Chapter One
Introduction
1.1 Background to the Study

Performance is a multi-dimensional concept and several attempts have been made by
researchers to give an understanding of it. It refers to the accomplishment of a given task
measured against pretest known standards of accuracy, completeness, co& speed.
Performance is what the organisation hires one to do and doe T\% Performing
employees help leaders to create excellent organisations. There 1s ore commitment,

satisfaction, and motivation for the overall job performanc )\h employee'.

Job performance can be defined as the ability b@ly employee to successfully and
efficiently perform the duties and tasks assig?@o him or her within the organisation?. It
has also been argued that job perfo 'a«@ not just a matter of only what a group of
employees (teams) or an indivic%' employee achieves in regard to the set goals and

and motivated to uph promote the values of the organisation. Job performance is

targets, but it also has to %% ow the employees or an individual employee is willing
related to the e@%which secretaries are able to accomplish the task assigned to them
and how %\gmcomplished task contributes to the realisation of a university’s goals,
missiomand vision. Top managers and directors are assigned with the duty of evaluating
@job performance of each staff member on an annual or quarterly basis and identify

gaps for improvement and they come up with strategies in collaboration with the

employees on how they can work on the gaps?.

Job performance as a multi-dimensional idea, consists of many facets such as an

employee’s output (job result), employee mode of accomplishing his/her task (job



behaviour) and the employee’s attitude towards his/her job (personal traits). Job
performance also refers to the extent to which an organisational member contributes to
achieving the objectives of the organisation. Job performance has become one of the
significant indicators in measuring organisational performance in many studies. Job
performance is oftentimes determined by financial figures; it can also be measured

through the combination of expected behaviour and task-related aspects?. Q’)&\

The profitability and domination tendency of any organisad@c uding tertiary

institutions, has been significantly influenced by job perfarf@g.’bne could argue that
the level of work output produced by employees in t@%ﬁ\on’s various sectors mostly
determines its economic strength. This is bec u@performance of employees could
determine the productivity of various o&éion ranging from tertiary institutions,

°
manufacturing companies among 0t<eis‘§*ﬁ

each nation with large number producing companies. Job performance can be

san indicator of the strength and capacity of

conceptualized as all ac@ engaged in by secretaries in the discharge of duties,
human relation and alignment towards achieving the institution’s mission and vision.
Because it h@o&éntial to produce constant productivity and higher profitability,

enhanced é\performance is of great importance to managers and the management of

tert@r stitutions®.

getaries are seen as key factors to other personnel in the university system. It is quite
impossible to by-pass the secretary to other executives; hence the role of the secretary
cannot be over emphasized. A secretary has been given so many titles as pillar, mirror
and skeletal structure of a university. A secretary is an employee in an office who deals

with correspondence, keeps records and makes arrangements and appointments for a



particular member of staff in the university. A secretary is in the principal administrative
support position in an office and who increases the effectiveness of programme staff by
coordinating the paper flow of the office and carries out the day-to-day administrative
support activities required for the overall functioning of the university. The tasks which
the secretaries perform fall into four categories which are mainly communication,
coordination, organisation and maintenance of records. Within thf%\%ategories,
secretaries perform a variety of tasks which enable managers and s .Ng@complish the

.@w

Despite the fact that secretaries have many roles to&in the management of any

mission of the university?.

university, their performance must be up-t -‘u‘@‘ o be able to perform well as
e@

secretaries, they must have a good basic tional background and experience. In

addition, secretaries should have g@@ér arial skills in shorthand and typewriting.
More importantly, they should omputer literate and possess sound knowledge of
English language and pra%géxperience of office work among others, to enable them

perform excellently in«%ﬂ)us organisations including universities*,

For every IQQ;&QW to meet its set goals, mission and vision, all its staff including
secre Qe expected to be productive and efficient, as this could be measured through

b performance. Performance is a work-based result that is achieved by someone or
group of persons in an organisation, suitable with the authority and responsibility, in
effort to reaching the organisational goals legally, not violating the laws, and suitable
with moral and ethics. Therefore, the job performance of secretaries plays a vital role in
every university. This is because it highly influences the overall university’s performance

and also functions as the key variable in universities in Nigeria. Relating this view of job



performance of secretaries in universities, it implies total extent to which secretaries are
able to accomplish their job responsibilities, the methods employed by them in

accomplishing tasks and their general attitude to work®*.

Job performance of secretaries depends on what they ‘will-do’ and ‘can-do’. The former
refers to individual’s knowledge, skills, abilities and other characteristics re@ired in
performing certain jobs and the latter denotes the motivation level that '%Siduals may
have in performing their work. If a secretary lacks ability, the‘%}yer can provide
training or replace the worker. If there is an environmenta [ém, the employer can
also usually make adjustments to promote higher perf@%\ce. But if motivation is the
problem, the employer’s task is more challe g@dividual behaviour is a complex
phenomenon, and the employer may not b to figure out why the secretary is not
motivated and how to change the@@o r. Little attention has been given to job
performance of secretaries in un%;sities in Nigeria, and two major categories of job
performance have bee\%i%iﬁed to include task performance and contextual
performance’. Some 647%18) problems of job performance are that, they may manifest in
the form of @g productivity, difficulty prioritizing tasks, committing errors in
given‘@ missing deadlines, turnover intentions among members of staff; among

wever, all these problems could make universities not to achieve their stated

oth%
@s and objectives.

Some of the perceived problems faced by secretaries in their job performance in an
organisation include; lack of equipment, lack of fund, professional inequality, job
satisfaction, working hour, salary and incentive scheme, promotion, social behaviour just

to mention a few. Lack of equipment affect some secretaries in performing their duties to
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the optimal levels. This has been recognised as the major cause of low-level performance
of secretaries in the organisation. Most organisations have problems relating to fund
which hinders them from effective training and development of secretaries efficiently and
effectively®. Fund is needed to pay secretaries, maintain the organisational facilities and
infrastructures, providing training and development and keep the training programmes
going. There is lack of sense of dignity for labour as regards misconception, assumption
and disposition. A secretary is erroneously seen as nothing more than a helper of his/her
boss. Moreover, a secretary does not attend meeting just to partake in decision making
and policy execution rather he/she attends as a recorder of deliberations. This in fact
suggests that secretaries are poorly regarded in their profession and this affects their
morals in the presences of other co-professionals bodies in the course of training and

development®.

In terms of working hours, most secretaries stay late in the office in order to complete the
day’s job. When the secretary is tired, the quality of his/her work could be hindered
adversely. The job of a secretary requires several skills which include both professional,
interpersonal, language and information and communications technology (ICT) skills.
These are some of the necessary skills that the secretary needs. The absence of any of the
aforementioned skills will lead to inefficiency of the secretary. In most organisations, if
not all, the office of the secretary which is supposed to be a confidential place is being
shared with other workers. More so, the office of the secretary should be separated from
other staff members and close to office of the boss and, it should be far from where she

receives visitors for the boss in order to avoid leakage of information and office secrets.



This may cause an embarrassment to the secretary and may demand explanation when

there is a problem. All these could inhibit the secretary’s task performance®.

