; The capacity

e
to control th@)tions in order to accomplish goals. In this particular emotional

intellig&&h@ry, each ability has four different stages. This procedure doesn't always

rally, though. Instead, it typically necessitates a conscious effort'’2. There are
ur\s

@ tages: The ability to recognize your own and other people's emotions is the
Q foundation of emotional intelligence. You need to be able to comprehend your feelings
first. This encompasses both your feelings and your thinking. You learn how to

manipulate other people's thoughts and feelings at the second level. For instance, you can
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comprehend the emotions conveyed in a piece of art or those of other people. In the third

level, you learn how to express your emotions in the right way.

Additionally, you develop your ability to express your needs. You develop the ability to
discriminate between appropriate and inappropriate emotional responses in the

final stage. Emotions in the initial stage aid in focusing your attention on %rumal
information. You can't yet take into account your own emotion Vel Your
emotions begin to increase during the second stage so you car& n1&e them. Therefore,
you can utilize them to guide your decision-making. Y, \tmns have an impact on
your mood in the third stage, claim Salovey and % result, you are able to think
about several viewpoints on a single subj ly, in the fourth stage, emotions
support wise decision-making and inn %ﬂkmg First, you learn to recognize the

various fundamental emotions and@ properly express them. You can then go one

step further with this capacn* t the emotion in your emotional state.

This theory is relev t totlus study because it enables employees in Public Organization
investigated e capa01ty to understand emotions, emotional language, and
emotioK nalS; capacity to perceive and appropriately express their own emotions as

w 1%0

o ‘eontrol their emotions in order to accomplish goals set by the organizations

Q 1:nvestigated.

2.2.5 Theory of Soft Skills

of others; ability to use emotions in a way that facilitates thought; capacity
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It is a fact that the ever-changing impact of technology and the style of management pay
so much attention to soft skills. There is no gain saying the fact that the more valuable
employee is the one who can grow and learn as the business changes and grows: ordinary
people who do extraordinary things. Individuals who affect and ‘infectiy their
organizations in such a positive manner that they are the ‘change agents’ w, @x:ir

enterprise on the road to move profit, more customers but less lost @@ oft skills

play an important part for the success of an organization. Oﬁniza ns, particularly

\
those dealing with customers face-to-face are generally bs& osperous if they train

their employees to utilise these skills. It is importar&{/' the theory of soft skills.

A scholar defined skill as “the ability to use wledge effectively and readily in
N

execution or performance”®. It is “a wer of doing something competently”.

The dictionary meaning of soft @Jd cribes it as “personal attributes that enable

someone to interact effectiv@wrmoniously with other people”.

N\ .
There is n@ of soft skills which has gained universal or global acceptance yet.
It was 6? by some researchers as "personality, attitude, and behavior-related skills,

"188  These scholars

nd qualities rather than formal or technical knowledge.

Qﬁnition capture largely the thoughts of other scholars on soft skills; for example, Non-
Q technical Skills, Non-cognitive skills, Lifelong skills, Generic skills, Essential skills, Key
competencies, Transferable skills, Enterprise skills and General capabilities. This study

defines soft skills as those traits or attributes that are non-technical in nature. They are

those essential ingredients which employees need in order to navigate their ways in their
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daily encounter with people from outside of the organization and those they have reasons
to interact or connect with within the organization — supervisors, superiors, workmates
and subordinates. These skills include but not limited to persuasive communication skills,
problem-solving, skills, multitasking skills, critical thinking skills, esprit de scorps,

\»

conflict resolution skills, adaptability skills, flexibility skills, cultural divers'%!' just

as the hardware requires software to run efficiently, every employe@

hard skills (technical qualification, education) needs soft ski&o omplement and

\
ﬁ't\ nd think purposefully

als who cannot but come

esses the

supplement so that he can relate with, connect with, flo

with those he has to work with as well as significa

into contact with him every day of the week th
enhance the productivity of employ@
development. : \’\

In 21 Century, career deve % and advancement is hinged on an heavy dose of soft

t the year. No doubt, soft skills

fers them opportunities for career

skills; with technical skills;§obs are easy to come by. But then, which is important - job

or career? A resﬁ\s&ated that soft skill is character, attitudes, and behaviour, instead

of talent

indivi that determine one’s strength as a leader, facilitator, mediator and negotiator.

edge. Soft skill is intangible, non-technical, special skills of an

% of soft skills which this thesis relies on is the findings of a researcher who
Q iewed several literature and came up with the different soft skills which scholars have

been able to identify in recent times'®’.

From these and other sources a list of soft skills was captured, as can be discerned in this
table. Even though some of the skills could be combined, but they are separated in order
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to keep to the original source. A scholar opined that the 21% century competencies can be

grouped into five major categories: analytical skills, interpersonal skill, execution skills,

information processing skill and capacity to change!®

. Soft skills is the skill of a person
in building relationship with others (including with himself). Its attributes includesalues
embraced, motivation and behaviour, characters and attitudes. An individu ills

Qﬁ change

attitude. However, if a person is willing to evolve and grow, they m%%@

this quality. According to some writers, there are three broad \areasNot concern from

\
which an engagement with soft skill emerges, either i of general economic
development or self-development'?!. These reﬂec@ deeper themes about the
eavers and university graduates and

tzational requirements. These are: (a)

competencies which current job applicants, sch:

current employees have in comparison Q

Social inclusion concerns center d’{\
te ol

opportunities for young peopl y those not in education or training. The aim is

fe skills’, as these are associated with

to establish employabilit ployability of those with higher level university-level

are necessaq@or in skilled and professional professions. (c) Leadership and
manag&nﬁ\sy
f operational, line, unit/function and organizational management.

qualifications. Th@tge acquired via school is complemented with soft skills that

in organization which include soft skill alongside the hand skill

Q@ey went further to assert that there are three contextual issues involved in the theory of
soft skills: Soft is a real category of skill now more prominent, and up skilling in this is
sought. Definition and understanding of skill must reflect that, for these skills should

then be assessed and developed. Detailed appraisal of skill demand and the skill content
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of jobs including soft skill have implications for assessing the success of supply-side skill
formation policies and indeed for future policy directions. A critique of re-labeling as
skills what in the past may have been considered personal attributes, dispositions or
behaviours. Traditional concepts of skill have a clear link to technical competengg and
knowledge, and government policy directed at working with employers to %&t\er
quality, more highly skilled jobs that contain significant worker disc @ﬁs is the
alternative to soft skill up skilling. In particular, there is a need o§mrage people to
pursue careers in fields of science and technology. Emplo ?&%e}ested in obtaining
workforce compliance, which is socially constructe (s(/ al of building "soft skill";
this is a disguised way of talking about complia \% exercising control. This applies
even in what remain low skill settings. Emplo are then delegating to and expecting

vocational education and training tc@\ mployees who are compliant.

Promoting mastery of experi r%as been recognized as one of the most effective ways

to develop a strong s%f elf-efficacy, a facet of positive self-concept. Through
mastery if expept , employees overcome obstacles by persevering and achieving
success on task. It is less significant what the task is than that they master it.

Provj Q\chance for skills building and mastery is key for employees to become

in their ability to master their own situations and develop a sense of personal

Q icacy (the sense that he or she can succeed in using the skill)!®!. Soft skills are
strengthened not only through real-world practice, but also by a sense of mattering and
belonging. Service-learning can offer the chance for individuals to experience and

practice a range of soft skills, as well as contribute to their communities. Several German
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universities have adopted this approach, where workers are connected to project that

»192 Emotional

“respond to actual needs of layers of non-profit actors in the region
Intelligence Education also values service-learning as an important part of education.
Skills learned in the classroom are applied to building better communities through sqcial-
justice-focused volunteer projects jointly selected by teachers and students'? .@hs

recommend on-the-job experiences, such as internships and apprentic building

responsibility, communication, teamwork, and other soft sk@place-oriented
\

training teaches field-specific technical skills, but also so s)sl\ such as responsibility,

communication, punctually, personal presentation, and{te 193,

A Researcher similarly recognized that worl@eriences can help youth attain skills
at1

such as personal autonomy, efficacy, % , realism, and optimism'**. The authors
point to the role played by interrﬁip\;\i teaching the importance of persevering and
being conscientious, along i@er job-related skills that improve their readiness for
the labour market. SoKk/s uilding can be enhanced by program activities within the
workplace. An le is the Prepara Ami baServisu-PAS program, implemented in

East Timo@e s individual and group support through mentoring, coaching, and
i

targﬁ?ll- uilding activities throughout the first four months after youth enter the

-

Q periences for youth to maximize soft-skills-building efforts.  Apprenticeships,

ork!®. Nevertheless, more research is needed on how to structure on the-job

internships, and job training also help to “break down the rigid separation between school

and work”!?. This method has achieved success in a number of OECD countries. In
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Finland, for example, internships are considered important parts of an “integrated

pedagogy” that combines education with practical experience.

Literatures have recognized cooperative learning as an effective way to develop a range
of soft skills, including social skills, communication, and higher order thin '\&Us
(problem solving, decision making, and critical thinking). Two speciﬁc%&
cooperative learning in practice: organized problem solving and p@s@sed learning

(PBL). In organized problem solving, employees work in s@()ups on an assigned

problem, guided by the teacher who monitors the zt@%‘hrough PBL, employees

show

develop a research question about their interests, out the research, and the

everything together. Both organized pr@ing and PBL are student-driven
processes, with the supervisor acting zx%h or rather than instructor. Through these

two strategies, youth learn to evalu€t§\ ake decisions, as well as use logical thinking
and reasoning, thereby impr \@wir higher order thinking skills. While collaborating

and generating ideas togi/

Reflection is keq is process. For instance, youth should think about how they used

their com

own éﬁ{ns were heard!”’. Consistently using these soft skills through project based

orker can enhance their social skills and communication.

n skills-do they listen well to others’ ideas, and do they believe their

olving can potentially strengthen them over time and lead to proficiency and
Q@ster.

Literatures indicate that interactive teaching methods along with ample changes for
practice are necessary for effective youth soft skills development in formal education.
Practice may be classroom based or may take place outside the classroom and provide a
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bridge to the community, through activities such as service learning. Interactive teaching
can be supervisor led, worker led, or a combination. Some interactive supervisor-
facilitated activities include: skill demonstration, simulations, case studies, debates, and

use of visual and audio aids. Some interactive student-facilitated activities includessmall

group work, games and puzzles, observing and examining models, sto@ nd
hypothetical decision-making exercise. Regardless of the activity or %ﬁ@ t

learning should be aired with chances for youth to both draw on, theit\own experiences

eractive

& .
and reflect on the exercise. Supervisors may also assignéc%up work to encourage

further practice, either alone or with family and frien Q/

This study put emphasis on acquisition of s% nd control of emotions to produce
| Icasfiing theory is used to underpin the study

positive performance outcomes, while x
because it creates platform for em oyXQ self-regulate, be self-aware, possessed social

competence and develop thejr%which will in turn improve the performance.

N

23 Revie pirical Studies

2.3. otional Intelligence and Employee Performance

%studies have shown that emotional intelligence is connected to service delivery!®.
Q@study of the Ghanaian telecommunication sector suggests that emotional intelligence is
positively related to management efficiency as regard service delivery and customer
expectation levels?®, In addition, another study examined the enormity of emotional

intelligence in Indian banking sector and findings revealed a solid relationship between
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emotional intelligence and banks service quality?®!. Likewise, the study of a scholar in
Nigeria found out that emotional intelligence confidently influences employees’ service
delivery among Nigerian banks. A researcher investigated emotional intelligence impact
on service delivery of employees’ in selected Indian banks that are privately ownegd with

\e

a sample of sixty-five (65) employees and emotional intelligence among ba(ﬂ( ]
1

was assessed on five dimensions namely- self -mindfulness, emoti Q@

motivation, emotions of others and relationship control®?. It wag,showq that those with

ng, self-

\
high levels of emotional intelligence will perform better d \’S&ir strong interpersonal
abilities. @3

A scholar investigated the factors that a tional intelligence among bank
employees working in Punjab and%n d how the factors determine their

performance?®®. The study was ex o%sin nature. With one hundred and twenty (120)

population of the study, cor@of bank employees in both private and public-sector.

Employees’ of the bat@e/

‘emotional intell e’y It was revealed that male and female employees differ

found to be aware of this comparatively new concept

significant rds various emotional intelligence traits. A study examined the

influ ééﬁotional intelligence on service delivery?®. Results indicate that social-
If-mindfulness, social-mindfulness, and self-controlling have influence on

ice delivery. To achieve this, trainings on the development of emotional intelligence

Q among employees in organisations, information, talents, and personality orientation
should be promoted. Related study on the level of emotional intelligence among bank
revealed that there are four major factors affecting emotional intelligence namely, Self-

Mindfulness, Self- Control, Social-Talents and Empathy. It also revealed that emotional
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intelligence plays a major role in bank employee’s life, and all the employees have great
emotional intelligence. Also, there was no difference between emotional intelligence and

age of the employees.

A study examined the influence of self-mindfulness, self-controlling and relaf& ips

management on employee performance?”. The study adopted explorato&' with

seventy-six (76) employees of a Nairobi hotel but sampled thiﬂy-% employees

through simple random sampling. Data was collected t h Questionnaire and
interviews means. Outcomes of the study showed that ehess, self-management
and relationships-management proxies of emotign teligence influence employee

N\
S

It was determined from the e i ta that creating a culture of exceptional service is

crucial for the growth of @1 organization. Therefore, this sense of service, which

promotes obtaini d}(roving service quality, is crucial. Thus, the difficult process
.

of providin Qservice can be accomplished. The environment of service at the

indivi%inj

t@sem as expected by the management. By fostering and executing acceptable

@f behaviors and attitudes, a business can improve the quality of its services. These

loyee) level is manifested by the practice, concerns, and behaviors

conditions are further increased by employee empowerment, and through overcoming
hurdles such as unsuitable HR policies and a preventive management style, etc.
Employees in the university can be classified into two major groups: the teaching staff

and the non-teaching staff. However, the non-teaching staff, can be further divided into
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Q

N

the senior administrators (they are usually considered as the professional administrators)

and junior administrators.

A scholar claimed that the perception of emotional intelligence can w\m
organizations that contain key experiences for generating and maintai 'n@mlity of
services in organizations?*®. Emotional intelligence involves the r:%\hip between
thoughts, attitudes, behaviours, feelings, views, and percept\*bz}s been established
that emotional intelligence can be used as a gauge or,i (@ of how well a person is
able to recognize, comprehend, and control th ioh€ of others and integrate their
thoughts and actions to produce a desired eutéQie. "Emotional intelligence is the ability
to coordinate one's own ideas and ﬁ@rs with those of others. According to a
researcher, emotional intelligence @managers build stronger working relationships
with and among members anization. It also helps managers achieve higher self-
&4

e balance of improved health, and improve work-life

understanding, de&s‘t
balance. Organi nahleaders must value and actively encourage emotionally intelligent

behavi&n&) r it to be effective.

argument put forward by a scholar established that the effectiveness of service-
oriented organizations (such as universities) will be enhanced if the environment is
positively reinforced with emotionally intelligent individuals, therefore resulting in the

207

provision of better-quality services to the users®”’. It was analyzed that education is a
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service; services are described as activities or processes that are differentiated from
physical goods by four basic characteristics, namely, the intangibility, heterogeneity,
perishability, and inseparability of their production and consumption®®®. Likewise, a

scholar claimed that one distinct feature of service is that they are interactive, ratheg than

substantial entities. This feature is particularly relevant to universities, wh@qgeen
described as comprising a process of transformation involving the S}@ d critical

development of the student to a competent mind. It is impdrtant©\o note that the
\
definitions of quality in universities use two different ana Q:Q\it regard to students:

as customers who purchase a service in anticip%g eer benefits, and as raw

materials that, through the process of being at @({ will be transformed into people

with increased skill sets2?. @

Furthermore, several scholars adv 2&\“& universities engage in highly subjective and

intangible products, which

e%aftermath of a complex multifaceted service delivery
of post-purchase knowledge€{with the addition of both tangible and intangible offerings?!°.

This encompass ulty, staff, businesses, university employees, and the community,
creating a hi Qllenging entity to evaluate. A scholar acknowledged that the quality

ofa i 1ilitjngsional learning experience, such as university education, is influenced by
factors and variables, at the end of which the student completes a profile of

Qperience and talents, which the world in general will recognise as the quality of the
Q learning provision?!!. Although Harvey stated that the measurement and evaluation of
quality is subject to many various understandings and difficulties, for some people, the
quality of a university's educational delivery or offering may serve as a defining

characteristic.
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The impact of emotional intelligence on the performance of business has been directly
and indirectly explained and explained in the context of research. A scholar contends that

business performance in the banking sector is driven by emotional intelligence. In this

regard, marketing creativity is said to be impacted by managers’ emotional intellig&ezl.
ity

Invariably, emotional intelligence equips managers with sufficient marketi &g
s.yEmotional

that forms one of the basic drivers of customers’ service quality pe%

intelligence significantly impacts organisational performance in {eh sector as well.

e
\ o
\\e ure of organizational

iBnals facilitates employee

In this vein, employee performance is reckoned as

performance. Emotional intelligence among health €r

performance, on which business performance is ¢dy A scholar found in his study that

improvement in emotional intelligence @

performance and consequently @aﬁ nal performance in terms of return on

s introduces a paradigm rise in sales

investment?'2. His finding relﬁ of a previous study, who, based on findings of

his study, contends th&&%ﬂe s performance is positively influenced by service

providers’ emotional intefligence. A researcher projected emotional intelligence
e

acquisition b oyees in the organization as a precursor to quality service delivery

and or% iopal performance augmentation regardless of the industry?!3.

ionship management characteristics and ability of bank employees are

@luenced and grown by emotional intelligence acquisition activities. This argument
Q corroborates the statement of another scholar that service providers’ competence and
influence on customers is largely positively influenced by their levels of emotional
intelligence?'. More precisely, service providers need emotional intelligence in

managing customer-bank relationships, towards organizational performance. Several
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scholars provides an empirical account that reflects the direct relationship between
emotional intelligence and organizational performance®!>. They argued that emotional
intelligence, though practically a moderator of the relationship between service delivery
and customer satisfaction, is a basic driver of organizational performance. Emetional
intelligence also serves as a moderator in the relationship between custom @n

and organisational performance?!S. At large, organisational performa§ tetmmed from

service delivery or quality which is impacted significantly by em&la telligence?!”.

A researcher found the importance of over-skilling and ’\aion on job satisfaction.
Over-education on the job lowers workers' job sat tion. In addition, having more
skills than necessary to perform the current j @\ch negative significance on the job
than over education?'®, Higher educatienal 1 increase expectations on the job and
reduces satisfaction because of t e\%@r‘s perception of his/her self-worth and or
qualification on the job?!? Ver, a scholar opined that when employees are
adequately rewarded 't@\they feel is equitable they will be satisfied and it will

likely result in ﬁp@rformancem. Further, he makes the case that human resource

managers
1

whe i§ lacKing. A researcher distinguished three kinds of loyalty (affective loyalty,

sider employee loyalty because it can have detrlimental effects

loyalty, and continuity loyalty). When an employee has an emotional bond

ch the business, they are said to have affective loyalty. Normative loyalty refers to
Q situations where an employee feels he owes the employer something, whereas continuity
loyalty occurs when an individual is unable to obtain employment elsewhere. These

forms of loyalty were found to have significant effect on job satisfaction??!.
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Workplace insecurity makes it more likely to look for a new job but less likely to resign.
He notes that feeling insecure at work lowers job satisfaction. Regarding individual
personal characteristic, researchers used variables such as age, gender, education, marital

job

than men. This could be as a result of decreased expectations at work % of
women's historically poor standing in the labor market. On the contra \% r argued
%

status, hours of work???. A scholar revealed that women are more satisfied with t

that gender has insignificant influence on job satisfaction. In addi studies showed

\
that married individuals have higher job satisfaction than u ’%sé individuals®?®.

Organizations have been seen as needing emotio%‘&'gence, work happiness, and
organizational commitment. Ensuring team@ | intelligence is important because,
emotional intelligence impacts positiv&%n am performance®**. This perhaps will
enhance positive outcome and ena e’%ﬁ\ployee to fit into the organization. A scholar
view emotional intelligenc Qerall innate abilities developed as a result of the
interaction from the el& nts??’. All organizations, with a focus on the academic
profession, requi %tional intelligence. Higher level jobs and responsibilities create
stress on and supervisors, which negatively impacts their mood. Another
resea é&vered that the impact of work-related stress on job satisfaction was
by emotional intelligence. Employees need to strengthen their interpersonal,
Qrapersonal, adaptability, stress management, and general mood abilities so that they
Q can handle physiological and psychological challenges that may result in higher job

performance??®. Emotional intelligence is unaffected by an employee's categorization.

However, employee experience and marital status has significant emotional intelligence.
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The work of a scholar revealed that emotional intelligence has influence on turn over
intention and job satisfaction, this is because employees who can appraise and express

227 A researcher ﬁ

their emotion are better understood and accepted by others
men and women are equal on total emotional intelligence and there i erence
among employees of both government and non-government in e telligence.

Thus any team whether in government or non-government n level of emotional

intelligence which will eventually enhance high e’ than low emotional

intelligent team?28. <</
There are conflicting results from empis@arch on the connections between

emotional intelligence and job happi &number of studies have observed weak to
moderate relationships between trathemgtional intelligence measures and job satisfaction.
A study of food service ,w and their managers observed a positive association
between an ability hase ional intelligence scale and job satisfaction in employees

&130 a study of a group of managers Lopes, found links between

and their man
emotional @106 abilities and affective proxies of job satisfaction measured via self

and % sor reports??’, There is significant relationship between emotional intelligence

an satisfaction among teachers. The work of a scholar opined that in an educational
Qgting there is a significant relationship between emotional intelligence and job
satisfaction with the respect to teachers’ years of experience as well as their

qualification?*. In another perspective, some scholars argue that there is relation between

football coaches™ emotional intelligence and their job satisfaction. The work of another
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scholar found that gender influences the relationship between emotional intelligence and
job satisfaction among policemen?}!. On the contrary, a scholar found that gender has no
effect on the relationship between emotional intelligence and job satisfaction. However,
several scholars found that marital status and experience affect the relationship between
the emotional intelligence and job satisfaction; it further found that design@s not

affect the relationship between the variables?*?. Importantly, another @

that there is no relationship between emotional intelligence and ja&ti ction?*3,
\

Similarly, several scholars examined the association@onal intelligence and

academic achievement at a British secondary schogl % mple of 650 students***. The

oncluded

study found a strong correlation betw@onal intelligence and academic
A

achievement, particularly in poor teena olar investigated the effect of the level
of emotional intelligence on acade 1&;{ ess at university?3*. The participants were 465
undergraduate students, c

students with higher em{(

students with lo

emotional
i 0

0 Students from Islamic Azad University in total. The tool used was the

s%om an Australian university. Results showed that

e and its relationship to academic achievement®*’. The study

intelligence questionnaires?*®. The results indicated that there was no
%ationship between emotional intelligence and academic achievement. Others
Q investigated the relationship between emotional intelligence and academic success. 100
male and 100 female made up the sample. The information was gathered using an
English language test and the EQ-I scale. According to the findings, emotional

intelligence and female academic achievement were positively correlated. On the
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contrast, a scholar conducted a study to examine the effect of gender and academic
success on emotional intelligence?®. Schutte self-report emotional intelligence

questionnaire was used on a sample of 191 undergraduate students, from a university in

Al-Baha province, Saudi Arabia. The findings showed that the factors ac%m\ic
e.

achievement and gender have no statistically significant link with emotional 4
&

N
A scholar aimed to explore the emotional intelligence lev®hé\ practice of mind
habits of undergraduate students, and examine the rel (ﬁaof emotional intelligence
to academic achievement?*. At Al-Qanfada Univesdi ege in Saudi Arabia, a total of
60 male and 70 female students took part i tutly. Bar-On’s emotional intelligence
scale, and Roger’s Mind Habits scale@{sedz‘“. The findings reported a high level of
emotional intelligence and a modeteJ ractice level of mind habits. Another finding

showed a connection be@“@méﬂ habits, emotional intelligence, and degree of

achievement. In ar&hefa udy’'investigated the effectiveness of emotional intelligence on

student’s Engm nghage achievement’2. 330 students from schools in the Khartoum
1

area took p%)

data@ dings revealed that there was a significant positive relationship between

e study. The Bar-On Emotional Quotient Test was used to collect the

E al Intelligence and the achievement level of English language students. A
quolar conducted a study at a university in Ankara, Turkey to investigate the effect of
emotional intelligence on communication in English>*. The sample was 165 Turkish
EFL students. The data was gathered using two scales: one measuring emotional

intelligence, and the other measuring communicative openness. The pupils exhibited a
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moderately high degree of readiness to communicate in a second language, according to
the results, and a high level of emotional intelligence. This means that students' emotional
intelligence helps them achieve a satisfactory level of second language communication.
A researcher examined the influence of emotional intelligence on acsemic
performance?®*. The participants were 648 university students. The study made the
Trait Emotional Intelligence Questionnaire. The grade point average w <%evaluate
the students' academic performance (GPA). The results %v%at emotional
intelligence has no effect on academic achievement. A\%&olar\ investigated the
relationship between emotional intelligence an. ic achievement®®. The
participants were 918 primary school student &alaysian Emotional Quotient
Inventory-Children was the instrument ilﬁ% EQI-C). The results showed that six

%demic success. They are spirituality, self-

variations were substantially relat dt\’\

awareness, self-motivation, se@u n, self-awareness, and empathy.
2.3.2 Soft Skills andK/o e Performance

Many studies % carried out on how the soft skills of a project manager can affect
the performanc a project. Clients were able to choose the best project manager for

thei@ d project because to these research that improved their understanding of

(fr et managers. For instance, a scholar listed social skills, decision-making skills,
: 0

blem-handling skills, opportunity recognition skills and management of changes as
personal attributes that affect job success®**. Employees with soft skills are better
equipped to drive organizational transformation. A researcher found that competence,

interpersonal skills and personal characteristics significantly influence the employability
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of individuals?¥’. Olivier et al. (2009) mention that the structuring and awareness features
of room-based collaborative platforms can enhance the learning experience of soft skills

248 Evidence shows that there are

(time management and critical thinking skills) courses
links between performance and skills and that relationship is the main impetus to ingrease

skills, as well as one of the main forces legitimizing them?. ®

Compromising style of conflict resolution is also known as lose i{idtion where

some of the parties needs are achieved but not all of the Thi style is partially

assertive and cooperative and this is required among t involved. The style is
&

appropriate when parties need a solution for the m@

used as a backup plan when dominating or i @mg style are rendered unsuccessful.

temporal solution and also

This approach has got its own advz&& being more practical in nature than
1

theoretical since it’s based on tim@

also fast. This style is stres u% way that a lot is demanded for it to be successful. It

es a temporal solution for the problem and is

was found out that omising style encourages the employees to try and be

cooperative and ive to manage conflict among them and when efficient to them,

employees perform?*!. The style was also found out to be used depending on
the s@ employees in the organisation depending on the situation at hand. The status
agers has a say in which style suits the conflict faced in the organisation?32.
lee compromising style has more advantages and ends up with a temporal solution
compared to the dominating style. Employees prefer this style because it’s both assertive

and cooperative in a moderate way and involves concern for each other. A study found

out that employees are more willing to give up their own goals to satisfy the needs of
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other employees. This was because for a conflict to be solved, sometimes one has to give
up something. Therefore, in this style, it was seen to be preferred by some organisations
because of its advantageous side while some organisations used the style as a last resort
for solving conflicts?>3. Dominating style involves a party have more concegn for
themselves and don’t worry about the concerns for others and thus i &a
situation of winning and losing. The dominating style relies on the us d&n power
that an individual holds. This style is assertive and uncoo at%\en used and
associated with low levels of being effective in the Q@ior\ employees force

employees to use this style who come up with the splut d not involving the other

parties. The senior employee assumes that %) of the organisation are more

important than the concerns of their @. This affects the performance of the
0

employees since senior employees oe\’& er their employees thus a style seen to be
partly effective than appropriaQSheG

Dominating style of ¢ résolution is a style which involves one party winning and

ituation3?.

the other losing Q 11 known as a competition, each party trying to achieve what they

want over

with werating with the other party and have no concern for them. This style is most

party?>>. The parties have got to be assertive achieve their goals,

e in case of an emergency has to be made such as wages, policies and

@cedures and also when parties are and comfortable with the style. According to
Q scholar, the style may affect the relationship between the parties involved and may
encourage another kind of conflict all together in the long run thus an ineffective style of
conflict resolution?®, This style is less likely to be used in organisations. Therefore, when

used, it may have an impact on the employee performance such as fear among themselves
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and competition?>’. The style was found to be more likely to be used when the conflict is
seen to be in case of emergencies. This style was also found out to be unpopular or less
likely to be used in an organisation for its disadvantages that may arise in the long run.
Therefore, dominating style is effective and beneficial in the end according twn\le
scholars but not appropriate and should be minimized at all costs because{'é%\gs the
relationships between individuals®3®. %\%

Avoiding style of conflict resolution is the act of withdrawin@e\conﬂict without a

serious solution and employees in this case avoid the co s style of avoiding the

conflict shows that the parties are ready to accept % e donflict does not exist among

them anymore. There is low concern for ones @()perative, unassertive and different
N

239 Nghe style is appropriate when winning is

from the other styles of conflict resol
impossible or when controversie< }\ igh and also used by individuals who are
emotionally affected in the

time to gather sufﬁcies&/o

was seen to ha&'a own disadvantages in that the conflict may come up again®®.

According @

a partiCular group of employees in an organisation like nurses than the other professions

@ style was seen to be appropriate when parties needed

ation before the conflict is actually managed. The style
r, avoidance style of conflict resolution is more likely to be used by

pital because they believe that the problem does not exist to them. The style
Q@s seen to be the most dormant of all the other styles in most organisations®®!. This is

because individuals would rather run from the problem than to cooperate, come up with

ideas and solve the conflict.
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Accommodating Style is also known as the obliging style. The accommodating style of
conflict resolution shows having more concern for others that is putting the needs for
others first, in that they intend to satisfy the needs for the other parties thus
appeasement®$?, The style is associated with accommodating behaviours which imwglves
putting aside ones interests to please the rest. The style is unassertive and co%ﬁ'&:d

normally used when one party is willing to give up for the other. In t ?s{@

try to meet the needs of all those involved in the conflict and thi&styl is best suited for

\
conflicts which have already existed and solve before. T‘tz:gxgnmodating style takes

the form of pleasing the other party thus high C%Z/ thers. The style tends to

protect the interests of the other parties thus givi \ portunity to see the conflict from

anagers

a different direction all together?%3. Sev@ found out that the style is less likely
1t

to be used in an organisation beca sgé&
s;edn

d the style suitable in some organisation since

disadvantages that may come about in the

long run whereas some resea

employee try to meet the(e{/ e parties involved in the conflict.

The style is us maintain a harmonious relationship between management and
employees ing to high performance of employees especially when the style is
effective Igfeneﬁcial%“. This style was found to be used more when people cannot

in the end a decision has to be made in an organisation setting. The style is seen

be the most highly used style to avoid conflicts in an organisation in order to preserve

Q a harmonious work environment. In public hospitals, it was found that accommodating
style is more like to be used than in private hospitals compared to the styles of avoidance

and dominating this was because of the advantages it has and what effects it will have on

the performance of the employees in the long run?%. Therefore, according to some
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researchers or scholars, this style was seen to be appropriate to avoid conflicts among

members and maintain a harmonious relationship in the work environment.

The integrating style of conflict resolution involves high concern for self and others in a

work environment. Exchange of ideas is encouraged and differences are sida%o

reach an effective solution for the parties involved. The integrating s% kses on

problem solving in a collaborative way?®. The managers or organ$

style deal with the conflict directly and find constructive a@ixe solutions to the

conflicts by having more concern for themselves and th@a mployees by focusing
on their own needs as well as those of the employ@ oot problems of the conflict

are analysed before the solutions are sought i -end, employees are satisfied and

at use this

perform well in the long run. The inte g of conflict management plays a major
role in solving conflicts thus encc@\;{l continuous performance in the organization.
There is reduced conflict, whe integrating style is used by the organization because
of the process involve&/te ating style is said to be the most appropriate style to
enhance contin@ger.formance among employees because this style focuses on

problem so(i) a*collaborative way?®’.

Em hat use this style face conflict directly and try to find new and creative

SO s to their problems by focusing on their own needs as well as the need of others.
QQW to manage time is one of the most important concerns in modern management. Time
is an extremely special resource. It cannot be rented, borrowed, or purchased. It is

indispensable and necessary for everything's execution. It is found that proper

management of time increases efficiency, personal and professional satisfaction, and
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268

decreases stress=“°. In essence, effective time management is essential for general health.

A scholar found that those who obtained higher time management behaviour scores will
experience less ambiguity concerning their role, less somatic tension, greater satisfaction

in job as well as life, and higher overall performance. Establishing goals and prn&tiis,
n

mechanics, which involves planning and scheduling, perceived control \ d

inclination for disorganization are the other four elements that the a h@ tified as
c

defining time management behavior. A researcher found in the

o
N\ .
Nl\ and consequently their

in the industrial sector of

-sectional study

that in Ghana, many employees have poor time manageme

performance was low. In other words, to improve perfo

Ghana, employees must pay attention on how t@c{

A scholar investigated the relationship hetweenstime management and job performance

eir time in the workplace?°.

for the administrative staff of t %ersity, Tenaga National in Malaysia®’’. The

researchers discovered bene@%@nnections between time management, time attitude,

and job performance t@ study of 220 respondents. However, as expected, they

found a negativ ionship between time wasters and job performance. Another study
O

discovered

71

anise or execute any event successfully, good time management is
esse . The authors discovered a significant positive correlation between time
ent and event management performance through an empirical study involving

event managers in Malaysia. Most of the respondents disclosed that time management

Q affected their job performance. A scholar through an-empirical research, identified the
management skills required for students in the textile programs, i.e., to be successful as

managers in the textile industry. The respondents, who were managers in the same

industry, said that the new entry level managers must have the following skills especially
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leadership, problem solving, decision making, and time management. Overall, the
survey's findings underscored the importance of time management as a talent required for

success in the textile business?’2.

A scholar found a statistically positive correlation between time management\%@b
performance. The researchers concluded that since there was signj $</ ositive
correlation between time management and job performance, theref te training

should be provided to the managers on time management?’3, }\1 hir related research,

an investigation was done on the extent to which time t skills are associated

with self-efficacy?’*. Poor time management, Qr afton, and planning abilities,

according to the study, have a negative impe% fficacy.

A study conducted to examine that cts of etiquette and unethical behaviour on

employee performance in ngerla ing“a descrlptlve survey research design. The data

collected were analyze Structural Equation Modelling using descriptive
statistics. The resul S 0 study indicate that there is a strong correlation between
ethical standa rgamzatlonal performance in Nigeria, and that integrity and

discipline l&) trimental effect on an organization's ability to perform better. This is

hkel@ the fact that these virtues are abstract in nature and can only be perceived or

Nnow over time. Their study recommends that all government agencies such as
Qgtional Pension Commission (PENCOM), Nigerian Investment Promotion Commission
(NIPC), Economic & Financial Crimes Commission & Independent Corrupt Practices,
etc. saddled with the duty of ensuring etiquette in workplaces, should discharge their

responsibilities more diligently and sanction organizations found guilty of unethical
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conducts in business concern and employment relationships?’*. It was reviewed that
employee level of performance is one of the many possible outcomes of ethical issues in
an organization. An organization with strong ethical beliefs leads to a greater sense of
performance among its employees. Their paper established the relationship between
organizational ethics and employee level of performance in higher educat@n
(private university) in Nigeria. The authors utilized both explorative 03s-sectional
survey research method to gather the needed information. T{ga ered data were
analyzed with the use of frequency, percentage, standard %egr}ssion analysis and

correlation analysis. The study's results showed tha Qe% nship between employee

rewards and hours worked is not statistically s@

of gratification, self-reliance, centralit}@(, hard effort, or morality. The study
1

recommends that Private universitt% mbark on creating leisure periods for their

or wasted time, leisure, degree

faculty in order to increase the'@e performance?’>.