Task performance are sets of activities in-role behaviour which are part of the formal job-
description expected of an employee to achieve and are part of the formal reward system
(i.e., technical core), and addresses the requirements as specified in job deserip‘@ns, and
covers the fulfillment of the requirements that are part of the cont @étween the
employer and employee while contextual performance consists oﬁ"%"\lﬁur that does not
directly contribute to organisational performance but suppo@?é\ organisational social
and psychological environment®. Examples of these '%\es include volunteering for
activities beyond a person's formal job req ir@, persistence of enthusiasm and
application when needed to complete imp t task requirements. Secretaries are
involved in both task and contex(a.ljéﬁ ties. Secretaries are expected to manage
information, file information an(%pite minutes of meetings in their respective offices.
They are also expected t@%pate in voluntary activities that may increase their skills,

contributions and de ent of the university irrespective of the high rating of such

university. Q)QQ
Perf é\d'epends on the effectiveness and efficiency of the workforce as success or

@ of a university is largely a function of employee job performance. Therefore,
involvement or non-involvement of secretaries in their job activities may significantly
predict their level of job performance. It could be posited that secretaries’ performance in
Nigerian public service vis a vis university could be measured in terms of enthusiasm,

university’s foresight, punctuality, efficiency, application of professional knowledge,

expression on paper, oral expression, acceptance of responsibility, adaptability,



effectiveness, relations with colleagues, emotionality, reliability under pressure and

appreciation’.

The need to measure and ascertain secretaries’ job performance in any university
orchestrates different performance appraisal. Performance appraisal could be seen as one
of the human resource management (HRM) tools used to evaluate the job perfafmance of

O

employees. It is also a structured formal interaction between a subordina retary) an
ployees. It is also a structured formal interaction bet bd.s%'g%try)d

W

supervisor that usually takes the form of a periodic interview (an semi-annual), in
which the work performance of the subordinate is examined@)&iscussed, with a view
to identifying strengths and weaknesses as well é%?portunities and threat for

improvement and skills development®. A nus@ factors could be considered in

measuring employee job performance. O&\ em is the level of productivity of an

employee (secretary), which is mea@

produces the desired outcome of task given to them. Another measure of employee

the extent to which the employee (secretary)

performance is the exten&&?ﬁh one demonstrates ability to clearly define solutions to

problem areas. An e yee’s ability to complete a given task within deadlines and other

time sensitive@t ns is another measure of their performance’.

The ﬁ%@nts of job performance include job specific performance, non-job specific

ance, communication, personal discipline and administration. Job specific
performance means the ability of secretaries to perform some related specific task. These
include the ability to perform office routine work, attending to information request,
ability to attend promptly to request from other employees among others. All these tend
to affect the job performance of secretaries. Non-job specific performance means the

ability to always meet with deadline and also providing input to growth of the



organisation. When secretaries tend to complete their work at a stipulated time, they tend
to achieve the goals and objectives of their universities which in the long run enhance
their performance. Communication is another component of job performance which
could result from good human relations among staff. These include using communication
skills, information tools and technologies, creativity and diligence and performing
competently under pressure. Smooth and good communication among sec@ s tend to
enhance high job performance as they tend to get directives an .N?@ce from one
another in order to meet a university’s goals and objectives?. \‘% -

Personal discipline could also enhance job performance@%\retaries. Personal discipline
is the ability of secretaries to focus intently c&%sk or goal with the purpose of
achieving a certain result. When secretaries Qlf-disciplined about their job, they tend
to be more productive which coul .ﬁéﬂtem to achieve the universities’ goals and
objectives. These include perfor@g work schedule on time, regularity to work, team
work and providing assisﬁ&c%%nother component of job performance is administration
which refers to the abﬁmir‘vf secretaries to control other activities that could affect their
job performa@%’%‘lg high administrative skills by secretaries could enhance their
perfor né\s they possess the ability to coordinate and also proffer solution to

pro%m that could inhibit their job performance!®.

Q level of job performance of secretaries could be high or low. This implies that there
is a level of job performance that is expected by every university from its employees as
this also includes secretaries. Secretaries’ routine jobs involve selecting, acquiring,
organising, disseminating, communication, coordination, record maintenance among

others. The quality of education given by universities is hinged on its academic staff and



also on the level of job performance of secretaries which has been a concern to university
management. For secretaries to have a high job performance within the university, an
enabling environment and opportunity to improve their career is germane. Even though
the ultimate expectation of every university is for its employees to achieve university’s
goals and objectives, they should also ensure that the job performance of their employees
(secretaries) is at the optimum level. To this end, factors such as employeﬁxrdmatlon

practices, organisational culture and emotional intelligence cou %nce the job

performance of secretaries!?. ‘% N

Employee coordination practices are the orderly arrange%g f employee’s determinations
to maintain harmony among co-workers’ effort ‘@s the accomplishment of common

goals of an organisation. It is also instrum n binding all the managerial functions.
§

Internal coordination is all about e@ﬂ

executives, departments, lelSlOIlS ches, and employees or workers. These relationships

a relationship amongst all the managers,

are established with a Viev@dinating the activities of the organisation. The components

of employee coordindﬁa?'practices are roles and responsibilities, decision making and

transparency. { Q

N\

Job ilities refer to the duties and tasks of employees’ particular role. This is

es referred to as job description, while roles refer to employees’ position on a
team in the organisation. Roles and responsibilities refer to the tasks that secretaries are
expected to perform in the organisation. Defining role and responsibilities improves
employee experience and supports the efficiency of the organisation which could in turn
enhance the performance of the employees'!. What an employer expects from its

employees is to develop and represent a sense of responsibility towards organisation, but


https://www.toppr.com/guides/business-management-and-entrepreneurship/nature-of-management-and-its-process/tasks-and-responsibilities-of-professional-managers/

sometimes, an employer fails to provide a positive environment and neglects the features
like delegating authority, responsibility and accountability appropriately. This could in
turn impinge on the performance of the employees!!. Another component of employees’

coordination practice is participation in decision making.

Decision making is one fundamental part of every organisation and man@ make
decisions that affect the operations, quality and success of their orggni@ Employee
participation in decision making refers to giving employees ir representative
opportunities to collaborate in matters that pertain to the ma»@sfeht of the organisation
especially where employees are directly concerned. %%\employees are allowed to
participate in making decision in an organisati n@end to be fully committed to their
duties as this could in turn enhance their per ance. Despite the fact that most of the
time employees make most of the @c@n in an organisation, it is also important to
involve employees in decision be%,se it affects their performances which in turn reflect
the effectiveness of an orggi%kn. So employee’s participation in decision making is an
important ingredient ﬁ@%ﬁngthen an organisation and create sense of ownership and/or
empowermen@n@g erving an organisation which could in turn enhance their job

perfor né@

@arency is another component; it is a perception of employees’ behaviours that
gal his or her true thoughts and feelings. Transparency is ultimately about information,
and constructs such as truthfulness and honesty are more appropriately defined in
reference to individual behaviour in an organisation. It is affirmed that transparency is
required to ensure that information about organisational conduct can be used by

employees to modify or adjust their behaviours which could make them to be more
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productive and in turn meet the organisational goals and objectives. Therefore, extent
literature has revealed that another factor that could enhance the job performance of

secretaries is organisational culture!’.

Organisational culture is the philosophy, attitude, belief, behaviour and practice that
constitute an organisation. Organisational culture is carefully cultivated over tu’& within
which several norms and practices are upheld and respected. The onents of
organisational culture include rules and values. Culture is a key co‘%qnpm achieving a
university vision, mission and strategies. The university fé supports a holistic
coordination of programmes, practices and enhances %%1 of the secretaries and the
university as a whole. It could be affirmed t l&\gulture is a way of life which is

indispensable for the success of every organisation and also in promoting the value of

human resources!*. < . ‘\\'

Every university has its own @t guide its operations. When employees (secretaries)
abide with those rules, it Vuld bring a form of unity between the employees and
university manage@ 'iﬁch would consequently enhance the job performance of
secretaries. Thebeliefs and values coherently focuses on the purposes, desire, objectives,
valu Qophy and beliefs of the culture; and the underlying assumptions represent
Q@ence of culture and lay much emphasis on the insensitivity and non- awareness of

the instituted values, philosophy and beliefs.

Organisational culture is conceptualized as shared beliefs and values within the
organisation that help to shape the behaviour patterns of employees!4. Two sub metrics of

organisational culture would be looked into and they are Organisational rules and
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Organisational values. Organisational culture is a system that brings people in an
organisation together as one and allows them to share the same thought, values, and
beliefs towards achieving the goal of the organisation. It is what governs how secretaries
and other employees behave and relate to one another in the university and other
organisations. The shared values influences the secretaries’ behaviour in the organisation

in relation to their belief, values, assumptions, actions, mannerism ar%@ ate how
[ ]

secretaries act, behave, support and perform their duties'“. E‘\QO

Organisational culture is the total sum of values and pradig@fdh serve as “bond” to
incorporate the members of an organisation. Value as %@Ct of organisational culture,
is an inexpressible part of organisational activ:’ti@ portrays care and support for the

welfare of employees. Values can be inhere% eople or organisation or made known in

value statements. This would make é-tjéﬁ

value statements would be achiev@.

Q

The vision, values, busines$ethics, beliefs, personalities, and even the characteristics of

to work at their optimum level so that the

the organisation's f@%@ management, shareholders, and employees are all reflected in
the organisati culture, which has a profound impact on how business is conducted
Withﬁ%@anisation in every way. The set of qualities that are valued in organisations,
i ing universities, is this system of shared meanings and beliefs. It could be noted
that organisation in an organisation, culture fosters social system stability that shows how
well conflict and change are managed and how positively and reinforcing the work
environment is viewed. It could be stated that as it is the employers who create the
culture, the idea of beliefs and attitudes of the secretaries should unavoidably be taken

into consideration while describing organisational culture. For instance, if the
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organisation believes in rewarding high achievers, this will reflect and have an impact on

the efficacy and performance of the organisation'®.

It is imperative to keep in mind that as competition and conflict intensify, certain aspects
of organisational culture tend to change. One of the key determinants of an organisation's
ability to innovate and perform well is its culture!®. In order to achieve sm ement
efficiency among secretaries, organisational culture should not just be %dered as a
delicate feature of an organisation. It may be added that a manag%}cess depends on
their ability to embrace change, value diversity above c nity, and manage the

A\
environment rather than just adapt to it. 6&%

Significantly, employees (secretaries) may e S&pleasure if expected cultural norms,
values and expectations are not met. T es*xpectations are fundamental and to a large
extent determine their staying il‘Qll}\ university which could enhance their job
performance. These include K%,'Qz)t limited to working environment, remuneration
(salaries and wages), prmn, fair treatment, attitude of employer, belief, value and
career developmean Qrevealed that there are some factors that play critical role in
enhancing theg),berformance of secretaries in the university that include job design and
customi @1 and encouraging social bond among workers. Some of the factors that
Q@ffect the job performance of secretaries in the university are growth opportunities,

work environment, work-life balance, organisational fairness and existing policy on staff

leave!”.

Emotional intelligence (EI) refers to the ability to perceive emotions, integrate emotions

to facilitate thoughts, understand emotions and to regulate emotions to promote personal
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growth. EI can be defined as the capacity for recognizing one’s own feelings and those of
others, for motivating ourselves, and for managing emotions well in work place and in
relationships. This kind of intelligence will be influential to maintain a proper level of
emotion that would make secretaries to work to their optimal level and also contribute to
the universities’ goals and objectives. EI is recognised as the ability of secretaries to

guide their own feelings, rationalise among those feelings as well as in@rate such

feelings into thinking and actions. E‘\QO

The emotions, feelings and values are very important for}@seféries’ well-being and
achievement in their lives. The author posits that @%\aﬂes should stress on the
emotional area that cannot be separated fro @gnitive domain that could help
improve job performance. It could be surmiséd-that quality emotions and feelings help
secretaries to give their best pote@)@‘t eir various departments. Secretaries who
dislike their work and think ne%ab@y cannot concentrate for a long time in discharging
their duties and could h@ difficulty in reaching their capacity than others as this

would have negative &%:t"pn their emotion which could inhibit their job performance!®.

Emotional i‘{'@g)%ce of secretaries could be high or low. The higher the levels of
emoti gelligence results, the better the well-being of secretaries which consequently
@es their job performance. Furthermore, secretaries with high emotional
%ligence tend to understand their own emotion and that of their colleagues that could
enhance their job performance. Secretaries with high emotional intelligence tend to be
active, productive, and shun any form of behaviour that could make them not to achieve
the university’s set goals and objectives. While low emotional intelligence could make

secretaries to perform poorly in discharging their duties. Having low emotional
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intelligence could also make secretaries to have the thought to leave their job due to
unfair treatment or poor human resource management in the organisation which could

raise one’s emotion'?.

It could be stated that the emotional intelligence built on personal engagement needs to
be linked to constant innovation. This runs counter to traditional organisatiml\ search,
which is more focused on making secretaries work effectively as a t.eaﬁg} delivering
rapid, adaptive change mechanisms which could reduce the ‘%;}cy of poor job
performance. The reason this is necessary in both organisati@gﬁ}i personal life is that,
as it is viewed that, there is a need to build a committed@‘&u%:tion of different individuals
that each have the skills to mitigate change and ‘:@ﬁﬂict in their own way, but who can
work together in achieving organisationa g§ Again, emotional intelligence can be
aligned with secretaries given the néjc}'c stant strategic in quality job performance.
A secretary who is emotionally igent and socially able can bring together a team of
secretaries with differing‘gﬁsgﬁalities and backgrounds to achieve organisational goals.
Inability of secretari d"university management to understand the emotion and thought

of fellow secr@npc uld make such employee to feel a sense of insecurity in the place

of wor a@could lead to job performance?®.

nal intelligence could positively affect organisational fairness, which
consequently inhibit and/or enhance job performance of secretaries. Highly emotional
intelligent secretaries should be more inclined towards better utilisation of their cognitive
capacity of coping with emotions emanating from their jobs and other work related
contextual factors which may lead them to make more favourable attitude towards their

jobs. Emotional intelligence may buffer the impact of negative emotions to work and to
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make the job more pleasant and satisfying which could enhance job performance among
secretaries?!. Underlying recent research interest in this area presents the view that
secretaries with high emotional intelligence competencies are more likely than less
emotionally intelligent secretaries to gain success in the workplace due to the fact that
their well-being has been enhanced which could enhance their job performance.
Furthermore, emotionally intelligent secretaries enjoy more career succe%&ess job
insecurity, less of turn over intention, lead more effectively ar .fbg@adaptable to
stressful events, possess better coping strategies and indicate high '4'0 performance than

those with low emotional intelligence??. &%‘\\‘

Emotionally intelligent secretaries are effectiie @rsuing the right career that is, a

career which matches the values, goals and v which in turn have positive effect on

their job performance. Furthermore,e.ij:%di ved that secretaries who have high level of
emotional intelligence will hav%igher levels of job satisfaction and organisational
commitment that will maﬁ\bgﬂ the employees and organisations more successful due to
their stable and sou ¢€ll-being which could further enhance their job performance.
Emotional in@@gcorrelates with and somehow predicts job performance among
worker i@ﬂain settings which alleviate poor job performance®. The components of
em@melligence that could enhance job performance of secretaries include self-
@reness and relationship management. Self-awareness could be viewed as the
recognition of one’s own feelings and feelings of the others. It is an important factor in
determining the emotional intelligence?. It is affirmed that self-awareness is correlated
with productivity of employees. Self-awareness consists of emotional abilities that enable

secretaries to be more effective and form outstanding relationships in the work place
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which could enhance their job performance. It is affirmed that secretaries who are aware
of their emotions are more effective in their jobs. Such secretaries recognize and
understand their moods, emotions and needs and can perceive and anticipate how their
actions affect others. Secretaries with great certainty about their feelings manage their
lives well and are able to direct their positive feelings towards accomplishing tasks which

in turn heightened their job performance?. Q’&\

Relationship management includes a set of social skills such‘%'xo’g interpersonal

relationship with other employees among others. The effeeth@%s@ of one’s relationship
skills hinges on one’s ability to attune to or inﬂuenc@%}motions of another person
which could enhance their job performancez“.:&Apathy gives secretaries an astute
awareness of others emotions, concerns, a ds. Also, secretaries could understand
other workers developmental needs@)@&l in building their abilities. Although, this

ability is crucial for secretaries \%manage the leading work, it has also emerged as a

vital skill for effective leaﬂ{sgé at high levels®.