A study carried out\i/S gapore titled “Organizational FEthics and Employee
Performance” ca; ut,in relationship between organizational ethics and organizational
outcomes stice theory and re-cognitive and dissonance theory. 237 managers

in Sipga ]gv{o completed a questionnaire provided the sample data. According to the

ree results, organizational leaders can apply organizational ethics to produce

Qsitive organizational outcomes. The data also show a connection between ethical
Q behavior and organizational commitment, as well as strong and favorable relationships
between ethical behavior and work performance and career achievement inside the
organization. The findings have the implication that top managers in the firms can impact

management support for ethical behavior and the relationship between ethical behavior
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and career success. Thus by consciously working on these variables, top management can
enhance job performance and organizational commitment among employees and in the

work place?’s.

The findings suggest that organizational ethics can help enhance job perform%d

organizational commitment. The findings' consequence is that organi % uccess

might be anticipated to be correlated with organizational ethics. Th% as also the

277.
\

ization Operations”. The

relating goals but this phenomenon was tested in public organi In the paper done
in Nigeria by titled, "Effects of Ethical Behaviors on
researcher describes how many modern orgamza iondargr today faced with numerous
challenges such as illegal and unethical actlces in a number of business
transactions. He explains how Code of s affect the conducts of employees when
they are properly set and adhered. VN otheses in the paper's quantitative method are
ts showed that ethical behavior has an impact on how

and that moral behavior is positively correlated with

presented in the null form.

an organization operate

organizational s. « Appropriate policy recommendations were made, which

and commercial decision-makers will find to be of great use. Given

governrner(g
that { ies employee ethics and how they affect an organization's success, this article

e study's overall theme. However, the research basically had focused on Nigeria

Q@Vironment only particularly in Lagos®’®

Significant relationship has been identified between employee work ethics orientation,
job performance and organizational commitment. Orientation appreciation involves a

kind of training designed to help new employees to learn about their tasks. Additionally,
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it is a reflection of how the person sees his circumstances and what he hopes to get out of
them. This may serve as a depiction of the GES employee's overall level of motivation. It
is not clear if the GES employees receive orientation or not. The literature also hints that
employee’s orientation should be based on an input — process - out put idea, this suggest
that work ethics should be focused on variables such as nature of job, 2% nd
educational background. The literature also informs that ways of %\&;&‘ployees

take two forms: Extrinsic and Intrinsic orientation®”°. &
\

The literature shows that results of empirical studies ar: ’\gainst the proposition
that a company’s performance is positively r% tov its employee work ethics
orientation. Some studies have tested the rela @between work ethics and employee
performance with generally supportive &number of authors have questioned the
link between work ethics and em o%\ rformance and some scholars have noted that

Vze what they need is limited by their knowledge. The

re is a positive association between work ethics and

the ability of organization t

literature also inforrnst\h/

organization per ce. Clearly, work ethics helps to realize the benefits of employees

with regar@ ase in performance. In addition, work ethics leads to learning and
ploye

es can better understand co-workers and their job descriptions. In this

shari

% ¢work ethics impacts on performance®”.

Qgresearch which dealt with the challenges faced by corporations in incorporating ethics
into their strategic management processes, the research was based on a survey of issues
and the literature published in Europe, North America and Asia the finding indicated a

definite gap between the implementation of strategy and the moral and ethical obligations
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of corporations. It is suggested that ethics be brought back to the forefront of strategic
management and integrated into the strategic management process in light of the recent
corporate scandals and fall in business ethics. The study's conclusion was that, in a highly

competitive global economy, any large-scale economic enterprise's strategic choiceshave

both benefits and drawbacks?®°. ®
To examine the awareness of employee’s ethical cor@&ording to many

organizations in Kenya operate under ethical behavigmet formally or informally,

many of these aspire to comply with externally \\%
u

to make ethics as a part of business as \4% ost frequently, the goal of ethical

r ethics but actually endeavor

behavior is to institutionalize ethics s@[ is included in all aspects of organizational
life and choices. Reputation can be\destfoyed in a matter of seconds, but it takes a lot of
work, perseverance, and t uild it. The message is fairly clear: moral principles
are important for organiZationS. Whether a firm is being investigated for illegal activity or
only has its ¢ %r‘ employees questioning its business practices, they can account
for actual c%p) ve advantages, and their absence can endanger organizational growth
and ine its ability to survive. Organizations should set ethics programs which are
se tivities, policies and procedures intended to support employees to understand and
ngply with the ethical standards and policies set by the organization. Programs
comprise various elements designed to prevent misconduct, defined as “behavior that
violates the law organizational ethics standards” Ethics Resource Center, (2008).

Companies with strong ethics programs report improvements in ethical conduct, and
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programs have a positive effect on employee behavior, ethical attitude sand corporate
culture. Each factor probably affects how employees act and think, but how and to what
degree this affects them may differ. An ethics program begins with development of a
code of ethical conduct to guide employees on what is viewed as ethical behawigr. A

scholar found that ethics codes influence behavior. ®

The second element is ethics training, to help employees understand ¢he % goals and

values of the organization, increase their ability to deal with e}\b&iswes and encourage

ethical behavior. The third component is the implement g%&n

disseminate ethics information through the appoi%t an ethics officer who will

chanisms to regularly

counsel staff, look into claims of ethical tr. %\sns, develop and coordinate ethics
and compliance policies, and monitor e yees¥ethical behavior within an organization.
The fourth component is the av@ of an anonymous reporting system, which

enables staff members to

i% ethical transgressions in a company and lessens
employee concern of faci prisal for making such reports?®!. The evaluation of an

employee's perf e in terms of ethics is connected to the fifth aspect, which involves

penalizing @ , and the final element. However, finding ways to construct
izatipons such they can encourage adherence to the necessary ethical norm by both

s and the company at large is the biggest problem in debates of ethics in

anizationszgz.
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Figure 2.6: Conceptual Framewo&&otional Intelligent, Soft Skills and

Employee Performance
Source: Researcher’s Conce[%@l, 2022
S
The above conceptual fratméwork in figure shows the proposed interaction between the
.
independent %’ onal intelligence and soft skill) and the dependent (employee
perfor% variables. The model is showing the influence of emotional intelligence and
SO on employee performance of public organisations in Kwara State. Moreover,
@e odel has three variables: emotional intelligence, soft skill and employee
Q performance. Emotional intelligence being the first independent variable has sub-
measures which include; self — awareness, self — regulation, and social competence.
Emotional intelligence scholars usually follow the trend of measuring emotional

intelligence using self-awareness, self-regulation and social-competence??24112.170.171
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These measures are usually discussed in line with the pioneers in the field of human
psychology; Peter Salovey and John Mayer. In addition, soft skills, the second
independent variable, has sub-measures such as critical thinking, time management,
conflict resolution, and work ethic. Extant literature on soft skills considered different

X8

measures in discussing the concept in several research context!!:18:33:38, Ho%&M

the context of this study, the researcher adopts measures of soft skills @

n

by prior
studies which broadly discussed critical thinking, time manage&, nflict resolution

\
and work ethic as essential attributes employees muste ’Ssi in order to perform

optimally in an organization®!!-1920, @
The sub-measures of employee performa@he resultant issues noted during
10

preliminary survey of the public orgaaisat in Kwara State which warrant urgent
investigation. Employee performa ce\;&qkts employees’ contribution to the success of
an organisation as posi c% scholars include service quality, commitment,

responsiveness and J'Obs\g/ﬁf} )

employee perfo$literature45’52’53’8°. In addition, the conceptual model shows that
4

hypothesis

job satisfaction respectively. Also, hypothesis three and four will examine the

13,5,1045162 These measures were adapted from prior

o will investigate the influence of emotional intelligence on service

of soft skill on responsiveness and commitment respectively and hypothesis
Q@e will evaluate the combined influence of emotional intelligence and soft skills on

employee performance of public organisations in Kwara State.

In a VUCA world, monopoly has no pride of place; every enterprise faces stiff

competition, and to survive in the murky waters of business environment, employee

128



performance become the pedal which must be galvanised to reach the profit destination.
Employee performance revolve around: service quality, job satisfaction, responsiveness
and commitment. Employees are likely to be mobilised to contribute their own quota to
the overall performance of the organization provided someone takes the lead to pessuade
the subordinates, coach and mentor them as he is expected to utilise @k

influence the mind-set of subordinates to willingly and enthusiastica % out tasks

without any resistance.

\
The majority of scholars/writers on emotional intelligen ed the trend of the three
components of the concept: self-awareness, self- re u d social-competence. These

measures are usually discussed in tandem a $ by the pioneers in the field; Peter

Salovey and John Mayer on the or& Daniel Goleman on the other hand.
Thinkers/writers on soft skills coq }bR ifferent measures in discussing the concept.

Generally, measures utilize uss soft skills broadly are many and varied but we

— .

have elected to emplo alMhinking, time management, conflict resolution, and work
ethic as the esse@rsbutes which every employee must possess and process in order

to perform

2.5 mary of Literature Reviewed

%nal Intelligence in relation to employee performance was a study by some scholars
Q@wdch dwelt on “Emotional Intelligence and work performance: A conceptual study®”!. It
was discovered by the authors that employees with high emotional intelligence
competences have better job performance than those with low emotional intelligence

competence. The Research was inconclusive on the correlation between emotional
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intelligence and work performance. Similarly, some researchers in 2013 reviewed a
literature on emotional of emotional intelligence**?. They found that the theory of
emotional intelligence promised to predict and improve the life skills of employees
because it lied at the core of an improved quality of life. They were unable to i%a\te
which approach they took as there were many definitions and approaches \ the
theory of emotional intelligence. “In Determination of employee ?@n e in the
public Universities’; A case study of the Academic Division at m in%us, University
of Nairobi, the research work indicated the factors t\& ete?mine employee’s
performance in Universities. The writer, being a of the University, faces
various challenges which included: fear of 1 k

confidentiality of the required

information by the respondents®®. But forthe\fact that the writer was an insider, he

wouldn’t have suffered the treatme@ ider would have done better.

The paper on Employee Enﬁ@n‘[ and performance of lecturers in Nigerian Tertiary
e

Institutions’ jnvestigatbé/(,

research was coﬁ}{was limited to Ebonyi State thereby localizing its findings. Some

researcher

Oral unication, problem-solving, low self-esteem and interpersonal skills which

erformance of lecturers over a five year period. The
that there were soft skills deficit in some workers which included:

@ usiness outcomes including employee behaviour and productivity®**. A writer
Q estigated the conflict in Nigerian University System: The Cat and Mouse relationship
between the management of Universities and the leadership of ASUU?%. Some Human
Resource specialists discovered that Emotional Intelligence was an important asset for

human resource personnel in an organization®’®. The apparent gap in this study is that it is
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too narrow and the subject matter: Emotional Intelligence, is an important asset for
employees everywhere. ‘The relationship between leaders’ Emotional intelligence and
their perceived leadership effectiveness’ was the focus of a study investigated the
correlation between the emotional intelligence of leaders and their effective$2\97 .
Generally, the leader needs emotional intelligence just as the follow; %‘ be

emotionally intelligent too. This study did not address that. How@e scholars

investigated the relationship between a study on “Emotional i%e ¢ and Employee
Performance in selected Commercial Banks in Anambra \\ 'ger;l”g. It determined
the relationship between emotional intelligence and Q/ performance even though
it did not empirically state this relationship. Sim \& group of researchers considered
“The Impact of Emotional Intelligence onE e’s Performance in Public and Private
Higher Educational Institution of @The research focused on recognizing the

congruence between emotiongl=igteNigence and employee performance in private and

public Educational Institqtiong”™d'he study was unable to factor in the concept of soft

skills as emotiona@we was not enough to make workers perform optimally.

X

A group of@ers revealed that work management influences employee performance

as weglladwork discipline®®. It isolated work environment to employee performance as if
i 1 of it whereas it is only part of it. It was discovered that motivation has a
Q mentous effect on employee performance®®!. They emphasized the essence of
relationships with superiors, peer and job security as germane to employee performance.
A research, discovered that communication skills, teamwork and collaboration,

adaptability, problem solving, critical observation and conflict resolution were the soft
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skills needed by employees and when employers look for individuals who can relate well
with customers, clients, contractors, suppliers and other stakeholders they will always

demand for these attributes3°2.

While examining the role of soft skills in preventing unemployment, a scholar (’@hﬁt
%a .

the lack of competence in communication skills causes fresh graduates@ lity to

mingle and work together in teams consisting of members from cultures and
religions®®3. The concepts of Emotional intelligence, T%ills and Employee
performance are part of the greatest challenges most t face today due to the
competition in the world market. Based on their t% tions to the accomplishment of
organizational goals and objectives, certain o i nal managers have recognized the
significance of employee performan ev strategies have been considered to
prevent organizational collapse. T@ ement cannot work without the involvement

of other organizational e 1. Missions and visions are set to ensure that all

employees work towaxds ‘achieving common goals. Employers are aware that their

organizations wi ish if they can engage their employees, meaning that they will be

motivated

A% i%tr egies are expected to be packaged in public ogranisations in Kwara State so
N

heir very best to their Employer?>*.

nsure that the necessary actions are taken towards achieving the set missions and
visions. Additional efforts by employees are provided when their needs are catered for by
the management. There are diverse activities that the management acknowledges they are
important for the benefit of both the organization and the employees. In these days of
globalization, competition, and collaboration, the psychological makeup of employees is
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germane to how they perceive issues, events, situations and individuals. Intelligent
Quotient is not enough to make employees perform optimally or efficiently; more than
any other time, they require Emotional Intelligence - for example, whatever is done in a

situation of anger will always be regretted. Similarly, ability to commﬁa\te
ons

persuasively will help any employee to overcome conflicting situations or d@

which normally happen as a matter of routine in any human setting. e typically
an

combines ASK, or a positive Attitude toward any situation, Klll dling people

a
N
ibe the give-and-take

deftly with protocol, passion, and Knowledge on howca\

mentality. @
Training should be appropriate to the type \o be performed, this sharpens the
el

mind of the employee on their duties rove on their performance?>. There is

also a need to motivate employe@ t more effort to their duties, deliver quality
services and produce qualit %cts. The recruited employees are able to perform the
assigned duties, so thb(e\/ need for motivation to do more for the organization.
Employees are edhby monetary and non-monetary rewards which make them have

a sense o 1 g as they are rewarded for their emotional commitment and
investipent. Socialization and orientation are also important in improving employee

ce. Bench marking and gap analysis are also good techniques to be used by the

Q nagement for continuous organizational improvement and performance. These

complement and supplement Emotional Intelligence and Soft Skills.
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Cb@ﬁ\ree
Qletﬁodology

This chapter describes 'n%e methods utilized to conduct the research in order to

fulfill its stated objectives. This is organized under the following sub-headings: Research
design, po mple, sampling methodologies, data sources, model formulation,
estimating techfiiques, research instrument, and method of data collection and analysis.

search Design
is research employed a descriptive survey research design. Descriptive survey design
Q helps a researcher to gather, summarize, present and interpret information for the purpose
of clarification. The researcher employed the survey strategy for the study; this strategy is
proposed because it allows the collection of a large amount of data from a sizable

population in an economical manner. This method was recommended because it allows
160



researchers to collect quantitative data which can be analyzed quantitatively using
inferential statistics. The reason for the adoption of this design is because the Researcher
tested a predictive measure of employee performance in relation to emotional intelligence
and soft skills. This design is suitable for this study since the researcher intends togQllect

data from the case study to bring to the fore the link or connection betw %{L ee
w

performance and emotional intelligence and soft skills possessed and %
of these organizations. *
a\ \

3.2  Population of the Study <</
The population for this research was 1,131 sta * selected public organizations in
Kwara State which include Kwara S& tyrmal Revenue Services (KWIRS) and

Harmony Transport Service Limite?@ara Express). The selected public organizations

were chosen for this study as a 1 with various categories of customers on a daily

orkers

basis, and are domiciled 1(2/ »the capital of Kwara State.

N

Table 3.1: Li elected Organizations in Kwara State
S/No. ,\JV Organization Total
& Number of Staff
%\1} Kwara State Internal Revenue Services,
Q (KWIRS) Ahmadu Bello Way, Ilorin 1,012
2
Harmony Transport Service Limited (Kwara 119
Express) Ajase-Ipo Road, Offa Garage Road,
Ilorin
Total 1131
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Source: HR Department
3.3 Sample and Sampling Techniques

The sample size of this research is two hundred and ninety-one (291) which is made up of the

N S (gl?% N S N S N S

10 10 \4 T80 280 162 800 260 2800 338
15 0 86 290 165 850 265 3000 341
20 Qz * 120 92 300 169 900 269 3500 346
25 130 97 320 175 950 274 4000 351
3() 8§ 140 103 340 181 1000 278 4500 354
gz 32 150 108 360 186 1100 285 5000 357
36 160 113 380 191 1200 291 6000 302

5 40 170 118 400 196 1300 297 7000 364
50 44 180 123 420 201 1400 302 8000 367
Q 55 48 190 127 440 205 1500 306 9000 368
60 52 200 132 460 210 1600 310 10000 370
65 56 210 136 480 214 1700 313 15000 375
70 59 220 140 500 217 1800 317 20000 377
75 63 230 144 550 226 1900 320 30000 379
80 66 240 148 600 234 2000 322 40000 380
85 70 250 152 650 242 2200 327 50000 381
90 73 260 155 700 248 2400 331 75000 382
95 76 270 159 750 254 2600 335 100000 384
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Source: Krejcie and Morgan (1970) Sample Size Determinant

The 291 copies of the questionnaire will be distributed in each institution using simple

random sampling where all the respondents have the equal chance to be used f@
study. @V
3.4  Description of the Research Instrument @

In this study, research instruments were adopted an c%qted. As guided by the
Researcher's Supervisor and experts at Lead C1ty ni\eiSityy the adaptation was based on

a thorough review of available literature. F @Hectlon a self-rated questionnaire
with four sections (sections A to D) wﬁ ssess employee performance, emotional
intelligence, and soft skills. This u})\ ill use the Employee Performance, Emotional

Intelligence and Soft Ski IS%ES) scale. Apparently, each variable (Employee

performance, Emotion el igence, and soft skills) has questions that relate to all

measures/factors

Sectlol& ection is designed to collect demographic information of respondents

c ntain Bio — data of Respondents measured through five factors; Gender, Age,

@ ational Qualification, Years of Experience and Position in department.

Section B: This section is a 28-item scale designed to collect data on Employee
Performance of public organisations in Kwara State. The performance scale covers

measure such as service quality, job satisfaction, responsiveness and commitment which
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were adapted from scholar in different context’>. Each of the adapted questionnaire are
considered reliable given the reliability tested result reported by scholars. The Cronbach’s
alpha coefficient for the variables are 0.7, 0.8. 0.6, and 0.76 respectively. Sample of the
items in the questionnaire include: Giving appropriate guidance rather than commagding

unquestioningly. The response options available to respondents following t]((/ pe

scale include Very high = 4, High = 3, Low = 2, Very low = 1. %\%
Section C: This section is designed to collect data oté_}o onal intelligence. The
able to emotions covers

emotional intelligence scale which indicates factop§ t

measure such self-awareness, self-regulation, an 12hcompetence, which were adapted

from scholar in different context’. Ea@ dapted questionnaire are considered
t 1

reliable given the reliability testei:s@

. 0.6, and 0.76 respectively. Sample of the items

ported by scholars. The Cronbach’s alpha
coefficient for the variables a 7
in the questionnaire incldde: oyees should be result-oriented with a high drive to

meet objectives a%n s. The response options available to respondents following

the Likert-typ@\e include Strongly Agree = 4, Agree = 3, Disagree = 2, Strongly

Disagreg =

@: Soft Skills: This section is a 35-item scale adapted from the works of various

olars* with measures such as critical thinking, time management, conflict resolution

Q and work ethics. The scale used a 4-point response format ranging from 4 = Strongly
Agree to 1 = Strongly Disagree. Thus, high score on the scale indicates high display of

Soft skills, while a low score depicts a poor utility of soft skill. The questionnaire was

designed to collect information from employees on their level of agreement with the
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identified attributes of Soft skills. Most items were presented as statements that
respondents indicate their agreement with. With a reliability coefficient of 0.81, pilot

research verified this study's dependability score.

3.5  Validity of Research Instrument (é}\t
The Supervisor examined and approved the outer validity of the resea rﬂ&@: ent and
a few other experts within and outside the Department of Informa’ 'or%gement, Lead

\
City University, Ibadan. Their comments and corrections }K ictly adhered to and the

content validity of the instrument was tailored &{/ ay that it covers all the
3.6  Reliability of the Inst%eth
The researcher subjecs@\questionnaire to a reliability test to check internal

consistency of @ms, measuring each variable in the study. The reliability of the

variables under study.

instrument through a pilot study using about 30 copies of the questionnaire

whic @ inistered to employees of Osun State Internal Revenue Service in Osogbo,

e which is not part of the study. Split method was used to create two samples of

Q estionnaire to analyse using Cronbach Alpha to get the reliability coefficient. The

results are shown in table 3.3 below:

Table 3.3: Reliability Statistics

Cronbach's
Cronbach's  Alpha Based Number of
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Alpha on Items
Standardized
Items

Number of
cases

903 903 62 51

Field survey 2022 @E

From Table 3.3, the output of reliability statistics obtained Cronba@lp a value of
0.903 > 0.70, based on the basis of decision-making in the& ility test. Hence, the

research instrument is reliable with high level of reliabil@
3.7 Administration of Research Instrument a <<ofof Data Collection

A primary data was collected to addres@ctives of the study through a structured
questionnaire in line with existi(\%&gatures. This instrument works well with a
descriptive survey research n‘%because it supports the collection of data regarding

opinion and perception O%H ents at a point in time on current issues.

\/

A letter of intro@ahd project attestation form was obtained from the Department of
Informatio@ement, Lead City University which was used to gain permission to
con ’t%isurvey from the management of all organisations identified in the population.

ay training was conducted for five research assistants to ease the administration,
Qrieval and initial sorting of copies of the questionnaires. The researcher and research
assistants worked with the HR of the organisations to give respondents assurance of the
confidentiality of their responses while briefing them on the need for adequacy of

responses and advantages embedded in the findings of the study. In all 291 copies of the
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questionnaires were administered to the employees of public organisations in Kwara

State.
3.8  Method of Data Analysis

The data collected from respondents were analyzed using the descriptive an tial

statistics. Descriptive statistics (frequency distribution, simple perce@ mean)

were used to analyze research question one to three. The justific

descriptive analysis is because it helps to analyze all the @i}} the study and to
provide answers to the research questions raised. Infezé%calysis was used to analyze

or using the

null hypotheses one to three using multiple re

research were assessed at a significance le%

using Statistical Package for the Soci& ces (SPSS) Version 24.

alyses. All hypotheses in the

.05. The study's data were examined
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Chapter Four
Results and Discussion of Findings

This chapter dwells on presentation of data, analysis and discussion of results. The analysis was

carried out using Statistical Package for Social Sciences (SPSS) version 23.0. ®

4.1 Demographic Data Analysis %\%

This section presents the demographic data of the respondents and th@u&{'ons are presented

in the Table 4.1a-4.1d below. %(—}

Table 4.1a: Gender of Respondents \
Gender of Staff in Public Organi %’l Kwara State
\

Gender Frequency 'P*ent Valid Percent
A\

Female 107 N\ 423 42.3

Male 146 Q 57.7 57.7
Total é{i > 100 100

Field surv 022\)

From Table 4.1a, the‘ dents were made of 42.3% female and 57.7% male respectively.

Table 4.1b: AK(.&EP

up of Staff in Public Organisation in Kwara State

f Respondents

Group Frequency Percent Valid Percent
QQ 21-30 50 19.8 19.8
31-40 154 60.9 60.9
41-50 41 16.2 16.2
51-60 8 3.2 3.2
Total 253 100 100
Field Survey 2022
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From Table 4.1b, the age group, 19.8% of respondents are between 21-30 years, 60.9% belong to

31-40 year, 16.2% falls between 41-50 year of age and just 3.2% belong to 51-60 year.

Table 4.1c: Education Status of Respondents

Education Status of Staff in Public Organisation in Kwara State \V\
Education status Frequency  Percent Valid Percent ®
SSCE 4 1.6 1. %
B.Sc/HND 175 69.2 6&
M.Sc 68 26.9 ’\%65

S

Others 6 2.4 % 2.4

Total 253 100 <(/ 100
NN

Field survey 2022 @‘

Based on education status of the responden 1%6 4.1c, there were 1.6% with SSCE, 69.2%

arc with B.Sc/HND certificate, 26.%1 .Sc while 2.4% are with other educational

qualification. (8\
Table 4.1d: Year of Ex s@( Respondents

Year of Exp(g f Staff in Public Organisation in Kwara State

Year of &@Me Frequency  Percent Valid Percent
[N
0-3\\) 112 443 443
—1% 116 45.8 45.8
@ 5 11 4.3 4.3
16-20 10 4 4
21 and above 4 1.6 1.6
Total 253 100 100
Field Survey 2022
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In Table 4.1d, about 44.3% of the respondents have 0-5 year working experience, 45.8% were
(6-10) working experience, 4.3% were (11-15), 4% (16-20) and 1.6% (21 and above) year of

working experience, respectively.

4.2 Analysis of Research Questions \V\
The analysis began with a descriptive statistics table to display the le\@employee

performance, emotional intelligence among employees and the soft ski sting among

employees of public organizations in Kwara State. The distribution @ dents based on their

opinion on factors characteristics variables are shown in Tabl&él. .

Research Question One: What is the level of emplo;@mance in public organizations in

Kwara State?

Table 4.2 Frequency Distribution of Respo@evel of Employee Performance in

Public Organizations in Kwara State (\

" g

Service Quality \ZH H L VL Mean  Std.
_ _ _ W 111 132 0
Ensuring value in the service l% to 10
our customers (43.9%) (52.2%) (4.0%) (0.0%) 3.40 0.57
) ) \ s 120 122 11 0
Adopting best practi elivering
services to our cus@ (47.4%) (48.2%) (4.3%) (0.0%) 3.43 0.58
93 135 21 4
Providing séppertsor the logistic staff in
delivering o the customers (36.8%) (53.4%) (8.3%) (1.6%) 3.25 0.67
) o ) 95 128 27 3
speed in delivering service to
0 tomers (37.5%)  (50.6%) (10.7%) (1.2%) 3.25 0.69
) o ) ) 88 121 40 4
Encouraging periodic adding of new skill-
set to improve services provided (34.8%) (47.8%) (15.8%) (1.6%) 3.16 0.74
Monitoring properly the activities in order 101 124 22 6 3.26 0.72

to ensure superior service delivery to our
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customers (39.9%) (49.0%) (8.7%) (2.4%)
. . 88 136 25 4
Adhering to quality control measures to
guaranty effective service delivery (34.8%) (53.8%) (9.9%) (1.6%) 3.22 0.68
Weighted mean 3.28 0.66
AN
Job Satisfaction VH H L VL Std.
QX
91 139 21 2 N\
Exhibiting positive attitude to work (36.0%) (54.9%) (8.3%) &g@ 3.26 0.64
109 124 *
Ensuring effective team spirit (43.1%) (49.0%) ’SQQ) (0.4%) 3.35 0.63
| | | 136 (a
Improving one’s life meaningfulness
attributable to work (34.0%) @ (11.1%) (1.2%) 3.21 0.68
. . . . 2
Enhancing my life gratification as a result
of the job I do & 62.5%)  (9.9%) (0.8%) 3.15 0.61
) ) o 134 10 2
Complying with my organization’s
regulation faithfully 3%) (53.0%) (4.0%) (0.8%) 3.37 0.60
122 115 14 2
Willing to add new skill-set to4 \4
my competence % (48.2%) (45.5%)  (5.5%) (0.8%) 3.41 0.63
114 126 10 3
Readiness to give m he tasks I
carry out (45.1%)  (49.8%) (4.0%) (1.2%) 3.39 0.62
(\}\ Weighted mean 3.31 0.63
Responw VH H L VL Mean  Std.
< ) 146 102 3 2
]@ring task assigned to me timely (57.7%) (40.3%) (1.2%) (0.8%) 3.55 0.57
' o 120 123 10 0
Responding to my organization’s needs
promptly (47.4%)  (48.6%) (4.0%) (0.0%) 3.43 0.57
Completing task as when due 112 131 8 2 3.4 0.59
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(44.3%)  (51.8%) (3.2%) (0.8%)
_ _ _ 111 132 8 2
Performing swiftly all roles assigned to
me (43.9%)  (52.2%) (3.2%) (0.8%) 3.39 0.59
_ ' 106 139 7 1
Ensuring that customer complaints are
quickly looked into (41.9%) (54.9%) (2.8%) (0.4% \% 0.56
Providing a feedback on reasons why 110 123 17 3
certain tasks cannot be completed at a
specific time (43.5%) (48.6%) (6.7%) % 3.34 0.66
Weighted mean N 3.42 0.59
AN\
Employee Commitment VH H (b\\ VL Mean Std.
VaN
87 147W 4
Avoiding unproductive actives at all time  (34.4%) NX0)Y (5.9%) (1.6%) 3.25 0.64
o ‘ ‘ 105 13 3
Exhibiting personal readiness to serve in
different capacities (@ (52.2%) (5.1%) (1.2%) 3.34 0.63
o N 1\5\ 124 12 2
Persisting in acquiring new knowledge
related to the organization’s operationQ (45.5%) (49.0%) (4.7%) (0.8%) 3.39 0.62
Deepening my commitment to th(&\
organization by generating nev\é 109 128 13 3
knowledge for it to gain ceuipetiti
advantage Q . (43.1%)  (50.6%) (5.1%)  (1.2%) 336  0.64
) ) 111 125 12 5
I am perceived gs avvita]'fesource by my
organization & (43.9%)  (49.4%) (4.7%) (2.0%) 3.35 0.67
‘ Q o 104 137 10 2
Setting o ation’s mission statement
as a@t (41.1%)  (54.2%) (4.0%) (0.8%) 3.36 0.60
a\W
\) Weighted mean 3.34 0.63
Overall average 3.33 0.63

Source: Field survey 2022

VH=Very high; H=High; L=Low; VL=Very low
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Remark Scales: < 2.0 — low with variables and > 3.0 high with variables

From the Table 4.2, all variables mean scores > 3.1 + (0.5 - 0.67), respectively, this implies that

respondents agreed that the characteristics (service quality, job satisfaction, responsiveness and

employee commitment) determine the level of employee performance in public organizations in

Kwara State. Table 4.2, reveals that employee performance based on responsi ;\kzh

weighted mean of 3.42 (Std. + 0.59) is ranked highest, followed by employee’ itiient with

weighted mean of 3.34 (Std. = 0.63) which is ranked second, then job satisfactton with group
¥

mean of 3.31 (Std. + 0.63) ranked third and service quality with \éﬁ& éan of 3.28 (Std. =

0.66) ranked fourth in that order. Consequently, the Variables® quality, job satisfaction,

employee commitment and responsiveness can be see iifliencing the level of employee

performance with overall mean score of 3.33(Stdw £N\UN3) indicates high rating through the

service quality, job satisfaction, employee cg@h@n‘[ and responsiveness likely to increase the

level of employee performance in pub@ izations in Kwara State.

Research Question Two: W@%e level of emotional intelligence among employees of
Statc?

public organisations in K tat

Table 4.3 Frequen istribution of Respondents on Determining the Emotional

Intelligence f&{p ees in Public Organizations in Kwara State

S

Se%wareness VH H L VL Mean Std.
123 127 3 0

It is important to identify one’s feeling at

every point in time (48.6%) (50.2%) (1.2%) (0.0%) 347 0.52
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It is necessary to know the reasons for

112 131 10 0

one’s feeling (44.3%) (51.8%) (4.0%) (0.0%) 34 057
Employees ought to realize the links 118 129 5 1
between their feelings and what they
think. (46.6%) (51.0%) (2.0%) (0.4%) 344 0.56
, o 121 129 2 1 Q\
It is noble to admit mistakes and %
apologize as appropriate (47.8%) (51.0%) (0.8%) (O.A@(’ 346 0.54
Employees should consider their 110 132 10 \
emotional state before making important
decisions (43.5%) (52.2%) (4.0‘V7\ \O %) 339 0.59
Knowing one’s strengths and \’\
weaknesses in relation to emotional 123 124 1
intelligence enable one to perform
optimally (48.6%) (4{& .0%) (0.4%) 346 0.56
$\
Weighted mean Q 3.44 0.56
~\
N
Self-Regulation (QIJ H L VL Mean Std.
<\
Employees are expected to mana \)1 22 127 3 1
impulsive feelings and distressin&
emotions well \/ (48.2%) (50.2%) (1.2%) (0.4%) 346 0.55
Every employee is pron {1y er and 63 142 34 14
may display this emo % tate
uncontrollably < (24.9%) (56.1%) (13.4%)  (5.5%) 3.00 0.78
101 138 12 2
Even under u , employees ought
to think% (39.9%) (54.5%) (4.7%) (0.8%) 3.34  0.61
. 114 132 6 1
s should have the ability to
calm down when they are angry  (45.1%) (52.2%) (2.4%) (0.4%) 342  0.57
It is important that employees 117 131 4 1
continuously learn, unlearn, and relearn
to improve their performance (46.2%) (51.8%) (1.6%) (0.4%) 344 0.56

175



Weighted mean 3.33 0.61

Self-competence VH H L VL Mean Std.

Understanding customers’ needs and 134 117 )

matching them to services is important w\

for employees (53.0%) (46.2%) (0.8%) (0.0%) %\ 0.52

n7 133 <(,

Employees should be attentive to

emotional cues and be good listeners (46.2%) (52.6%) (1 2% 0.53

Individuals who work in organizations 121 0\

are expected to respect and relate well to

people from different backgrounds (47.8%) (49.0%) % (0.0%) 345 0.56
) 103 143 3

The feelings of others should be

considered when making changes (40.7%) (1 6%) (1.2%) 3.37 0.58

2
The spirit of ‘give and take’ is

paramount in interpersonal relationships (4{(\%\ (53.4%) (4.7%) (0.8%) 3.35 0.61
C -

N
Weighted me 9 343 0.56
A\

Overalw&%:g: 3.40 0.57

\

e
gree; D=Disagree; SD=Strongly disagree
isagree with variables and > 3.0 Agree with variables

Source: Field survey 2
SA = Strongly agre

Remark Scales: S(J
From th§ , all variables mean scores > 3.0 £ (0.5 - 0.78), respectively, this implies that

resp strongly agreed that the characteristics (self-awareness, self-regulation and self-
%tence) determine the emotional intelligence of employees in public organizations in Kwara
State. Also, Table 4.3, reveals that the emotional intelligence based on self-awareness with
weighted mean of 3.44 (Std. £ 0.56) is ranked highest, followed by self-competence with
weighted mean of 3.43 (Std. + 0.56) which is ranked second, and self-regulation with weighted
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mean of 3.33 (Std. £ 0.61) ranked third. Thus, based on the overall mean score of 3.40(Std. +

0.57), a high/strong emotional intelligence of employees can be achieved through self-awareness,

Table 4.4 Frequency Distribution of Respondents on Influence of Soft Sl@E

self-regulation and self-competence.