Regardless of the fa@’gmdies have been done on other factors that could enhance job
performance ployees, there are not many studies combining employee coordination
practi annisational culture and emotional intelligence on job performance of

ries in federal universities in South-west, Nigeria. This is the gap to be filled in

this study.

1.2 Statement of the Problem
Over time, job performance of secretaries in Nigerian universities has become worrisome

to university management and researchers. The level of job performance among
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secretaries in most public universities in Nigeria is perceived by stakeholders (employers
of labour and university management) to be low compared to what is obtainable among
other employees of the same educational sector. This low level of job performance could
lead to some problems in the organisation such as low productivity, not meeting the
organisation set goals and objectives, down-sizing, retrenchment, among others. Some
university secretaries may not be allowed to participate in decision-makin&ﬁt doing so
might prevent them from being honest with their employer. The pro ! Q@t could ensue
from this is that secretaries might have a tendency to put off tlkxeg?onsibilities that have
been assigned to them, which could lead to subpar work @v

The culture of universities in South-west, Nigeri@ des belief, attitude, promotion,
training, teaching, coaching and knowledge %&mong its employees most especially,
secretaries which could engender low @erformance. The current cultural practices
among secretaries in Nigerian fe%a' iversities are demeaning with no adequate plan
for the training, teaching a aching of the younger secretaries for professional
development. Similarl i;iQperceived by university management and other stakeholders
such as emplo e:@our that the level of emotional intelligence of secretaries in
Nigerian unixe‘gi‘ﬁ)es is presumably low. This is a cause for concern as the inability of the
unive‘%; to meet the emotional need of the secretary could pose a great threat to the
%\ d their level of productivity could be hampered. This could make such employees
to leave the university to where their emotional needs would be met. Researchers have
made several attempts to investigate job performance among employees, but variables

such as employee coordination practices, organisational culture and emotional

intelligence have not been presumably well examined most especially among job
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performance of secretaries. This is the gap to be filled in this study as it intends to
investigate employee coordination practices, organisational culture and emotional
intelligence as determinants of job performance among secretaries in federal universities
in South-west, Nigeria.

1.3 Aim and Objectives of the Study

The aim of the study was to investigate the role of employee coordinat&actices,
organisational culture and emotional intelligence in the job éﬁ&ance among

secretaries in federal universities in South-west, Nigeria. The objectives of the study are

'3
1. identify the level of job performance of @x&taries in federal universities in

South-west, Nigeria; @

il.  examine employee coordina %ICGS existing among secretaries in federal

to:

universities in South—west@'geria;
iil.  examine the orga@gl culture of secretaries in federal universities in South-
west, Nigeria;

.\
iv. detem’@ gvel of emotional intelligence of secretaries in federal universities

n -west, Nigeria;
V. ‘%‘[ermine the influence of employee coordination practices on job performance of
Q
Q secretaries in federal universities in South-west, Nigeria;
vi. determine the influence of organisational culture on job performance of
secretaries in federal universities in South-west, Nigeria;
vii.  determine the influence of emotional intelligence on job performance of

secretaries in federal universities in South-west, Nigeria;
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viii.  ascertain the combined influence of employee coordination practices,
organisational culture and emotional intelligence on job performance of
secretaries in federal universities in South-west, Nigeria.

1.4 Research Questions

The following research questions served as the study's compass:

i.  What is the level of job performance of secretaries in federal é&usities in

South-west, Nigeria? ‘\QO

ii.  What are the employee coordination practices of secre‘[g&s ﬂin federal universities
in South-west, Nigeria? @

iii.  What organisational culture is in place amog@%)etaries in federal universities in

South-west, Nigeria? @
iv.  What is the level of emotionaf i@ence of secretaries in federal universities in

South-west, Nigeria? 't

1.5 Hypotheses Q)
The following hypothﬁ}r)e formulated and tested at 0.05 level of significance:
"
n

Hol. There 1 @
g«#

ce of secretaries in federal universities in South-west, Nigeria

icant influence of employee coordination practices on job
per
Hﬂ:‘%@e is no significant influence of organisational culture on job performance of
QQ secretaries in federal universities in South-west, Nigeria.
Ho3. There is no significant influence of emotional intelligence on job performance of

secretaries in federal universities in South-west, Nigeria
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Ho4  There is no significant combined influence of employee coordination practices,
organisational culture and emotional intelligence on job performance of
secretaries in federal universities in South-west, Nigeria.

1.6 Significance of the Study

It is envisaged that the findings of the study, when published, will be of immense

significance to the following groups: secretaries, university managemen%’&&yers of

labour, policy makers, human resource professionals and researche ; %esults of this
study will provide secretaries with a better understanding tl%ose factors that may
enhance their productivity. The study will equip univers@imstrators with improved
management strategies to boost the morale of °t@ orkforce in order to enhance
productivity and quality service delivery. K@‘%so assist university management to

tackle the problem of employee I:W@ormance, since secretaries constitute the

N

personnel bedrock of university 3& rative unit, making them an important indicator

of the working climate bx)a%%aking them to participate in decision making for the

institutions, so as to meet its’goals and objectives. In addition, the findings will also help
>

'\
them improve r@
Q

tors that positively influence job performance and eliminate
those contr%

moti\‘/%mr employees who in turn will be motivated to provide effective and efficient

to job dissatisfaction and poor performance. It will also help them to

%% delivery that will improve the university by meeting its vision and mission

statements.

The results of this study will also be of immense benefit to government and policy
makers in the sense that they will be well informed of the relevance of motivating

workers, giving time out for workers such as taking of leave, creating an enabling work

21



environment where there would be collaborative effort among the staff as these would
enhance the job performance of workers. Since the organisational cultures involve giving
employees’ autonomy, adequate reward system, fairness in judgment among superior and
subordinates, cohesion among team; among others will be put in place to enhance the job
performance of secretaries in universities in South-west, Nigeria. The study will engender

a purposeful and result-oriented human resource development program%\}fd ensure

optimal utilisation of secretaries’ potentials. E‘\QO

Finally, it will deepen the understanding of managements IK%S&HGI’S and help fill the
void in the literature on the job performance of secre%g%,}lus, hopefully, stimulating
further research in this area. In addition, thi %&%ill contribute to knowledge by
providing empirical evidence on employee Qnaﬁon practices, organisational culture
and emotional intelligence and job é)&ce of secretaries in federal universities. It
could thus pilot upcoming resea@s as a reference material on works related to it in
order to augment their stuﬂ'eg).QJ

1.7 Scope of the Stu !

The contextu @e f the study focuses on the influence of employee coordination
practices, %@ﬁsational culture and emotional intelligence on job performance among
secretaties in federal universities in South-west, Nigeria. The level of job performance of
%@%ﬁes was measured by job specific performance, non-job specific performance,
communication, personal discipline and administration. Roles and responsibilities,
participation in decision making and transparency were the indicators for employee
coordination practices while rules and values were used to gauge organisational culture.