Research Question Three: What are the soft skills among employees of public organi

Kwara State?

mployee
Performance in Public Organizations in Kwara State 4\ \
(\
Critical thinking SA A &% SD Mean Std.
AN
It is necessary for individuals to 0
understand and consider diverse points %
of view before a conclusion (4 & 2.2%) (0.0%) (0.0%) 348 0.51
_ 09 3 0

Employees are expected to think thrm%<
problems before acting Q\ 43.1%) (55.7%) (1.2%) (0.0%) 342 052
When working with a team it 1s
' 119 7 0
important to draw out t% ths of
each individual fo of the team (50.2%) (47.0%) (2.8%) (0.0%) 347 0.56
Employees &@t better at

‘ ‘ 113 135 5 0
brainst re options to find
sma@ ions to challenges (44.7%)  (53.4%) (2.0%) (0.0%) 343 0.54
z’%ployee must always put on his 1o
thinking cap to tackle daily challenges in 132(52.
the office (47.0%) 2%) 2(0.8%)  0(0.0%) 346 0.52
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Weighted mean 345 053
Time management SA A D SD Mean Std.
121 126

Planning the day before it begins
indicates an effective employee (47.8%)  (49.8%) (2.0%) %@ 345 0.56
Making a list of the things to do each 128
day is paramount for optimal
performance of employees (50.6%)  (46. 60@) (0.4%) 347 0.57
128 1
Employees are expected to make
constructive use of their time (50.6%) A)) (0.8%) (0.4%) 349 0.54
_ o 1 131 3 1
Making a schedule of activities enhances
the performance of employees Q ©%) (51.8%) (1.2%) (0.4%) 345 054
. Y\ 120 127 6 0
Employees set deadlines for th%v
so0 as to accomplish thei%%i . (47.4%) (50.2%) (2.4%) (0.0%) 345 054
[\
S
Weighted rés\ 3.46 055
%‘
@Qlesolution SA A D SD Mean Std.
Employees have an obligation to avoid
, - , 113 131 7
taking position which would create a
controversy (44.7%) (51.8%) (2.8%) 2 34 0.59
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(0.8%)

) 81 144 22 6
It is unacceptable to blame others for

creating the problem (32.0%)  (56.9%) (8.7%)  (2.4%) \%9\ 0.69
1

In any human organization, conflict is a
normal phenomenon (36.0%) (56.5%) (7.1%) @ 328 0.61

Whenever conflict occurs, employees * \
116 132 \ 0
o)

should have an open mind to resolve it

amicably (45.8%) (52&/
Differences are natural with human 0 @ q

beings, one should not worry about them *

(0.0%) 344  0.54

but accept them (« (59.7%) (3.2%) (0.4%) 3.33 0.56
N\

Weighted mean Q\: 3.33  0.60

N

* (Y
Q{ SA A D SD Mean Std.

Work Ethic
Employee con¥y 1§ions should be
% 108 135 10 0
QNP

ble with the values of

(42.7%)  (53.4%) (4.0%)  (0.0%) 339 0.57

the@i ati
g 99 147 5 2
Sub

dinates ought to understand their

supervisors’ values (39.1%) (58.1%) (2.0%) (0.8%) 3.36  0.57
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113 136 4 0
Every employee should always do what

is ethically right all the time (44.7%)  (53.8%) (1.6%)  (0.0%) 3.43

114 134 5 0
It is ethically correct to stick by the

0.53

goals and objectives of the organization  (45.1%)  (53.0%) (2.0%) (0.0%) \%& 0.54
_ o 117 133 3 0 <</L;
It is an obligation on every employee to b
be concerned about ethics and morality — (46.2%) (52.6%) (1.2%) @ 345 0.53
(\‘il ‘\
Weighted mean % 341 0.55
~\§<¢
Overall average ®$ 3.41 0.55

A
Source: Field survey 2022 \\ N
eé-ﬂl)

SA=Strongly agree; A=Agree; D=Di =Strongly disagree
Remark Scales: <2.0 — Disagre% ables and > 3.0 Agree with variables

N
From Table 4.4, all Vari@ha;e mean scores > 3.0 + (0.5 - 0.61), respectively; this implies that
respondents strongQaJ d that the variables for Critical thinking, Time management, Conflict
Resolution @hrk Ethic determine the influence of soft skills on employee performance in
Publj O%ations in Kwara State. It can be observed from Table 4.4, that the soft skills on

A

aflagement with weighted mean of 3.45 (Std. = 0.55) is ranked first, followed by

employee’s critical thinking with weighted mean of 3.45 (Std. £ 0.53) which is ranked second,
then work ethic with weighted mean of 3.41 (Std. + 0.55) ranked third and conflict resolution

with weighted mean of 3.33 (Std. £ 0.60) ranked fourth in that order. Similarly, the overall mean

180



score of 3.41(Std. = 0.55) suggests that soft skills are likely to enhance the employee

performance.

4.3 Presentation of Test of Hypotheses $\

Hypothesis 1: There is no significant influence of emotional&' ence on employee

performance in Kwara State’s public organisation. %(—}
The above hypothesis can be achieved by study the i &&{f emotional intelligent on the

variables considered to be responsible for employeé&pe ance and the results are displayed in

Table 4.5 (a,b,c), Table 4.6 (a,b,c), Table 4.7@‘qnd Table 4.8 (a,b,c) below.

(i) The influence of emotional int%nce on service quality of public organizations in

Kwara State. \</<3

Table 4.5a: Showing %a‘l‘tial Zero-Order Correlation between the Influences of

Emotional Intelli@ Service Quality Variables.

N
&\) N N Mean Std. r Ar p-value Remarks
Emd @ ihtelligence of
yees 253 341 049 1.00

Ensuring value in the service

delivered to our customers 253 3.40 0.57 0.213** 0.206** 0.001 <0.05(S)
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Adopting best practices on
delivering services to our

customers 253 3.43 0.58 0.098 0.1 0.12 >0.05(NS)

Providing support for the

logistic staff in delivering y\
value to the customers 253 3.25 0.67 0.139*% 0.116* 0.027 @

Deploying speed in delivering \
service to our customers 253 3.25 0.69 0.07 0.053 0.2 >0.05(NS)

Encouraging periodic adding (\’\
of new skill-set to improve %
services provided 253 3.16 0.74 0.0@17 0.89 >0.05(NS)

Monitoring properly the @

activities in order to ensure \
superior service delivery to g\’\

our customers 253 ﬁ 72 0.135*%  0.151*  0.031 <0.05(S)

Adhering to quality control (8\

measures to guaranty

effective service delivenQ\ 253 322 0.68 0.159* 0.146* 0.011 <0.05(S)

Source: Field surw

Remark: <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not

significa

a reveals the partial zero-order correlation showing the relationship between the
influences of emotional intelligence and service quality variables. Ensuring value in the service
delivered to our customers is positively correlated with emotional intelligence of employees

(r=0.213**, p <0.05). This implies that high emotional intelligence of employees resulted to
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value of service delivered to customers. Also, providing support for the logistic staff in
delivering value to the customers (r=0.139*, p <0.05); Monitoring properly the activities in order
to ensure superior service delivery to our customers (r=0.135*, p <0.05); Adhering to quality

control measures to guaranty effective service delivery (r=0.159*, p <0.05) are positively
correlated with emotional intelligence of employees. This indicates that they are s@& lity
e qu

variables likely to influence the emotional intelligence of employees. Howe % quality
custo

variables such as “adopting best practices on delivering services to & mers (r=0.098,
\

p >0.05)”, “deploying speed in delivering service to our custo %0.07, p >0.05)”, and
“encouraging periodic adding of new skill-set to improve x@ided (r=0.009, p >0.05)”

have a very low correlation coefficients with emotion. \N igence, which is not statistically

significant indicating that they are likely to ha@ o influence on emotional intelligence

of the employees. Furthermore, the paﬂia@ correlation statistics shows that emotional

intelligence was positively correlat ithws€rvice quality variables (Ensuring value in the

service delivered to our custom@% 206%*, p <0.05); Providing support for the logistics

staff in delivering value_t§ the“efistomers (Ar =0.116*, p <0.05); Monitoring properly the

activities in order to superior service delivery to our customers (Ar =0.151%*, p <0.05);
Adhering to lig\cgntrol measures to guaranty effective service delivery (Ar =0.146%*, p

<0.05)) o is indicates that the greater the emotional intelligence, the better the service

qual%

Tabg 4.5b: Summary of Regression Analysis Showing the Influence of Emotional
Intelligence on Service Quality of Public Organizations in Kwara State

R=0.627

R Square=0.393
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Adjusted R Square=0.376
Std. Error=0.4805

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 4.679 7 .668 2.895 .006°
Residual 56.570 245 231 %Q\
Total 61.249 252 :

Source: Field survey 2022 \0

Table 4.5b, shows the joint influence of service quality variables on ewa intelligence. The
\

results reveals that coefficient of multiple correlation R = 0.627,&\%@1&%‘[65 joint positive
correlation of service quality variables with emotional m@g and multiple R? = 0.393
(coefficient of determination) with Adjusted R?= 0.3%{ S
jointly accounted for 37.6% (AAdj .R20.3%§\®1 n in the prediction of emotional

intelligence. The ANOVA results from @n analysis shows there was significant joint
m

seven service quality variables

influence of service quality variable fonal intelligence since F (7245 = 2.895, p < 0.05,

hence the null hypothesis is reje@\
Table 4.5¢c: Showing @%&ﬁe Influence of Emotional Intelligence on Service Quality of

Public Organizati(n ara State

B Unstandardized Standardized

Coefficients Coefficients

Model 1 B Std. Error  Beta t p-value  Remarks
(Constant) 2.707 .229 11.825 .000 <0.05(S)
Ensuring value in the
service delivered to our  .168 .066 192 2.559 O11%*
customers <0.05(S)
Adopting best practices  -.023 064 -.027 -355 723

on delivering services to
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our customers >0.05(NS)

Providing support for the
logistic staff in
delivering value to the
customers

Deploying speed in
delivering service to our -.061 059 -.086 -1.033 302

115 055 098 2091  .022% <0.05(S)

customers ' >0.05(NS

)

Encouraging periodic
adding of new skill-set to
improve services
provided )

Monitoring properly the
activities in order to
ensure superior service
delivery to our customers

Adhering to quality
control measures to

-.114 .055 -.172 -2.063 .074 >0.05(NS

110 052 160 2.115 037%  <0.05(S)

guaranty effective 056 026 077 2154 035 <0.05(5)

service delivery

v

Source: Field survey 2022

Table 4.5¢ reveals that the ohlseven coefficients of service quality variables are positive

statistically signific dicators of emotional intelligence of employees. The strongest

predictor was ‘;K%qg value in the service delivered to our customers” (Beta =0.192, t = 2.559,
ed by

p < 0.05); “Monitoring properly the activities in order to ensure superior service

deli to eur customers” (Beta = 0.160, t = 2.115, p < 0.05), then “Providing support for the
1@[ staff in delivering value to the customers” (Beta = 0.098, t = 2.091, p < 0.05) and
“Adhering to quality control measures to guaranty effective service delivery” (Beta = 0.077, t =

2.154, p < 0.05), not with “Adopting best practices on delivering services to our customers”

(Beta = -0.027, t = -0.355, p > 0.05); “Deploying speed in delivering service to our customers”
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(Beta = -0.086, t = -1.033, p > 0.05); and “Encouraging periodic adding of new skill-set to

improve services provided” (Beta =-0.172, t =-2.063, p > 0.05).

(ii) The influence of emotional intelligence on job satisfaction of public organizations in

Kwara State. \V\

Table 4.6a: Depicting the Partial Zero-Order Correlation between the\I ces of
Emotional Intelligence on Job Satisfaction Variables. %
N Mean Std. r Ar *—V&{lhe Remarks
h

Emotional intelligence of \\
Employees 253 341 049 1.000 <&
work $
253 3.26 0.64%% 0.187** 0.002  <0.05(S)
Ensuring effective team spirit \
253 3.35Q\J0'\.Q
Improving one’s life
meaningfulness attributable to Q
work Q\

253 321 0.68 0.114 0.115 0.07 >0.05(NS)

Exhibiting positive attitude to

0.171** 0.163** 0.006 <0.05(S)

Enhancing my life Q
gratification as a reSylt f the

jobIdo 253 3.15  0.61 0.216%* 0.222** 0.001 <0.05(S)
Complyi Qﬂy
orgamzation’s regulation
o

253 337 0.60 0.163** 0.171** 0.01 <0.05(S)
Willing to add new skill-set to
improve my competence 253 341  0.63 0.195** 0.194** 0.002 <0.05(S)
Readiness to give my all to
the tasks I carry out 253 339  0.62 0.254** 0.242** 0.000 <0.05(S)

Source: Field survey 2022
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Remark: p-value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not

significant}

Table 4.6a reveals the partial zero-order correlation showing the relationship between the

influences of emotional intelligence on job satisfaction variables. The job satisfaction %ﬁ

such as Exhibiting positive attitude to work (r=0.195**, p <0.05), Ensuring effe E sp1r1t

(r=0.171**, p <0.05), Enhancing my life gratification as a result of the JO% 216%*, p

<0.05), Complying with my organization’s regulation faithfully (r—O 05), Willing to
add new skill-set to improve my competence (r=0.195%*, p <0 ness to give my all to
the tasks I carry out (r=0.254**, p <0.05) have pos itigcor¥elation with the emotional
intelligence, which is statistically significant w ving one’s life meaningfulness”

%&gmﬁcance correlation with emotional

attributable to work (r=0.114, p < 0.05) doe&
intelligence. Thus, the job satisfaction V(&&\{)(s hat are significant indicates as the values of

those variables increased with emoq elhgence

Also, the partial zero- order&n& statistics shows that emotional intelligence was positively
correlated with job variable; Exhibiting positive attitude to work (r=0.187**, p
<0.05), Ensurm&l bteam spirit (r=0.163**, p <0.05), Enhancing my life gratification as a

result of tl@

faithfully \g=0.171*%*, p <0.05), Willing to add new skill-set to improve my competence

do (1=0.222**, p <0.05), Complying with my organization’s regulation

* p <0.05), Readiness to give my all to the tasks I carry out (r=0.242**, p <0.05),

which indicates that emotional intelligence correlate with significant job satisfaction variables.

Table 4.6b: Summary of Regression Analysis Showing the Influence of Emotional
Intelligence on Job Satisfaction of Public Organization in Kwara State
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R=0.692
R Square=0.479
Adjusted R Square=0.464

Std. Error=0.4775

A

Mean
Sum of <</
Model Squares df Square F Sig. 0
1 Regression 5.382 7 769 3.372 .002°
Residual 55.867 245 228
Total 61.249 252

Source: Field survey 2022 @\

Table 4.6b results reveal the coefficient of %\correlation R = 0.692, which indicates joint

0.479 (coefficient of determinagio

positive correlation of job satisfactionxartables’ with emotional intelligence; and multiple R? =
@v Adjusted R? = 0.464 which suggests seven job

satisfaction variables join@w d for 46.4% (AAdj.R?>=0.464) variation in the prediction of
e
%e indings of the ANOVA and regression analysis indicate a

emotional intelligeng
significant linl&%ej ork satisfaction and emotional intelligence since F (7245) = 3.372, p <

0.05, hen§@
N

Table 4.6¢c: Showing the Relative Influence of Emotional Intelligence on Job Satisfaction of

hypothesis cannot be accepted.

Public Organization in Kwara State

Model 1 Unstandardized Standardize T
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Coefficients d p-value
Coefficients

B Std. Error Beta Remark
(Constant) 2.491 217 11.502  .000 <0.05(S)
Exhibiting positive
attitude to work 184 065 .109 2.831 013%* <0.05(5)
Ensuring effective team

164 .066 031 2.485 015%
spirit <0.05(S)
Improving one’s life
meaningfulness -.114 .065 -.156 -1.750  .081
attributable to work >0.05(NS)
Enhancing my life
gratification as a result .112 051 139 2.196 .019*
of the job I do <0.05(S)
Complying with my -
organization’s 122 .066 012 1.848 .039*
regulation faithfully <0.05(S)
Willing to add new
skill-set to improve my .144 .064 056 2.250 .014*
competence <0.05(S)
Readiness to give my
all to the tasks I carry  .124 .045 157 2.756 .009**
out <0.05(S)

Wield survey 2022

Table 4.6¢ reveals that the six of the seven coefficients of job satisfaction variables were positive

statistically significant predictors of emotional intelligence of employees. The strongest predictor

was “Readiness to give my all to the tasks I carry out” (Beta = 0.157, t = 2.756, p < 0.05),
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followed by “Enhancing my life gratification as a result of the job I do” (Beta = 0.139, t =2.196,
p < 0.05), then “Exhibiting positive attitude to work™ (Beta = 0.109, t = 2.831, p < 0.05) and
“Willing to add new skill-set to improve my competence” (Beta = 0.056, t = 2.250, p < 0.05),
“Ensuring effective team spirit” (Beta = 0.031, t = 2.485, p < 0.05); “Complying %\

organization’s regulation faithfully” (Beta = 0.012, t = 1.848, p < 0.05); and not w1® in
one’s life meaningfulness attributable to work™ (Beta = -0.156, t=-1.750, p > ‘@

(iii) The influence of emotional intelligence on responsiveness’&ngloyees in public

organization in Kwara State.

Table 4.7a: Showing the Partial Zero-Order @S’between the Influences of

Emotional Intelligence on Responsiveness Varla e

N\

\ p_
@ Std. R Ar value Remark
Emotional intelligence of

Employees ({3 3.41 0.49 1.00

Delivering task assigned tgx
timely

Responding to yQJ
organizatio@{s promptly

miing swiftly all roles

253 3.55 0.57 0.172**%  0.183**  0.000 <0.05(S)

253 343 0.57 0.238**  0.222**  0.000  <0.05(S)

‘-: indtask as when due 253 340 0.59 0.259** 0.243** 0.000  <0.05(S)

253 3.39 0.59 0.220**  0.208**  0.000  <0.05(S)

Ensuring that customer
complaints are quickly looked

into 253 338 056 (.127% 0.131%* 0.044  <0.05(S)
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Providing a feedback on reasons
why certain tasks cannot be
completed at a specific time 253 334 066  138% 0.137* 0.029  <0.05(S)

Source: Field survey 2022
Remark: p-value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(N§){Not

significant} \
' % the

variables

Table 4.7a indicates the partial zero-order correlation showing the relations

influences of emotional intelligence on responsiveness variables. All res
are positively correlated with emotional intelligence of employees an sttl\a ly significant. It
indicates those variables that are likely to influence the emotj @e igence of employees.
Similarly, the partial zero-order correlation statistics sho as emotional intelligence was

positively correlated with responsiveness, whicl@s that emotional intelligence can
enhance employee responsiveness. ’\&

Table 4.7b: Summary of Regressio 2$W\howing the Influence of Emotional

Intelligence on Responsiveness 2f ees In Public Organization of Kwara State

R=0.651
R Square=0.424
Adjusted R Square=0.401

Std. Error=0.479

Sum of Mean
Model Squares df Square F Sig.
1 Regression 4.825 6 .804 3.506 .002°
Residual 56.424 246 229
Total 61.249 252

Source: Field survey 2022
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From Table 4.7b, the results reveals that coefficient of multiple correlation R = 0.651, which
indicates joint positive correlation of responsiveness variables with emotional intelligence of the
employee; and multiple R? = 0.424 (coefficient of determination) with Adjusted R? = 0.401

suggested responsiveness variables jointly accounted for 42.4% (AAdj.R>=0.401) variationsn the
i; is

prediction of employee emotional intelligence. The ANOVA results from regre@ ]
since

shows significant joint influence of responsiveness variables on emotional % e F

6,246) = 3.506, p < 0.05, hence the null hypothesis was not accepted. &

Table 4.7c: Showing the Relative Influence of Emotio X&fgence on Responsiveness of
Employee in Public Organization of Kwara State

N\

\

Standardize
Unstandardized d
Coefficients Coefficients
Model 1 B Std. Error Beta t p-value Remark
(Constant) 2.392 251 9.526 .000 <0.05(S)
Delivering task
assigned to me timely 3¢ 066 041 544 587
0.05(NS)
Responding to my
organization’s needs
promptly 215 .070 .094 3.71 .024
<0.05(S)
Con&pleﬁng task as
when due 297 067 130 4.428 011
<0.05(S)
Performing swiftly all
roles assigned tome 74 064 089 1158 248
0.05(NS)
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Ensuring that customer
complaints are quickly

looked into -013 063 -015 214 831
>
0.05(NS)

Providing a feedback

on reasons why certain

tasks cannot be

completed at a specific .012 .053 016 227 .820

time
>
0.05(NS)

Source: Field survey 2022 @

Table 4.7c¢ show that the two of six coefficients o siveness variables are positive
statistically significant predicators of employee $ntelligence. The strongest predictor
was “Completing task as when due” ( @130, t = 4428, p < 0.05), followed by
“Responding to my organization’s ne@iﬂgtly” (Beta = 0.094, t = 3.71, p < 0.05), and not

with others such as “Performing@a

0.05), “Ensuring that custo ekﬁplaints are quickly looked into” (Beta = -0.015, t = -0.214,

1 roles assigned to me” (Beta = 0.089, t = 1.158, p >

p > 0.05), “Providinback on reasons why certain tasks cannot be completed at a specific

time” (Beta ZQ 0.227, p > 0.05) and “Delivering task assigned to me timely” (Beta =
0.041, 1 % 0.05).

ab % a: Showing the partial zero-order correlation between the influences of emotional

intelligence on commitment of employee variables.

N  Mean Std. R Ar p-value Remarks

Emotional 253 341 0.49 1.00
intelligence of
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Employees

Avoiding
unproductive actives
at all time 253 3.252964 0.635617 0.068 0.085 0.280  >0.05(NS)

Exhibiting personal V\
readiness to serve in \
% S)

different capacities 253 3.339921 0.632351 0.078 0.085 0.219 %

Persisting in \
acquiring new
knowledge related to ;\* \

the organization’s \

operations 253 3.391304 0.618051 0.195%* 0.002  <0.05(S)
Deepening my
commitment to the \
organization by Q
generating new \
knowledge for it to ’\

gain competitive \

advantage 253 3.3557%& 6 0.170* 0.165*  0.007 <0.05(S)

I am perceived as a ((?\

vital resource by my \{7
organization 5&.3 79 0.665748 0.227** 0.211** 0.000 <0.05(S)

2
e
Setting organization’ QQ

mission statement @s
a priority 253 3.355731 0.597562 0.285** (0.269** (0.000 <0.05(S)
O\

Source: survey 2022
Re -value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not
&cant}

Table 4.8a connotes the partial zero-order correlation showing the relationship between the

influences of emotional intelligence on commitment of employee variables. The commitment of
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employee variables Persisting in acquiring new knowledge related to the organization’s
operations (r=0.195**, p <0.05); Deepening my commitment to the organization by generating
new knowledge for it to gain competitive advantage (r=0.170*, p <0.05);I am perceived as a vital
resource by my organization(r=0.227**, p <0.05) and Setting organization’s mission st ent
as a priority (r=0.285**, p <0.05) are positively correlated with emotional i &f
employees as well as significant. This indicates that those variables as well ar Qﬂlﬂuence
the emotional intelligence of employees. However, Avoiding unproduct eﬁes at all time
(r=0.068, p > 0.05) and Exhibiting personal readiness to serve i Sﬁnt cépacities (r=0.078,

p >0.05) are variables for commitment of employee which ar€ n stically significant, which

means it has little or no influence on emotional intelligeriee

Also, the partial zero-order correlation statist’i@hm soft skills was positively correlated

with commitment of employee variables e\& g in acquiring new knowledge related to the

organization’s operations (Ar =Q:h% p <0.05); Deepening my commitment to the

organization by generating neV\&/Q/ dge for it to gain competitive advantage (Ar =0.165%*, p
<0.05);I am perceived aﬁﬁal Jesource by my organization(Ar =0.211**, p <0.05) and Setting

organization’s mis@ ent as a priority (Ar =0.269**, p <0.05)) only. This indicates that

emotional i ence has the tendency to influence commitment of employees.

Tab@Summary of Regression Analysis Showing the Influence of Emotional

R=0.296

ce on Commitment of Employee In Public Organizations of Kwara State

R Square=0.087
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Adjusted R Square=0.065

Std. Error=0.477

Sum of Mean
Model Squares df Square F Sig.

1 Regression 5.349 6 891 3923 001° Q\
Residual 55.900 246 227 §

Total 61.249 252 \
>

Source: Field survey 2022 ’\\ \\

The results in Table 4.8b reveal that coefficient of mul g(} rrelation R = 0.296, which

indicates joint positive correlation of employe:@ﬁtment variables with emotional

intelligence of the employee; and multiple’§ 7 (coefficient of determination) with
Adjusted R? = 0.065 suggests commitmefit ployee variables jointly accounted for 8.7%

(AAdj.R?=0.065) variation in the pEen of employee emotional intelligence. The ANOVA

results from regression analys@

employee variables on jongl intelligence since F (s246) = 3.923, p < 0.05, hence the null

hypothesis is rejec@
4\

g the Relative Influence of Emotional Intelligence on Commitment of

there was significant joint influence of commitment of

Table 4.8 %v
Emp10f$ublic Organizations of Kwara State

Standardize
Unstandardized d
Coefficients Coefficients
Model B Std. Error Beta t p-value Remark
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(Constant) 2.597
Avoiding unproductive

actives at all time -0l4
Exhibiting personal

readiness to serve in

different capacities -071

Persisting in acquiring
new knowledge related
to the organization’s
operations

.082

Deepening my

commitment to the
organization by

generating new -.003
knowledge for it to gain
competitive advantage

[ am perceived as a

vital resource by my

v .060
organization

Setting organization’s

mission statement as a

. 186
priority

219

057

062

.069

065

058

.066

-.018

-.091

.103

-.004

081

226

11.836

-.247

-1.139

1.199

-.046

1.042

2.829

.000

.805

256

232

963

298

.005

<0.05(S)

>
0.05(NS)

>0.05(NS)

>0.05(NS)

>0.05(NS)

>0.05(NS)

<0.05(S)

Source: Field survey 2022
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The results on Table 4.8c show that the only one of the six coefficients of commitment of
employee variables are statistically significant predicators of employee emotional intelligence.
Only Setting organization’s mission statement as a priority (Beta = 0.226, t = 2.829, p > 0.05)

have positive influence on emotional intelligence and statistically significant, while Persisging in
>

acquiring new knowledge related to the organization’s operations (Beta = 0.103, \@»

0.05) and I am perceived as a vital resource by my organization (Beta = (& 042, p >
Yy

0.05) are positively correlation with emotional intelligence but statistigal gnificant. Also,

N
&\ -
) p > 0.05); Exhibiting

= -1.139, p > 0.05); and

Avoiding unproductive activities at all time (Beta = -0.018, t =

personal readiness to serve in different capacities (Beta =
Deepening my commitment to the organization by g¢ % new knowledge for it to gain

competitive advantage (Beta =-0.004, t = -0.046,§Q 0.85Y have negative influence on emotional
16ant.

intelligence of employees but not statistica@{

The strongest predictor was Setting@aﬁon’s mission statement as a priority (Beta = 0.226,

t=2.829, p <0.05) and not wit{/er ariable on commitment of employee.

Hypothesis 2: There E: @dﬁcant influence of soft skills on employee performance in Kwara

State’s public orgagisa

\

The res% ypothesis 2 are displayed in Table 4.9 (a,b,c), Table 4.10 (a,b,c), Table 4.11
d

(a,b,%

(i)ThHe influence of soft skills on service quality of employees in public organizations in

ble 4.12 (a,b,c) below.

Kwara State.

Table 4.9a: Showing the Partial Zero-Order Correlation between the Influences of soft
skills on Service Quality Variables.
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N

Mean Std.

r

Ar

p-value Remarks

Influence of Soft Skills on
Employee performance
Ensuring value in the
service delivered to our

customers

Adopting best practices on
delivering services to our

customers

Providing support for the
logistic staff in delivering

value to the customers

Deploying speed in
delivering service to our

customers

Encouraging periodic

253

253

253

253

253

343 0.5

3.40 0.57
343 0.58

325 0.6

S

N

adding of new skill-set to
improve services provid@% 3.16 0.74

activities in eNo ensure

Monitoring pra& @

SUPETiOTse elivery to

our®n S

A ng to quality control
measures to guaranty

effective service delivery

253

253

3.26 0.72

3.22 0.68

0.215%*

0.060

0.135%*

0.069

0.105

0.210%**

ﬁ 9 0.210%* 0.195**

0.155*

0.075

0.093

0.001

0.001

0.032

0.271

0.097

AN
&

<0.05(S)
<0.05(S)

<0.05(S)

> 0.05(NS)

> 0.05(NS)

Source: Field survey 2022
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Remark: p-value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not
significant}

Table 4.9a shows the partial zero-order correlation showing the relationship between the

influences of soft skills on service quality variables. Ensuring value in the service delivered to

our customers (r=0.215**, p <0.05); providing support for the logistic staff in deliverin %{o
the customers (r=0.185*, p <0.05); Deploying speed in delivering service to@itomers

(r=0.210**, p < 0.05); and encouraging periodic adding of new skill-set@

provided (r=0.135%*, p < 0.05) are positively correlated with soft ski en@loyees as well as

statistically significant. This implies that the high soft skills of @o ee can promotes value
e

in the employee performance. Thus, this indicates that the s(/ ice quality variables likely to

influence the soft skills of employees. §

However, service quality variables such as “ % best practices on delivering services to our

e services

customers (r=0.060, p >0.05)”, Monitorinig properly the activities in order to ensure superior
service delivery to our customers,( , p >0.05); and Adhering to quality control measures
to guaranty effective service deliyery?(r=0.105, p >0.05) are positively correlated with soft skills
of employees have a Q&c‘onelaﬁon coefficients with soft skills, which is not statistically

significant indicat%)

employees. @ ore, the partial zero-order correlation statistics shows that soft skills was

they are likely to have little or no influence on soft skills of the

positinvely‘¢ottelated with service quality variables (Ensuring value in the service delivered to our
(Ar =0.210**, p <0.05); providing support for the logistic staff in delivering value to
the customers (Ar =0.166**, p <0.05); Deploying speed in delivering service to our customers

(r=0.155*, p < 0.05); and encouraging periodic adding of new skill-set to improve services
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provided (r=0.135*, p < 0.05)) only. This indicates that the greater the soft skills, the better the

service quality.

Table 4.9b: Summary of Regression Analysis Showing the Influence of soft skills ice
Quality of Public Organizations in Kwara State

(
R=0.275 ) \0

R Square=0.075

Adjusted R Square=0.049

Std. Error=0.492

Mean
Sum of
Model Squares Df Square F Sig.
1 Regression 4.838 7 691 2.854 .007°
Residual 59.336 245 242
Total 64.174 252

Source: Field survey 2022 v

Table 4.9b, shows thej %u‘ence of service quality variables on emotional intelligence. The
results reveals tha% ient of multiple correlation R = 0.275, which indicates joint positive
correlation @ ice quality variables with emotional intelligence; and multiple R? = 0.075

(coefficie determination) with Adjusted R?>= 0.049 suggests service quality variables jointly

d for 7.5% (AAdj.R?>=0.049) variation in the prediction of emotional intelligence. The
ANOVA results from regression analysis shows there was significant joint influence of service
quality variables on emotional intelligence since F (7245 = 2.854, p < 0.05, hence the null

hypothesis is rejected.
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Table 4.9c: Showing the Relative Influence of Soft Skills on Service Quality of Public

Organizations in Kwara State

Standardize
Unstandardized d
Coefficients Coefficients
Remark
Model 1 B Std. Error Beta t p-value s
(Constant) 2.724 234 11.619  .000 <0.05(S)
Ensuring value in the
service delivered to 177 067 .199 2.646 .009
<0.05(S)
our customers
Adopting best
ti deliveri
practiees on CEVEINg —_ ogs 065 -101 (1348 179 >0.05(NS
services to our
customers )
Providing support for
the logistic staff in
delivering value to the 022 061 .029 359 720
customers >
0.05(NS)
Deploying speed in
deliveri i
elivering service to 1 .039 144 2718  .008 -
our customers
0.05(S)
Encouraging periodic
adding of new skill-set
to improve services 059 057 087 1.043 298
provided >0.05(N
S)
Monitoring properly
the activities in order _ 5y 061 -072 -833 406
to ensure superior
service delivery to our >
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customers 0.05(NS)

Adhering to quality

control measures to

guaranty effective -.008 061 -.011 -.129 897

service delivery >

0.05(NS)

Source: Field survey 2022 gk}‘

Table 4.9c reveals that the two of seven coefficients of service quality vari e positive
statistically significant predicators of soft skills of employees. T on%est predictor was

“Ensuring value in the service delivered to our customers” (Be %_XSL? , t =2.646, p < 0.05),

followed by Deploying speed in delivering service to our @ ” (Beta=0.144,t=2.718, p

< 0.05) but not with “Monitoring properly the act;'@m order to ensure superior service

delivery to our customers” (Beta = -0.072, t* p > 0.05), “Providing support for the
logistic staff in delivering value to the cus n\&(Beta =0.029, t = 0.359, p > 0.05), “Adhering

to quality control measures to guaran ctive service delivery” (Beta =-0.011, t=-0.129, p >

0.05), and “Adopting best praci&/okdelivering services to our customers” (Beta =-0.101, t = -

‘ ‘
(ii) Influence of s@on Job satisfaction of employees in public organizations in Kwara

1.348, p > 0.05.

Tab Depicting the Partial Zero-Order Correlation between the Influences of soft

s@s Job Satisfaction Variables.

v

Mea Std p-
N n . R Ar value Remarks
Influence of Soft Skills on 25
Employee performance 3 343 05 1
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Exhibiting positive attitude to

work

25 196 0.6

3 ' 4 0.094 0.090 0.136  <0.05(S)
Ensuring effective team spirit

25 0.6 0.167* 0.170*

3 335 3 * * 0.008

Improving one’s life \%
meaningfulness attributable to %

work

25 0.6

. >0.05(N
;32 g 0.@4 0216 S)
Enhancing my life gratification as \
a result of the job I do
2 3 & ‘

3 f\ * * 0.007  <0.05(S)
Complying with my <\
organization’s regulation Q
faithfully

\/ 337 06
TT0 0 0.145%  0.178%  0.021  <0.05(S)

& 3
e
Willing to add new s%& to
improve my compgten
P Y P 25 341 0.6 0.184* 0.196%*
Q 3 ) 3 * * 0.003  <0.05(S)
Readine ¢ my all to the
task ut
25 139 0.6 0.275* 0.282*
Q 3 ' 2 * * 0.000  <0.05(S)

Source: Field survey 2022

Remark: p-value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not
significant}
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Table 4.10a reveals the partial zero-order correlation showing the relationship between the
influences of soft skills on job satisfaction variables. The job satisfaction variables such as
Ensuring effective team spirit (r=0.167**, p <0.05), Enhancing my life gratification as a result of
the job I do (r=0.168** p <0.05), Complying with my organization’s regulation faggy
(r=0.145*, p <0.05), Willing to add new skill-set to improve my competence Q! , P

<0.05), and Readiness to give my all to the tasks I carry out (r=0.275**, p <;E®

correlation with the soft skills, which is statistically significant whi& ibiting positive

positive

\
attitude to work (r=0.094, p > 0.05)” and “Improving one’s life Xl\ ulness” attributable to
work (r=0.114, p < 0.05) does not have significance corx H soft skills. Thus, the job
u

satisfaction variables that are significant indicates as th

impact on soft skills. @
Also, the partial zero-order correlation stﬁ%\hows that soft skills was positively correlated

iective team spirit (Ar =0.170**, p <0.05), Enhancing

my life gratification as a result Of the job I do (Ar =0.180**, p <0.05), Complying with my

of those variables likely to have

with job satisfaction variable; Ens

organization’s regulaticﬁ%ﬂllly (Ar =0.178*, p <0.05), Willing to add new skill-set to

improve my com
82,

carry out (AL=

r =0.196**, p <0.05), and Readiness to give my all to the tasks I
p <0.05), which indicates that soft skills correlate with significant job

satisfactd les.

Ob: Summary of regression analysis showing the influence of soft skills on job
satiSfaction of public organization in Kwara State

R=0.322

R Square=0.103
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Adjusted R Square=0.078

Std. Error=0.4846

Mean
Sum of
Model Squares df Square F Sig. \
1 Regression 6.636 7 948 4.037 .000° %\
Residual 57.537 245 235 <</
Total 64.174 252

Source: Field survey 2022 \

From Table 4.10b, the results reveals the coefficient @{ correlation R = 0.322, which
indicates joint positive correlation of job satisfa@ les with soft skills; and multiple R? =

0.103 (coefficient of determination) with tedMR? = 0.078 suggests seven job satisfaction

variables jointly accounted for 10.3% =0.078) variation in the prediction of employee
soft skills. The findings of thefA and regression analysis indicate a significant link

between work satisfactio@&f skills since F 7245y = 4.037, p < 0.05, hence the null

e
hypothesis cannot be@d.