Emotional intelligence indicators include: self-awareness and relationship management.
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The geographical scope of the study is delimited to federal universities in South-west,
Nigeria. The reason behind the choice of the federal universities is because, considering
their years of establishment and operations, the needed data for this study can be
adequately obtained. The study covered the six federal universities in South-west, Nigeria,
which are mainly: University of Ibadan, Ibadan, Oyo State, University of Lagos, Akoka,
Lagos State, Obafemi Awolowo University, Ile-Ife, Osun State, Federal U&%mty, Oye-
Ekiti, Ekiti State, Federal University of Agriculture, Abeokuta, O . and Federal
University of Technology, Akure, Ondo State. However, th.e N 'or%a Open University of
Nigeria (NOUN) in the South-west part of the country w&%%t included in the study due
to the fact that NOUN is not a conventional univem@%

The respondents include all secretaries inéthe\six federal universities in South-west

N

Nigeria. All the secretaries at these fev ere selected because they are the effective
g“baddies and senior university officers. Also, the

liaison among the decision-maki
researcher focused on all tltz:b‘bretaries because they are responsible to the entire

university communit}@) provision of timely, accurate and objective information,
'\

advice, interprita@n application of policy in federal universities in South-west,

Nigeria. \

1.8 L'%‘ans to the Study

@%ographical scope of the study was restricted to South-west, Nigeria and six federal
universities were sampled. All the federal universities in South-west, Nigeria cut across
six different states within the South-west geo-political zone. Travelling from one State to
another to administer the research instruments, even with the support of two research

assistants was a herculean task. High travel cost and accommodations were quite
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challenging, but were eventually managed. Secretaries in these universities are spread all
over different faculties, departments and units, hence reaching out to each of them
directly considering the size of each of these universities was also difficult.

1.9 Operational Definition of Terms

The following terms are operationally defined as they were used in the study:

Job Performance: This implies the extent to which secretaries in federa]ﬁbﬁrsities in

South West, Nigeria are able to achieve their job responsibilities ay@@@

Job Specific Performance: These are sets of activities in-role b a\;\iour which are part of

the formal job-description expected of a secretary to achi nd are part of the formal

reward system (i.e., technical core), and addresses &%quirements as specified in job

S
descriptions. QQ

Non-job Specific Performance: Thise\@responsibilities of secretaries which are

extraneous to their job descriptio% ral universities in South-west, Nigeria.

Personal Discipline: This is %gbbility of secretaries to focus intently on a task or goal

with the purpose of ac%%)a specific result.
"

Administrations T edns the execution of various tasks, roles and responsibilities by
secretaries i tgéal universities in South-west, Nigeria.
Emp%%oordination Practices: Employee coordination practices are the orderly
@ment of secretaries’ determinations to maintain harmony among coworkers’ efforts
towards the accomplishment of common goals of an organisation.
Roles and Responsibilities: They refer to the tasks that secretaries in federal universities

in South-west, Nigeria are expected to perform in the institution
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Transparency: This is a perception of secretary’s behaviours that reveal his or her true
thoughts and feelings.

Organisational Culture: This refers to shared beliefs, values, tradition that governs the
behaviour of secretaries in federal universities in South-west, Nigeria.

Rules: These are laws that govern how secretaries behave and relates with one another in

‘b
‘Z)

Values: These refer to an inexpressible part of organisational activi &» portray care

the federal universities in South-west, Nigeria.

and support for the welfare of secretaries in federal un1vers1tles‘§80uth-west Nigeria.
Emotional intelligence: This refers to the capacity of se &Q%'es in federal universities in
South-west, Nigeria to be aware of, control and°e)q%%g their emotions, and to handle
interpersonal relationships judiciously and cd@&nately

Self-Awareness: This is viewed as 1ri\ﬁ)ogmtlon of secretary’s own feelings and
feelings of the others in federal u Vgtfes in South-west, Nigeria.

Relationship Management: It@%‘s to a set of social skills such as good interpersonal
relationship displaye sectetaries in federal universities in South-west, Nigeria.
Secretaries: %ﬂfessmnal administrative members of staff whose work consists
of support1 Qagement including executives, using a variety of project management,

comrﬁ%etlon and organisational skills in federal universities in South-west, Nigeria.

QQ
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Chapter Two

Literature Review
This chapter deals with the review of related literature. This was done both theoretically
and empirically and the following sub-headings were discussed:
2.1 Conceptual Review
2.1.1 Concept of job performance &

2.1.2 Concept of employee coordination practices é‘\QO
%w

2.1.3 Concept of organisational culture

&
i W @

2.2.1 Campbell's Theory of Job per@
2.2.2 The Network theory @
2.2.3 Generic Model of gma

isational Culture

2.1.4 Concept of emotional intelligence

2.2.4 Goleman's 5 El@s of EQ Theory

2.3 Review of Empiri&al??gdies
"
2.3.1 Eip@

ordination practices and job performance
2.3.2Otrganisational culture and job performance
‘@ Emotional intelligence and job performance
%@nceptual Model

2.5 Summary of Gaps in Literature Reviewed

Endnotes
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2.1 Conceptual Review

2.1.1 Concept of Job Performance

Performance is a continuous and flexible process that involves managers and those whom
they manage acting as partners within a framework that sets out how they can best work
together to achieve the required results!. Performance refers to the ability of workers to
achieve maximum output in an organisation which is vital to the develo@e\t of such
institution. Employee performance relates to how employees .thin the work
environment and how well they play out the work obligatj%swthat companies have
obliged to them. Organisations regularly arrange perf; ce targets for individual
employees and the organisations as a whole with th@o tation that their business offers

great value to clients, lessens waste and wo&%&cienﬂy. For an individual employee,

performance may relate to job effectivcr@suality and proficiency at the duty level.

O

Performance is affected by factor%)ated with the job which incorporates a role-conflict
stress and work/non-wor\%%:dividual’s presentation is a blend of abilities, businesses,
and chances that can be%ebided from their job?. Performance of people can be influenced
by the effort ca@% and the environmental condition*. Another comprehension in
regards to@ﬁormance as affirmed is that the performance is an outcome accomplished
by 6i ividual under the assessment which is applied to the work concerned®. It is
Qed that the performance is a record out-come produced from a certain employee

capacity or activities done during a particular time phase.

An institution is judged by its performance. For more than a decade, institutional
environments have experienced radical changes. As a result of greater competition in the

global marketplace, the majority of institutions have greatly streamlined their operations®.
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Performance focuses on behaviours rather than outcomes, because a focus on outcomes
could lead employees to find the easiest way to achieve the desired results, which is
likely to be detrimental to the organisation because other important behaviours will not
be performed. It is confirmed that behaviours not performance are what determine how
well an individual performs. In other words, behaviour that is genuinely displayed by
employees and is observable constitutes performance®. In numerous %&ﬁes, job
performance has emerged as one of the key metrics for asse. rganisational
asl%s in conformity with
organisational policies, subject to the usual limits of rea %‘ﬁie resource usage. The set

performance’. Job performance is the completion of assigned

of behaviours that are important to the goals of the oﬁ@%‘?sation or the organisational unit

in which a person works" is how job perforr@ieseribedg.

The degree to which an organisatio@helps the organisation achieve its goals can
also be referred to as job perfor%uce? In numerous researches, job performance has
emerged as one of the @etrics for assessing organisational performance. Work

performance is fre 19y based on financial data, but it can also be assessed by
combining ex@o aviour with task-related factors'?. The organisation benefits from
effectiv. j@wrformance. It is a way for the organisation to guarantee the continuation
andé%l of production. Similar to how good job performance gives employees
@ncial benefits, security, social standing, and family and social privileges. Performance
is defined as job-relevant behaviours that include behavioural components helpful in
achieving task performance, as well as work outcomes that are directly related to task
performance, such as the amount and quality of work completed!'. In Nigerian society,

having a job has always been important since people are known by their jobs. Work
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exposes a person's personality and shapes the type of relationships they have with others.
It significantly affects the person's social status. As a result, employment has numerous
advantages for organisations, people, and society at large.

Therefore, the job performance of an individual plays a vital role in an organisation’s
growth. This is because it highly influences the overall firm’s performance and also
functions as the key variable in work and organisational psychology“&&wever,
individual job performance is not stable and can fluctuate over timé. have shown
that the performance of an individual changes by changin.g th tir'r%e spent on a specific
job'3. At the same time, individual performance changes \result of learning and high
performance is always the result of greater understa\ndkt%)towards the specific job instead
of greater effort to the job'4. Besides, the ﬂ@‘&g individual job performance can be

caused by the patterns of “intra-ifdi\\)@s change” or changes in an individual’s

“psycho-physiological state'”.

Job performance has beé\i%dtiﬁed as the significant key for organisations to gain

competitive advante:@rﬂi superior productivity. Although, competitive advantage is
a

more relevanl@

the puiic@dause it is the ultimate objective of the public sector. Research has shown
0

sector, it can be extended to public sector by including ‘serving

that@ performance could help public organisations to improve service delivery.
@Lic organisations appear to be paying attention to work performance in connection to
developing policies and improving service delivery because they seem to recognise its
significance'®. People think that their work performance is more advantageous to them,
their client, and—most importantly—to their organisation in many organisations. High

job performance among employees is a critical management challenge for providing
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outstanding services to the public at all levels of government because work performance

is essential to those services!”.

There are three types of performance and one is the measure of output rates, amount of
sales over a given period of time, the production of a group of employees reporting to
manager, and so on. The second type of measure of performance 1nvolves(1bmgs of
individuals by someone other than the person whose performance is ﬁg&onmdered
The third type of performance measure is self-appraisal and self- %s a result, the

adoption of self-appraisal and self-rating techniques -ab&éful in the level of

achievement of business and social objectives and resp%‘ ities from perspective of the

judging party'’. @

Organisations, especially universities, h1 alified office managers to handle their daily
tasks so that they can accomplis t@]ectlves while also operating efficiently. They
are still employed because of degree of performance in carrying out these duties,
which greatly mﬂuences orgamsatlons overall performance. According to this
perspective, it is tha Qgement's duty to provide the facilities and environment that
will enable _seeretaries to execute their jobs more effectively. The crucial role that job

perfo @plays in the success and results of organisations makes it an important factor

Q uires increased attention?°.

In this present time, universities are challenged with meeting its mission and vision in
order to be able to satisfy growing and altering community demands. Due to the value of
good workplace productivity, which every organisation aspires to, this makes job

performance of interest to the organisation. Therefore, it ranks among the most crucial
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actions that take into account both the desired outcomes and the means to get there?!. One
of the key priorities of every organisation (university) is attaining high job performance;
every organisation has to place a considerable attention to individual employee
performance. In line with the goal of any successful organisation which is the delivery of
quality services through performance, the office managers’ job performance can either be

task performance or contextual performance??. Secretaries engage in tasé@ ormance
when they use their technical skill and knowledge to produce .»ﬁg@ performance
through an organisation's core technical processes or when t g\omplete special tasks
that support core functions. Secretaries engage in con ‘\‘performance when they
voluntarily assist coworkers who are falling behi\}d\-,lg%? in a way that fosters positive

working relationships, or put forth extra eff@sh tasks on time. Thus, these are the

criteria through which objectives are @

One of the most important resour@n any institution is its secretaries, and managers can
improve the working enﬁ{r%@nt for their staff by taking into account the task- and
context-related elem that may affect workers' job performance. One of the elements
influencing sécretacies job performance has been identified as motivation?®. Different
rewards, 1 ing as pay, promotions, bonuses, and other rewards, inspire every
secéﬁ which has an impact on how well they do their jobs. It is agreed that the
Qersity administration must understand how to inspire each secretary in order to keep
them working their hardest every day. The author also argued that university
administration should discover what keeps each secretary motivated to complete their

work?4,
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It is believed that the secretary's workplace environment is yet another element
influencing how well they accomplish their duties. The workplace environment affects all
employees, including secretaries, extremely strongly. In order to help employees have
better working circumstances, the atmosphere and work situation should be conducive to
each other. Increased job performance will result from creating a pleasant work
environment?®. Employees must be in good physical and mental he@@\mce the
environment has an impact on their health and well-being, whic .%‘HPI'OVG their
performance in the organisation. The employee's productivi‘g&atwwork will be slightly
increased if they have adequate health coverage as p@f their benefits package?®.
Furthermore, a worker needs to have the necesm&ﬁwledge, skills, and abilities to
perform the job properly in order to opefate function well in an organisation.
Employee's performance will decrease @acks the aptitude, expertise, or knowledge
required for the position. It also Held opinion that the organisation needs an effective
training programme. Th%)@%rovide the secretary or information specialist with
*

chances for personal §wt and development, enabling them to meet the demands of

new equipmer@

knowledge,%

-Specific new procedures?’. After acquiring the necessary abilities,
ills, excellent job performance depends on having the proper tools and
resourc€s=Ihe equipment and resources include, among other things, stationery, housing,

%leloyees. Lack of these resources may result in suboptimal job performance?®.

It is of this, managers must constantly monitor the productivity of their staff. This is
possible by employing an Assessment Performance Appraisal (APA) form, the content of
which depends on the aims and objectives the organisation intends to accomplish. A few

components or indicators can be used to assess or gauge employee performance in an
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organisation. There are sixteen (16) ways to measure job performance?. Quantity, which
refers to the number of units produced, processed, or sold, is one of them and a good
objective indication of performance. It's important to avoid emphasising quantity at the
expense of quality. The work's quality, which is another metric, can be assessed using a
variety of techniques. One such metric is the proportion of output that needs to be redone
or is rejected. The proportion of inquiries that result in sales in a sales e%&ﬁnent isa
measure of the quality of the salesmanship. Timeliness is another ce indicator
that should only be used sparingly. The typical customer's downtime is an excellent
predictor of timeliness in field service. It might be the \er of units produced each
hour in manufacturing. Compliance with policy d@% it could appear that this is the

complete opposite of creativity, it is only a %o% creativity. Deviations from the rules

signify a worker whose performance o@xes are not closely matched to those of the

O

organisation. t

The cost of the task compliete should only be used as a measure of performance if the
employee has some of control over costs, according to a different metric called cost-
effectiveness. @r) stance, a customer service agent's performance is measured by the
proport alls that must be escalated to more expensive and experienced agents.
Alt ‘ﬁ might be challenging to measure creativity as a performance indicator, it is
ial in many white-collar positions, such as that of secretaries. Examples of innovative
work should be tracked by managers and employees, and attempts should be made to
quantify them. Employees that are tardy or absent from work are obviously not doing

their duties. Absences may also have a negative impact on the performance of other

employees. Gossip and other personal habits may not seem to have anything to do with
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performance to the employee, but they might interfere with others' performance on the
work and diminish one's own performance. Goals for reducing the frequency of the

specified behaviours should be established after defining them.

Personal grooming and appearance are neither indicators of how well-dressed an
employee is; yet, in many organisations, there is at least one person who needs& ruction.
Samples of improper grooming and appearance should be given, their ir@ons on the
employee's performance and that of others should be discussef%'l\ suitable actions
should be laid out. The manager appraisal confirmed st ‘Thanager provides an
employee with an evaluation on their performance@%} manager evaluations are
typically top-down, they do not promote active > %pation from the workforce. As a
result of the employee's lack of interest 'Qdevelopmen‘[, it frequently encounters
resistance. Self-appraisal, a further @Q@ﬂi ent, reveals that employees evaluate their
own performance, frequently @asting it with management's assessment. Self-
appraisals frequently rev@nsistencies between what the employee and management
consider to be critic K&rﬂ»rmance elements and offer reciprocal input for substantively
adjusting exp@a)@ls. Another measure is peer appraisal, which calls for workers in
related po 'x&as to evaluate each other's performance. This approach is predicated on the
ide%a oworkers are the people who know an employee's performance the best. Peer
guation has long been utilised successfully in manufacturing settings where
measurable criteria like the number of units produced are dominant. Peer appraisal has
recently been extended to white-collar professions, where unclear evaluations might

'

result from using soft criteria like "works well with others." Peer appraisals are often
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effective at focusing an employee’s attention on undesirable behaviours and motivating

change.