Table 4.10®ing the relative influence of soft skills on job satisfaction of public

organiz@ wara State

Unstandardized Standardized

Coefficients Coefficients
Model 1 B Std. Error Beta t p-value Remark
(Constant) 2.547 220 11.586 .000 <0.05(S)

206



Exhibiting positive

attitude to work -037

Ensuring effective team

Improving one’s life
meaningfulness
attributable to work

Enhancing my life
gratification as a result
of the job I do .082

Complying with my
organization’s
regulation faithfully 024

Willing to add new
skill-set to improve my
competence 026

Readiness to give my

all to the tasks I carry

out 202

-.137

.066

067

.066

072

067

065

066

-.047 -.563
126 1.500
-.183 -2.068
.100 1.144
028 357
032 396
.249 3.047

574

135

.040

254

722

.692

.003

>
0.05(NS)

>
0.05(NS)

<0.05(S)

>
0.05(NS)

>
0.05(NS)

>
0.05(NS)

<0.05(S)

Source: Field survey 2022
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Table 4.10c reveals that the two of the seven coefficients of job satisfaction variables were
statistically significant predicators of soft skills of employees. The strongest predictor was
“Readiness to give my all to the tasks I carry out” (Beta = 0.249, t = 3.047, p < 0.05), followed
by “Improving one’s life meaningfulness attributable to work” (Beta = -0.183, t = -2.068, p <
0.05) and not with “Enhancing my life gratification as a result of the job I do” (Bet@, t=
1.144, p > 0.05), “Exhibiting positive attitude to work™ (Beta = -0.047, t = -\ Jp > 0.05),

“Willing to add new skill-set to improve my competence” (Beta = 0-%2 396, p > 0.05),
\

“Ensuring effective team spirit” (Beta = 0.126, t = 1.500, p > 0{1,)?54 “Complying with my

organization’s regulation faithfully” (Beta = 0.028, t = 0.3@& ;

N

(iii) The influence of soft skills on onsiveness of employees in public organizations in
Kwara State

Table 4.11a: Showing the Pa{v ro-Order Correlation between the Influences of Soft
b

Skills n Responsiveness Varia
A{ [
\{ p-
Q N Mean  Std. R Ar value Remark
253 343 0.5 1.00
sk assigned to me
>0.05(NS
253 3.55 0.57 0.07 0.119 0270 )

Responding to my
organization’s needs promptly

253 343 0.57 0.220**  0.236**  0.000 <0.05(S)
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Completing task as when due 253 3.40 0.59 0.250**  0.259**  0.000 <0.05(S)

Performing swiftly all roles
assigned to me

253 3.39 0.59 0.214**  0.239**  0.001 <0.05(S)

Ensuring that customer
complaints are quickly looked

into 253 338 056 0176%*  0.193** ®CO.OS(8)

Providing a feedback on %

reasons why certain tasks %\
B

cannot be completed at a

specific time 253 334 0.66 0.166**@7

(- ~
Source: Field survey 2022 % )
Remark: p-value <0.05(S)**,*{Significant @ alph\éﬁﬂS); p-value >0.05(NS){Not

significant} %
Table 4.11a indicates the partial zero-order co e% howing the relationship between the

influences of soft skills on responsiveness ables.“The responsiveness variables Responding to
my organization’s needs promptly (rﬁ)@&%); Completing task as when due (r=0.250%,

p <0.05); Performing swiftly 4{?&

customer complaints are guickly Ygoked into (r=0.176*, p <0.05) and Providing a feedback on
e

assigned to me (r=0.239*%, p <0.05); Ensuring that

reasons why certain cannot be completed at a specific time (r=0.166*, p <0.05) are
positively corrgltated with soft skills of employees as well as significant. This indicates those
variables r&ikely to influence the soft skills of employees. However, delivering task
assi% timely (r=0.07, p >0.05) was the only variable for responsiveness not statistically

si ant, which means it has little or no influence on soft skills.

In addition, the partial zero-order correlation statistics shows that soft skills was positively

correlated with responsiveness variables (Responding to my organization’s needs promptly (Ar
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=0.236**, p <0.05); Completing task as when due (Ar =0.259**, p <0.05); Performing swiftly all
roles assigned to me (Ar =0.239**, p <0.05); Ensuring that customer complaints are quickly
looked into (Ar =0.193** p <0.05) and Providing a feedback on reasons why certain tasks

cannot be completed at a specific time (Ar =0.166**, p <0.05)) only. This indicates tlS:ft

skills can enhance employee responsiveness. ((/

Table 4.11b: Summary of Regression Analysis showing the Influence of @&l]s on
Responsiveness of Employees in Public Organization of Kwara St&

a

\

R=0.731
R Square=0.534
Adjusted R Square=0.523

Std. Error=0.4851

Sum of Mean
Model Squares df Square F Sig.
1 Regression 6.281 6 1.047 4.448 .000°
Residual 57.893 246 235
Total 64.174 252
Source: Field sur \

Ta 11b, the results reveals that coefficient of multiple correlation R = 0.731, which
%gomt positive correlation of responsiveness variables with soft skills of the employee;
and multiple R? = 0.534 (coefficient of determination) with Adjusted R? = 0.532 suggested

responsiveness variables jointly accounted for 52.3% (AAdj.R?>=0.523) variation in the prediction

of employee soft skills. The ANOVA results from regression analysis shows there was
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significant joint influence of responsiveness variables on soft skills since F (s246) = 4.448, p <

0.05, hence we failed to accept the null hypothesis.

Table 4.11¢: Showing the Relative Influence of Soft Skills on Responsiveness of Employee

In Public Organization of Kwara State \§\
4\
Standardize
Unstandardized d
Coefficients Coefficients
Model 1 B Std. Error Beta T p-value Remark
(Constant) 2.337 254 9.188 .000 <0.05(S)
Delivering task
assigned tome timely _ 49 067 -077 1033 303 o
0.05(NS)
Responding to my
organization’s needs
A11 051 126 2.176 O11%*
promptly
<0.05(S)
Completing task as
114 .039 133 2.923 .009%*
when due <0.05(S)
Performing swiftly all
1 i .099 .049 116 2.020 012%*
roles assigned to me <0.05(S)
Ensuring that customer
complaints are quickly
. .087 .045 052 1.933 .043%*
looked into
<0.05(S)
Providing a feedback

tasks cannot be
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completed at a specific

time <0.05(S)

Source: Field survey 2022

From Table 4.11c, the results shows that the five of six coefficients of responsiveness vagiables
are positive statistically significant predicators of employee soft skills. The stron @gr
was “Completing task as when due” (Beta = 0.133, t = 2.923, p < 0 wed by
“Responding to my organization’s needs promptly” (Beta = 0.126, t XL < 0.05), then

“Performing swiftly all roles assigned to me” (Beta = 0.116, t = 2,020, < })5) and “Ensuring

that customer complaints are quickly looked into” (Beta = 0.%& 33, p <0.05), “Providing

a feedback on reasons why certain tasks cannot be com % specific time” (Beta = 0.032, t

= 1.841, p < 0.05); and not with “Delivering task ‘agsigited to me timely” (Beta = -0.077, t = -

1.033, p>0.05). \’\\
(iv) The Influence of Soft Skills o mlf
Kwara State

Table 4.12a: Showing the a?f\ﬁzjto-order correlation between the influences of soft skill
q& var

ment of Employee in Public Organizations in

on commitment of empl les
e

z&

ean Std. R Ar p-value Remarks

Q)

la\
~

Influence of So \ )

Skills on E

perform% 253 3.43 0.5 1
VO

Exhibiting personal
readiness to serve in
different capacities 253 3.339921 0.632351 0.114 0.119 0.071 >0.05(NS)

>

45

ive actives
me 253 3.252964 0.635617 0.143* 0.163* 0.023 <0.05(S)
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Persisting in

acquiring new

knowledge related to

the organization’s

operations 253 3.391304 0.618051 0.216** 0.216*%* 0.001 <0.05(S)

Deepening my V\
commitment to the %\
organization by <</
generating new \b
knowledge for it to %

gain competitive

advantage 253 3.355731 0.63616  0.149* 0.15%. 18  <0.05(S)

I am perceived as a %)

vital resource by my

organization 253 3351779 0.665748 o@. 04%%  0.002  <0.05(S)

Setting organization’s Q

mission statement as &

a priority 253 3.355731 0. 62N\,0.206*%*  0.196** 0.001 <0.05(S)
C

Source: Field Survey 2022 \J\

Remark: p-value <0.05(S)**{{(/ ant @ alpha = 0.05); p-value >0.05(NS){Not

\\/

e
Table 4.12a connote@?gartial zero-order correlation showing the relationship between the

significant}

influences of 3% illd on commitment of employee variables. The commitment of employee

g unproductive activities at all time (r=0.143*, p <0.05); Persisting in acquiring
new@v cdge related to the organization’s operations (r=0.216*, p <0.05); Deepening my
co%tment to the organization by generating new knowledge for it to gain competitive
advantage (r=0.149%*, p <0.05);I am perceived as a vital resource by my organization(r=0.192*, p
<0.05) and Setting organization’s mission statement as a priority (r=0.206*, p <0.05) are

positively correlated with soft skills of employees as well as significant. This indicates that those
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variables as well are likely to influence the soft skill of employees. However, Exhibiting personal
readiness to serve in different capacities (r=0.114, p >0.05) was only the variable for

commitment of employee not statistically significant, which means it has little or no influence on

soft skills. V\

Also, the partial zero-order correlation statistics shows that soft skills was posi lated
with commitment of employee variables (Avoiding unproductive activigi % time (Ar
=0.163*, p <0.05); Persisting in acquiring new knowledge rel 0 the organization’s
operations (Ar =0.216**, p <0.05); Deepening my commitment an1zat10n by generating
new knowledge for it to gain competitive advantage (Ar <0.05); I am perceived as a

vital resource by my organization (Ar =0.204*, p @md Setting organization’s mission

statement as a priority(Ar =0.196*, p <0. 0’5& his indicates that soft skills have the

tendency to influence commitment of emp@

Table 4.12b: Summary of Re mnalysis Showing the Influence of Soft Skills on

Commitment of Employee in Publi€ Organizations of Kwara State

A\

R=0.567
R Square=0.321
Adjusted R Square=0.304

Std. Error=0.4922

Sum of Mean
Model Squares df Square F Sig.
1 Regression 4.571 6 762 3.144 .005°
Residual 59.603 246 242
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Total 64.174 252

Source: Field survey 2022
From Table 4.12b, the results reveals that coefficient of multiple correlation R = 0.567, which
indicates joint positive correlation of employee commitment variables with soft skills¢Qf the
employee; and multiple R? = 0.321 (coefficient of determination) with Adjuste %\Q 04
suggests commitment of employee variables jointly accounted for 30.4% (@0.304)
variation in the prediction of employee soft skills. The ANOVA results from fegréssion analysis
shows there was significant joint influence of commitment of en@%i&ales on soft skills
since F (6246) = 3.144, p < 0.05, hence the null hypothesis is rejécteds

N

Q

X\
Q
Table 4.12¢: Showing the relative ir%%gf soft skills on commitment of employee in
public organizations of Kwara{t%\

QY

Standardize

Unstandardized d

Coefficients Coefficients
Model B Std. Error Beta t p-value Remark
(Constant) 2.556 227 11.283  .000 <0.05(S)
Avoiding unproductive
actives at all time 116 .058 .083 2.000 .044* <0.05(S)
Exhibiting personal
readiness to serve in -.052 .064 -.065 -.805 421 ~0.05(NS)

different capacities
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Persisting in acquiring
new knowledge related
to the organization’s

operations <0.05(S)

071 155 1.786 .036*

Deepening my

commitment to the

organization by

generating new -.124 067 -.071 -1.851  .039*
knowledge for it to gain

competitive advantage

<0.05(S)
I am perceived as a
vital r.esogrce by my .081 .059 107 1.361 175 ~0.05(NS)
organization
Setting organization’s
mission statement as a
. 065 068 077 961 338
priority
>0.05(NS)

Source: Field survey 2022

From Table 4.12c, the result &&t the three of the six coefficients of commitment of
employee variables are Ca.lly significant predicators of employee soft skills. Persisting in
acquiring new kn qmted to the organization’s operations (Beta = 0.155, t = 1.786, p <
0.05) and a éﬁ{unproductlve activities at all time (Beta = 0.083, t = 2.000, p < 0.05) have
positive¥§ ¢ on soft skills. However, Deepening my commitment to the organization by

new knowledge for it to gain competitive advantage (Beta = -0.071, t = -1.851, p <

0.05Y'has negative influence on soft skills of employees.

The strongest predictor was Persisting in acquiring new knowledge related to the organization’s

operations (Beta = 0.155, t = 1.786, p < 0.05), followed by Avoiding unproductive activities at
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all time (Beta = 0.083, t = 2.000, p < 0.05) and Deepening my commitment to the organization
by generating new knowledge for it to gain competitive advantage (Beta =-0.071, t =-1.851, p <
0.05) and not with I am perceived as a vital resource by my organization (Beta = 0.107, t = 1.361,

p > 0.05), Setting organization’s mission statement as a priority (Beta = 0.077, t = 0.9$\>

0.05), as well as Exhibiting personal readiness to serve in different capacities (Beta@, t=
-0.805, p > 0.05). $\Q§

Hypotheses 3: There is no combined significant in@ emotional intelligence and soft
skills on employee performance in public organ@

Table 4.13a: Showing the Partial Ze(o%r Correlation between the Influences of
Emotional Intelligence and Soft(S(’@ Employee Performance.

AN
* \N;f Mean Std. R Ar p-value Remarks

Emotional intelligen »
Employees ( 253 341 049 1
ki

Influence of SO

Employe \w‘ dnce 253 343 0.5 0.380** 0.379** 0 <0.05(S)
Sou Fl%d survey 2022

%r;: p-value <0.05(S)**,*{Significant @ alpha = 0.05); p-value >0.05(NS){Not

wara State.

S on

significant}

Table 4.13a indicate the partial zero-order correlation showing the relationship between the

influence of emotional intelligence and soft skills on employee performance. Influence of Soft
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Skills on Employee performance (r=0.380**, p <0.05) has positive correlation with emotional
intelligence. The partial zero-order correlation shows that the influence of soft skills on
employee performance (Ar =0.379**, p <0.05) correlate with influence of emotional intelligence.

This implies that the combine influence of emotional intelligence and soft skills emhance

employee performance. ®

\Q\\

Table 4.13b: Summary of Regression Analysis Sho % nfluence of Emotional
Intelligence and Soft Skills on Employees In Public Or. ions of Kwara State

AN\

R=0.379
R Square=0.144
Adjusted R Square=0.140

Std. Error=0.4571

Sum of Mean
Model Squares df Square F Sig.
1 Regression 8.814 1 8.814 42.190 .000°
Residual 52.435 251 209
Total 61.249 252
Source:‘\?hsvurvey 2022

From Table 4.13b, the results reveals that coefficient of multiple correlation R = 0.379, which
indicates joint positive correlation of emotional intelligence and soft skills of the employee; and

multiple R? = 0.144 with Adjusted R? = 0.140 suggests soft skills variables jointly accounted for
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14.0% (AAdj.R?>=0.140) variation in the prediction of emotional intelligence of employees. The
ANOVA results from regression analysis show there was significant joint influence of soft skills

on emotional intelligence since F (1251 = 42.190, p < 0.05, hence the null hypothesis is rejected.

Qe
Table 4.13¢c: Showing the Relative Influence of Emotional%' ce and Soft Skills of

Employees in Public Organizations of Kwara State \*
‘ \\$

Unstandardized Standardized
Coefficients Coefficients
Std.
Model 1 B Error Beta t p-value Remark
(Constant) 2.138 .198 10.795 .000 <0.05(S)
Influence of Soft Skills
on Employee 371 .057 379 6.495 .000%**
<0.05(S)

performance
Source: Fi \ey 2022
From Ta ¢, the results shows that the coefficients of soft skills are statistically significant

s of emotional intelligence. The influence of soft skills on employee performance

(Beta = 0.379, t = 6.495, p < 0.05) and emotional intelligence have positive influence on

employee performance.

4.4 Discussion of Findings
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From the analysis, 107(42.3%) of the respondents were female and male 146(57.7%). The
analysis showed that 50(19.8%) of respondents were in between (21-30) age group, 154(60.9%)
of respondents were in the range of (31-40) age, 41(16.2%) of the respondents were of (41-50)

age bracket. 8 (3.2%) of the total respondents were in between (51-60) age group. The%s

depicts that 4 (1.6%) of the respondents were working with senior seconda@ﬂ ate
pondents

examination (SSCE) as their highest educational qualification, 175 (69.2%)
%holders while
\

were B.Sc/HND holders; 68(26.9%) of the respondents were holder{

6(2.4%) of the respondents were with other educational qualiﬁcatiw%\\

The analysis also indicates that 112 (44.3%) of the responde g&l (0-5) years of experience,

116 (45.8%) of the respondents belong to(6-10) y. @N{ of experience, 11 (4.3%) of the
respondents have records (11-15) years’ work %p ence, 10 (4.0%) of the respondents had

been in the organization for between (16.@ (1.6%) of the total respondents had between
(21 and above) years of work experi Q

It was also observed tha@(nderﬁs 239 (94.5%) agreed that emotional intelligence is

likely to influence t ic zluality from the rating, 240 (94.8%) of the total respondents
agreed that emoti@elligence is likely to affect employee job satisfaction, 252(99.6%)
respondents that emotional intelligence and influence of soft skills likely to affect
employee\petformance, 248 (98%) of the respondents believed that influence of soft skills on

performance is associated with their responsiveness, 244(96.4%) of the total
respondents believed that influence of soft skills on employee performance would be based on

employee commitment from the rating.

220



It was discovered from the results that the variables for service quality, job satisfaction,
employee commitment and responsiveness are responsible for the level of employee
performance because the overall mean score of 3.33 indicates high rating through the service
quality, job satisfaction, employee commitment and responsiveness, which are likely to ease
the level of employee performance in public organizations in Kwara State. The 3

g(through

score of 3.40 imply high/strong emotional intelligence of employees can %@&@

self-awareness, self-regulation and self-competence.