Another measure that is similar peer appraisal is team appraisal, in which team

members—who could hold various positions—are asked to evaluate one another's

performance and working methods. This strategy is predicated on a clear un(Wanding

of the team's goals and the expected contributions from each me @The term
0

"assessment centre" refers to a location where employees are‘%;}f

assessors who may examine both simulated and real-world %ﬂ fivities. One benefit of

by qualified

assessment centres is their objectivity, which results ir%g%isals that are not influenced

by interpersonal interactions with employees. in %yee’s performance is evaluated by

all of the people with whom they engage, .in¢luding supervisors, peers, customers, and
members of other departments, in aé(%gr e or "full-circle" appraisal. This method of
performance evaluation is the mo@orough, costly, and typically only used for key staff.
According to MBO ( agement by Objectives), an employee's progress towards
objective targets defihed “in collaboration with his or her management is evaluated.
Action statem@s)&h as "reduce rejected parts to 5 percent" are used at the beginning of
the MBO ess. The employee is kept focused on accomplishing targets through
on %0

nitoring and revision of the objectives. At the yearly review, objectives are

@ewed in terms of their success, and new targets are set?’.

In the information age, where information has taken on a central role in all human
endeavours, secretaries have a challenging job in addressing the information needs of
their clients. By assisting users in finding information, secretaries organise the flow of

information. The secretary decides how to organise, process, and distribute information
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sources. His or her work output continues to serve as a focal point for carrying out these
duties. The management of the university must provide the right environment for
secretaries to work better, as this will have an impact on organisational performance and
eventually the firm's profitability*’. The improvement in secretaries' job performance will
encourage them to use their skills in a way that brings them fulﬁlment and self-

actualization, which will ultimately help the organisation accomplish its ob@ S.

According to the literature, work performance among employe ‘\G?gerlas public
sector was favourably correlated with job satlsfactlo@) involvement, and
organisational commitment. It was also found that @%%yee job performance was
average. Also, it was confirmed that whe%@ls perform well on the job, the

organisation may fulfil its goals and Obje% Also, a literature review confirmed the

link between organisational culture< :cféﬂp

sector. It was discovered that e@ees had a modest level of job performance and that

yee job performance in Nigeria's banking

having a strong organisaﬂxm%ulture was favourably associated to job performance. It
was also emphasise % ‘management should step up efforts to create an environment
that is condu 1ve%'

ployees and offer them with incentives that would encourage

them t @m to their highest potential in order to reach and achieve the organisation's

é"“é

Job performance was viewed as a single construct (i.e. “overall” job performance), but
researchers now agree that job performance is a complicated multidimensional factor®!.
Other researchers have also separated an additional factor from the core tasks
requirements of the job. A two dimensional model that separates job performance into a

task dimension and a contextual dimension has been identified*>. They describe task
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performance as activities related to production (transforming raw materials into the
products and services of the organisation) and to servicing and maintaining the core task
requirements. The second factor, contextual job, performance, is behaviour that indirectly
supports the core task requirements by supporting the work environment in which the
core tasks must function. Some research that has investigated the two-factor model

includes Werner’s study in which he separated job performance into roleé%tribed (in

role) characteristics and citizenship (extra role) characteristics®. E‘\QO

Several salient models that express this concept include a tw@& model that separates
job performance into a task dimension and a contextua%%\nsion, an eight-factor model
of job performance, and a three-factor model of @rformance”’“. It is believed that
many of the job performance models that hawe/been introduced into the literature are
compatible and hierarchical. With .@Xind, the following will provide a brief
discussion of what research found concerning the dimensionality of job
performance®. A two-fac@el of job performance was introduced by separating job
performance into a f: that is made up of organisational behaviours that are associated

with the actugl t d a factor that is made up of behaviours that are considered

discretion. \@

@ provide evidence for the existence of a two-factor model. While there is evidence
to”support the two-factor model of performance, Campbell offers a more detailed eight-
factor model of job performance which he believes is “sufficient to describe the top of the
latent hierarchy in all jobs in the Dictionary of Occupational Titles (DOT)” %. The eight
factors include: job specific task proficiency factor, a non-job-specific task proficiency

factor, a written and oral communication tasks factor, demonstrating effort factor,
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maintaining effort factor, maintaining personal discipline factor, facilitating peer and
team job performance factor, supervision factor, and management/administration factor.
While these eight factors are sufficient in describing the latent structure of all jobs in the

DOT, all eight may not apply to every job.

An author explained that the eight factors in his model are a function of thr@e{&erlying
determinants (Declarative Knowledge, Procedural Knowledge and %&ation). He
defines Declarative Knowledge to be an individual understands @n information.
Procedural Skill and Knowledge is defined as having the abilify~or knowledge to be able
to perform in a given job. The final determinant is ma@of an individual’s choice to
expend effort, the choice to determine the leve'.bqeffort and the choice to persist at
exerting that level of effort. These t% oices are considered the motivation

determinant. It is argued that, ;ﬁ%ﬁ

combination of these three ele . He asserts that an individual must choose to

e is directly determined only by some

perform at some level of efore job performance will occur. As well, the individual

must first have the @aﬁve knowledge to know what should be done before he or she

can perform a@s)ﬁT
an adv:s@act on an individual’s job performance™.

'Qirther presumed that several indirect determinants of job performance such as

hermore, deficiencies in procedural skill or knowledge will have

ability, personality and interest will impact the three direct determinants of job
performance®. For instance, differences in declarative knowledge may be guided by
differences in ability. Likewise, the individual differences in procedural skills and
knowledge may be partly influenced by differences in declarative knowledge. Therefore,

the differences in job performance may be attributed to the differences in declarative
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knowledge and procedural skills and knowledge which are both a function of ability. Job
specific task are duties or responsibilities that employees perform on a job. In other
words, they are what an organisation uses to define the work that needs to be performed
in a role and the functions that an employee is accountable for. Most employees perform
numerous tasks on their jobs. The tasks that employees perform on jobs are usually
related to their job description as this goes a long way in enhancing their j%&rmance.
Effective communication refers to the process in which there is a cha'. munication
between employees and between employer and employees>®: \Khen there is smooth
communication in an organisation, it enhances high job p @'mance. Employees who are
discipline tend to put their best in the task given Q@m A well-discipline employee
tends to be more focused and ensure that heﬁ%‘%mit any task given to him/her before
deadline. Also, the way managemeilg@?anisations manages their staff and other

resources tend to determine theNorgamisational output. When an organisation is well
managed, tend its objecti es,@fs and mission would be achieved because employees

would put in their besﬁ%ma e sure that all the goals are achieved®’.