Furthermore, the overall mean score of 3.41 suggests that s s&ﬁ%\(e 11kely to enhance the

employee performance. The result from Table 4.5b s that there is joint positive
correlation of service quality variables with emoti hgence thus, the above result is
tandem with some previous studies. Extant e shown that emotional intelligence is
connected to service delivery!. A study o@ naian telecommunication sector suggests that
emotional intelligence is positively to management efficiency as regard service delivery
and customer expectation levelg®. ¥ afldition, another study examined the enormity of emotional
intelligence in Indian i%g. sector and findings revealed a solid relationship between

emotional intellig@

established thdt'the effectiveness of service-oriented organizations (such as universities) will be

banks service quality’. An argument put forward by a scholar

enhancets environment is positively reinforced with emotionally intelligent individuals,

esulting in the provision of better-quality services to the users*. It was analyzed that

educdtion is a service; services are described as activities or processes that are differentiated
from physical goods by four basic characteristics, namely, the intangibility, heterogeneity,

perishability, and inseparability of their production and consumption®.
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Similarly, from Table 4.6b, the results indicated joint positive correlation of job satisfaction (as
measure of employee performance) variables with emotional intelligence, which also support the
claim by some previous authors. A scholar investigated the factors that affect emotional

intelligence among bank employees working in Punjab and examined how the factors detegmine

their performance®. The study was exploratory in nature. With one hundred and

population of the study, consisting of bank employees in both private%@

Employees’ of the banks were found to be aware of this comparativel}& cdpcept ‘emotional

c-sector.

intelligence’. It was revealed that male and female employees ﬁi 'gnigcantly as regards
various emotional intelligence traits. A study examined the of emotional intelligence
on service delivery’. Results indicate that social-talen %ﬂindfulness, social-mindfulness,
and self-controlling have influence on servic ivery. To achieve this, trainings on the

development of emotional intelligence am t\é&qp yees in organisations, information, talents,
r;ind

and personality orientation should ted. Related study on the level of emotional
intelligence among bank revedle there are four major factors affecting emotional
intelligence namely, Self- %Mness, Self- Control, Social-Talents and Empathy. It also
revealed that emoti tellig‘ence plays a major role in bank employee’s life, and all the
employees havﬁgauﬂotional intelligence. Also, there was no difference between emotional
intelligen ge of the employees. A study examined the influence of self-mindfulness, self-
conl@'gj%d relationships management on employee performance®. The study adopted
ex tory method with seventy-six (76) employees of a Nairobi hotel but sampled thirty-eight
(38) employees through simple random sampling. Data was collected through questionnaire and

interviews means. Outcomes of the study showed that self-awareness, self-management and

relationships-management proxies of emotional intelligence influence employee performance. A
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scholar contends that business performance in the banking sector is driven by emotional
intelligence. In this regard, marketing creativity is said to be impacted by managers’ emotional
intelligence®. Invariably, emotional intelligence equips managers with sufficient marketing
creativity that forms one of the basic drivers of customers’ service quality perceptions.
Emotional intelligence significantly impacts organisational performance in the he &s
well. In this vein, employee performance is reckoned as a measure of organiza: <<(orrnance.
Emotional intelligence among health professionals facilitates employe%fo ance, on which
business performance is pivoted. A scholar found in his study t ?\Q ovement in emotional

intelligence of employees introduces a paradigm rise in sales mance and consequently

organizational performance in terms of return on inv@ His finding relates to that of a

previous study, who, based on findings of his st\%c ntends that business performance is
D

positively influenced by service provid@

onal intelligence. A researcher projected

emotional intelligence acquisition b s in the organization as a precursor to quality

service delivery and organizatiosfal Wance augmentation regardless of the industry'!. The

relationship management ¢ rzéﬁetics and ability of bank employees are influenced and grown
.

by emotional intelli acquisition activities. This argument corroborates the statement of

another scholg\th rvice providers’ competence and influence on customers is largely

i % ced by their levels of emotional intelligence!?. A researcher finds that” men and

WOI, re
>

fféfence among employees of both government and non-government in emotional intelligence.

equal on total emotional intelligence and there is no

Thus any team whether in government or non-government need high level of emotional
intelligence which will eventually enhance high performance than low emotional intelligent

team!3. There are conflicting results from empirical research on the connections between
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emotional intelligence and job happiness. A number of studies have observed weak to moderate
relationships between trait emotional intelligence measures and job satisfaction. A study of food
service workers and their managers observed a positive association between an ability based
emotional intelligence scale and job satisfaction in employees and their managers. Also, asstudy

\&

of a group of managers Lopes, found links between emotional intelligence abilitiesQ( ive
i

proxies of job satisfaction measured via self and supervisor reports'4. T s ysignificant
relationship between emotional intelligence and job satisfaction arnon ach . The work of a
scholar opined that in an educational setting there is a significant h1p between emotional

intelligence and job satisfaction with the respect to teachers e%& xperience as well as their

qualification'>. From Table 4.7b and 4.8b, the results in Jomt positive correlation of both

responsiveness and employee commitment Varl@ motional intelligence of the employee.

Likewise, the results from Table 4.9b, T g}@b, Table 4.11b and Table 4.12b reveals soft

skills influence the employee

e%ance variables (service quality, job satisfaction,

responsiveness and employee omdhitment). Organizations have deemed emotional intelligence,
work happiness, and or, th,nal commitment to be vital because they impact positively on
team performance % sults obtained from the previous section suggest that emotional

intelligence, oyee performance and soft skills item/variables are correlated and significant to

organiz% so0, it was observed that emotional intelligence, employee performance and soft

i % chted means were above 3.0 which imply that the majority of employees agreed that

they*€an be considered as major influence on performance of public organizations.
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This chapter presents and d@ the summary of findings, conclusions and provides
useful recommendation\ﬁ‘o/w

5.1 Sumn@Findings

The piai Qoﬂﬁctive of this study was to investigate the influence of emotional

ibutions to knowledge and suggestions for further studies.

e and soft skills on employee performance of public organizations in Kwara

@te. The study has five chapters so as to achieve its main objective. Chapter one
Q presented the background to the study which affirmed that Employees with better
emotional intelligence combine with soft skills are likely to perform better than their
counterparts who do not possess these virtues. Several studies had been done on

emotional intelligence and employee performance as well as soft skills and employee
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performance. However, scholars have recommended the need for more studies on
emotional intelligence, soft skills and employee performance especially in tackling the

challenges arising from poor interpersonal relations and nonchallant attitudes of

employees of the investigated public organizations. V\

Data generated were sorted, coded, and analyzed to establish the statistica% nce of
the influence of the emotional intelligence and soft skills on empl rmance of
public organizations and final acceptance of the hypothe ere‘\ made From the

interpretation of analyses of data collected and findings E%N the following can be

stated as the main empirical findings of the study

1. The level of employee performance of: rgna1zat10ns investigated in Kwara
State is relatively high.

ii.  The level of emotional mtelhg@f Employees in Public Organizations in Kwara

State is very high. V\
iii.  The level soft skjll % by employees of Public Organization is moderately high.

x
iv.  Emotional i ,: igénce has significant influence on employee performance in public

org%mm%

v. % s influenced employee performance in the investigated public organization

Kwara State

tional intelligence and soft skills, combined significantly have influenced

QQ employee performance in Public Organizations in Kwara State.

5.2 Conclusion
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(1)

Based on the analysis, the results revealed that the overall mean score of > 3.0 obtained
from the responses indicated a level of employee performance, in public organizations in

Kwara State.

The results from the analysis indicated that the level of emotional intellig\%@f
employees was high because emotional intelligence was significant to ey, oyees.

Employees with better emotional intelligence combined with soft \ ¢ likely to

perform better than their counterparts who do not possess ’&V{ﬂue& The results

equally indicated that soft skills had significantly influe %{oyee performance in the
public organization investigated. Thus, the combipatiof of* both influence of emotional

intelligence and soft skills have enhanced Xb performance in the investigated

K\
3 Recommendatm\%?\

Based on the fingt f this study it is recommended that:

Public organization.

Em o@ormance is germane to the realization of the objectives of public
tions; therefore, employees who contribute to high service quality, exhibit

%satisfaction, highly responsive to demands of customers and demonstrate a sense

QQ of commitment should be rewarded for their acts. This will go a long way to enhance

(if)

employee performance which will in turn, mean a high profit for the organizations.

In order to maintain and sustain a high level of emotional intelligence employees of

positive organisations in Kwara State should be trained to appreciate that man is a
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creation of emotion and therefore, he must manage his emotion and understand that of

others in the course of interaction with them.

(ii1))  Thinking critically, managing time prudently, resolving conflicts in a pacific manner

and working ethically are essential ingredients in the course of interaction wt\ e

outside world, since soft skills are must have in this century, orga%&&hould
constantly train their employee to hone these skills to their beneﬁ%\

(iv)  Once in a while, clinical psychologist and physchiatrists K@eh@aged to give pep

talks to employees on ways of handling people wh% described as emotional

idiots and emotional vampires. &(/

(v) Employees of public organization in K® should be trained on how to handle

interpersonal relationship betwee@vong themselves as well as the outside world.

Immediate resolution of co icg@ght to be encouraged timelines of activities. The

e ethos of the organization ,

spirit of fairness, justiee, and concern for others imbibed by all and espirit de
corps should fo ;&ﬁ

(vi)  Organiz t@l their desire to grow and survive and reward high profit, owe
thﬂgbdn

ence and the utility of soft skills by rewarding the outstanding customer-

obligations to enforce effective possession and utilization of emotional

iendly employee either monthly, quarterly, or yearly so as to boost the morale of

Q individuals who achieve this feat.

5.5 Contribution to Knowledge
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This study has modestly linked emotional intelligence and soft skills to employee
performance by asserting that emotional intelligence is not enough to relate meaningfully
with fellow workmates, subordinates and supervisors in an office setting but by backing it up
with soft skills. The study is unique as available literatures isolated either eme@tional

intelligence or soft skills in discussing employee performance. This study has % the
en

frontiers of knowledge by asserting that the two concepts of emotional i é{@ and soft
skills are germane in making employees perform optimally. %

’\* \
Where emotional intelligence is not coupled with soft skills t'could be likened to an

employee with one leg: he would wobble as he walks and Work. However, the two “legs” of
emotional intelligence and soft skills enhance n @‘he attitude of employees but give
them balance which make them possess @of dealing with customers, clients, by
being conscious of them on emotional t%{ hat of those who they come into contact with.
Their ability to display empathy, a%pice” to the interaction. This research has proved that

the two concepts go toget@re the strand of this work is to prove that emotional

intelligence and soft arg to be combined to as to relate with people intelligently.
56 A urther Studies

search becomes necessary in order to unravel other concepts which can be considered
as relevant in making employees of public organizations become more intelligent emotionally
and adding to their key skills in soft skills, for example in Europe and the United States, National

Emotive Behaviour Therapy (REBT) is becoming popular. Other areas are:
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1. A study could look at how this global concept could be localized. Similarly, Rationality
Quotient is being touted as equally as important as emotional quotient.

ii.  Happy and productive staff may be invaluable in guiding an organization in the correct
path. An organization may achieve its objectives in a timely and cost-effective by
optimizing the performance of its teams. When workers are productive, &d
motivated, they are better able to achieve organizational objec %\%1 s, it 1is
recommended that emotional intelligence of employees, which e%vareness, self-

regulation, self-competence and soft skills variables sho aintained, adequately

monitored and evaluated among the employee in plx iZations.

iii.  Also, they should be motivated to boost their%\{
enhance performance in public organiza@

S
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Dear Respondent,

I am a student in the Department of Information Management of Lead City University, pursuing
the PhD Programme in Office and Information Management. At present, I am conducting a

research on: Emotional Intelligence, Soft Skills and Employee Performance in Public

Organizations in Kwara State. This questionnaire is designed to gather data for the Th: i%@‘@t
assured that this is an academic exercise and the Researcher shall be guided by rese @; of
fate.

anonymity and confidentiality. May it please you to help fill the questionnaire a\ at

Thank you %
\Q\ \

Section (A): Demographic Data of Respondents \

This section intends to gather data on the respond n&ssist the Researcher on the varied

employees in the public organizations under@

Instruction: please tick (v ) the co gel to the following questions:

p
1. Gender: (a) Male |: <<( emale
2. Age: (a) 21-30 I:j ?m}-4o [ ] (©41-50 [ ](@51-60 ]

61 and aboke) |
3. Education % 2)SSC [ | (®BSe/HND [ | (o9MSc [ ]
(d) PhK% (e) others |:|
4. Y @%erience in the organization (a) 0-5 |:| (b) 6-10 |:|
(c%us [ ] (@1620[ ] (e)21andabove [ |

: Level of Employee Performance in Public Organizations in Kwara State.

Lanre AKEWUSOLA

The “Statement in this section concerns employee performance as applicable to the public
organizations in Kwara State. Using the 4-point Likert-type scale provided, please tick the option
that best explains your view of the level of employee performance in your organization.

(Answer by selecting one of the alternatives)

249



Very high (VH)=4 High (H)=3 Low (L)=2 Very Low (VL) =1

Service Quality

VH L VL

1 Ensuring value in the service delivered to our customers
2 | Adopting best practices on delivering services to our customers
3 | Providing support for the logistic staff in delivering value to the v

customers \
4 | Deploying speed in delivering service to our customers la N
5 | Encouraging periodic adding of new skill-set to improve \\

services provided \n\\;
6 | Monitoring properly the activities in order to ensure superior

service delivery to our customers 4({ \
7 | Adhering to quality control measures to guaranty effects §\\ N

service delivery
Job Satisfaction K¢ o

KR | VH L |VL

8 | Exhibiting positive attitude to work NN\ N
9 | Ensuring effective team spirit N

10 | Improving one’s life meaningfulnesmﬁh@b\e to

1

work ‘

1 | Enhancing my life gratificatio §Q§uﬁ of the job I
do “(

12 | Complying with my orgaI@iQMegulation faithfully

13 | Willing to add new skill%et % Jmprove my competence
14 | Readiness to give m tq the tasks I carry out

Responsiveness

15 | Delivering t@gn@(to me timely
16 | Responding tQ iny rganization’s needs promptly

17 | Compl '(gkﬁkas when due

18 | Performingswiftly all roles assigned to me

19 | Enfoing At customer complaints are quickly looked

to

2% iding a feedback on reasons why certain tasks

Ncafinot be completed at a specific time

loyee Commitment

Avoiding unproductive activities at all time

/22 | Exhibiting personal readiness to serve in different

capacities

23 | Persisting in acquiring new knowledge related to the

organization’s operations

24 | Deepening my commitment to the organization by

generating new knowledge for it to gain competitive
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advantage

25 | I am perceived as a vital resource by my organization

26 | Setting organization’s mission statement as a priority

Section C: Determining the Emotional intelligence of Employees in Public Organizations in

Kwara State \V\

The statement in this section concerns employee emotional intelligence as a% o the

public organizations in Kwara State. Using the 4-point Likert-type scal i
indicate the extent to which you agree or disagree with each stategl T

organization. (Answer by selecting one of the alternatives) \/\

d, please

ation to your

\

Strongly Agree (SA) Agree (A) Disagree (D) Strongly Disa%

N

Self-Awareness Sl\\\ A D SD
3

1 It is important to identify one’s feeling at Q\
every point in time

[\
—

2 It is necessary to know the reasons f@ 3 2 1

one’s feeling C

3 Employees ought to realize the 'nlkJ\ 4 3 2 1
between their feelings and wh
think.

4 It is noble to admit mi a&a/‘dv 4 3 2 1
apologize as approp(iai&,

Self-Awareness (\\ o - SA A D SD

5 Employees siSwdConsider their 4 3 2 1
emotional e making important

"Q\.ﬂnployees are expected to manage

impulsive feelings and distressing
emotions well

8 Every employee is prone to anger and
display this emotional state
uncontrollably

9 Even under pressure, employees ought to
think clearly
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10 Employees should have the ability to
always calm down when they are angry

11 It is important that employees
continuously learn, unlearn, and relearn to
improve their performance

Self-competence

17 Understanding customers’ needs and
matching them to services is important for \V\
employees V4

18 Employees should be attentive to ® ,\
emotional cues and be good listeners \\

19 Individuals who work in organizations are N\
expected to respect and relate well to \ \
people from different backgrounds ‘& \

20 The feelings of others should be \\
considered when making changes Re

21 The spirit of ‘give and take’ is paramount ‘Q'
in interpersonal relationships N

\\\
Section D: Influence of Soft Skills on Employe I% ance in Public Organizations in
Kwara State. \

The statement in this section concerns the @ce of soft skill on employees as applicable to the
public organizations in Kwara Stat the 4-point Likert-type scale provided, please indicate
Reé

the extent to which you agree or dj with each statement in relation to your organization.
(Answer by selecting one le atives)

Strongly Agree (SA e Disagree (D) Strongly Disagree (SD
gyg()’A\Q)‘g() gly Disagree (SD)

Critical thinking 2 \_ '\ SA A D SD
6 It is neges individuals to
un(ig@an consider diverse points of

vigw before a conclusion

7 es are expected to think through
~Nproklems before acting

to draw out the strengths of each
individual for the good of the team

Q\yhen working with a team it is important

9 Employees could get better at
brainstorming more options to find
smarter solutions to challenges

10 An employee must always put on his
thinking cap to tackle daily challenges in
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the office

Time management

21 Planning the day before it begins
indicates an effective employee
22 Making a list of the things to do each day
is paramount for optimal performance of
employees ,-\\
23 Employees are expected to make \b\‘
constructive use of their time ( o
24 Making a schedule of activities enhances \\)
the performance of employees N
25 Employees set deadlines for themselves N
\

so as to accomplish their goals

Conflict Resolution

26 Employees have an obligation to avoid
taking position which would create a
controversy f
27 It is unacceptable to blame others for %\\ i
creating the problem
28

normal phenomenon

In any human organization, conflict 13&\\

Self-Awareness SA A D SD

29 Whenever conflict occurs, oyees
should have an open mingd t eit
amicably "((

30 Differences are natural M uman
beings, one sho t worry about them
but accept thgm

N
Work Ethic
31 convictions should be
compatible with the values of
heQrFahization
32 ubordinates ought to understand their

shipervisors’ values

Every employee should always do what is
ethically right all the time

It is ethically correct to stick by the goals
and objectives of the organization

35

It is an obligation on every employee to
be concerned about ethics and morality

Thank you for participating in this study.
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