'\
2.1.2 Concep@pshyee Coordination Practices

Coordi até\és a process of combining the organisation’s goals and the inevitable
spe%li tion, which comes with the division of labour and formation of chains.
@rdination refers to the establishment of communication channels between people who
are executing different work. Employee coordination practices has been known as a
mechanism to regulate interdependent objects in the form of the tasks, responsibilities,
capabilities, and information of different groups that must match both ways and time for

an integrated accomplishment of organisational objectives®. Coordination practice has an
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integrated role in the group of people in an organisation to work in a team to tackle issues
and minimizes the obstacles for individuals and an organisation’s goal. It is essential to
enhance employees’ motivation and employees’ voice and management, as well as
develop, and define their role and responsibilities. Coordination practice is putting the
pieces in an organisation together, for a collection of separate activities in order to meet

organisational goals. Coordination practice is the actual relationship whe@people in

the group work together to achieve a common goal®’. 'E\

Employee coordination practices have links to trust ands @Sﬁiance in many ways.
Coordination produces performance, because it produ%»% necessary trust needed for
achieving performance through networking. The d for performance has been one
issue that has characterized organisation in é times, because it has become the most

regularly studied concept in orgams@ nagement*’. Performance in most instances

is substituted for productivity, sm@e ‘real world” of the manager is a world filled with

deadlines, budgets, and to serve. Trust, or the lack of it, has been identified as a
‘make or break’ fact partnershlp and strategic cooperation; crisis conditions tend to
stress trust indicat any believe trust is central to coordination and cooperation. It has

been a u%\ﬁhat the placement of every element in an organisation should have a
V1a o positively affect performance. The interaction of the different components in
@ outside organisation is what coordination represents. Internally, coordination is
setting rules and standards based on cooperation; externally, coordination is fostering
relationship and interest aggregation. The enhancements of inter-personal and inter-group

relationships, guarantee performance that goes with trust*!.
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Through cohesion, conflicting interest are understood and balanced in congruence with
expectations from the larger society or external environment. In the external environment
are culture, competition, and expectations. Through coordination, essentials from the
external environment are imported into organisation; these include staff and other
relevant factors of production that help in actualizing performance. On the other hand,
trust is boosted when the end result and ideological representations of an %e ation are
well exported to the external environment. It is obvious there at trust and
performance can be a mirage if coordination is rnlssmg42 So e 0 the components of
employee coordination practices included: roles and @ﬁmblhtles participation in
decision making and transparency. QQ

Employee roles and responsibilities 1ndlcate4®‘§f behaviour required by an employee

to carry out a particular task or the ﬂ@)tasks contained in a position or job. Roles
and responsibilities profiles prim: ide’ﬁne the requirements in terms of the ways tasks
are carried out rather than t%(bgks themselves. Role and responsibilities helps us to
understand the need to, clarify with individual what is expected of them in behaviour
terms and to %en designing jobs that they do not contain any incapability
elements; Q be aware of the potential for role conflict so that steps can be taken to
minir‘\%!ress Roles and responsibilities are based on objective information obtained
% job analysis, an understanding of the competences and skills required to
accomplish needed tasks, and the needs of the organisation to increase productivity in
work. Identifying roles and responsibilities provides an opportunity to clearly

communicate to company direction and they tell the employee where he or she fits inside

of the big picture of the institution®.
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Responsibility and roles are amongst the basic instincts of human resources at workplace
and has always been recognized as one of the most essential aspects in order to ensure
smooth administration, operations and continued growth of the organisation. In the
present dynamic and uncertain business environment, organisations need to identify and
implement strategies pertaining to psychological facets of human resource, focusing
specifically on the characteristics of responsibility. Ideally, an employer eﬁ(bfrom its
employees to develop and represent a sense of responsibility to‘v%chg@anisation but
unfortunately fails to provide a positive environment and gI%c s the features like
delegating authority, responsibility and accountability a @ﬁ%ely In order to ensure
employee responsibility towards organisation, first ;h\%gganisation is required to create a
healthy environment and should focus%%ues pertaining to delegation of
responsibility**. . @
Effective job roles and responsi .tg-‘dlﬂl help to align employee direction. Alignment
of the people to employee wi@ciﬁc goals, vision, and mission spells success for the
organisation. Literatur r%{ed that employee should assure the inter-functioning of all
the different s@nd roles needed to get the job done in order to enhance
performanc\gorough review of the roles and responsibilities perform by secretaries
requir Qassiﬁcation or categorization of these functions. Some of these roles and
@Qsibilities are: secretary involves organizing and controlling the organisational
activities in order to achieve the objectives of the organisation. It also includes
supervision of junior staff and ensuring that schedules of work are being accomplished,

directives and assigned tasks completed within the time span, and ensuring that all the

materials needed for performing any particular job are available at the right time. It is
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affirmed that a secretary must perform a variety of secretarial and office management
duties, composes, types and files letters and inter-office memos, receives calls and
interviews persons calling in office and makes referrals, prepares departmental records
and disciplinary notices. Performing any or all of the mentioned duties depicts that a

secretary is involved in an administrative function®.

AL

It is surmised that some duties like maintaining files and personal &éé} reviews,
organizes and maintains files, monitors attendance including sick‘(%'.\ﬁnnual leave and
vacation leave, compiles and records data for computer ﬁle\t&)v'élops and implements
new departmental forms, recommends and implements é@\es in correspondence sent to
public. All these as identified, save time for the e%%e/boss and make job easier. For a
secretary to perform these duties effectivel,g must be conversant with the policy of
the organisation. The personnel ro@l)@é& cretary include membership of interview
panels for junior staff and assi%' job schedules to staff. It also involves receiving,
sorting and distributin&%s within the organisation, composing replies to
correspondences on B&ihﬂ of the executive, identifying and solving routine and non-
routine probl@a lying professional skills and techniques in order to develop the
variety of @a and modify situations®.
A sge relieves her employer the task of determining the organisational staff strength

to the fact that he controls skills inventory, he does manpower forecasting (junior
staff) and arrange for the staff selection and assign job schedules. Scholar stated that skill
inventory by a secretary are the assessment of personnel currently within the organisation
by using skill inventory data card. This determines the staff strengths or otherwise of the

organisation. On the other hand, he states that manpower forecasting by a secretary is
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concerned with the determination of manpower needs of the organisation. The secretary
through this process, estimates the number and types of junior staff currently on the
payroll who will be available in the future (that is taking note of retirement, possible
death and other opportunities in the environment); and determining the number of staff
that would be recruited externally*’. A mail service in form of incoming and outgoing
mails is another important personnel role of a secretary. It is opined that %%tary must
be conversant with the rules of incoming mails/correspondences, : ?@ocedures for
outgoing mails and ability to compose replies on behalf of their €xecutives on any matter.
: 4%%
This office function saves the executive/boss time ’@\\fts the goodwill of the
organisation. . '$%
S
Another fundamental role of a secretary is rds keeping. Records of staff, assets,
impress among others must be prop@éﬁfor future references or until when they are
needed. It is maintained that a s@ary is responsible for establishing and maintaining
her organisational record@ocuments including meeting minutes, reports and other
important documents4\here necessary, she must create appropriate and logical filing
systems to er@r)&a organisation’s needs are easily accessible by the relevant staff
and/or e@ s*, Proper filing of documents constitutes other record keeping roles of a
sec@ « A popular adage states that “we file to find and not to file away” should always
@he genesis of a secretary. It is stated that the position of a secretary is key to an
organisation’s success. The role of filing document requires commitment, abilities and
enthusiasm. The secretary has the primary responsibility of maintaining good filing

system capable of providing an accurate data/information needed at any point in time.
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In present day office works, records could be maintained manually, that is in a file folder
and stored in file cabinets, or computerized system, where records of the organisations
are stored in computers and flash drives. Secretaries in modern offices even maintain web
sites for the organisation. Moreover, a secretary maintains organisational history and
procedures. It is stated that secretary serve as the central repository of information for his
respective organisation, given their exposure to and attendance at, most %ﬁ@\all of the
meetings held. A secretary must be conversant and apply human re .'bg@ carrying out
his duties due to its importance as advocated that human rel@%promotes team spirit
and serves as an important tool for harmony and a @source of strength to the
organisation. It enhances staff motivation resultingai %‘igh productivity. It also creates
and sustains job satisfaction thereby reducin@‘%teeism, truancy and inefficiency and
promotes discipline among staff an '@ conflicts. Secretary must maintain good
human relations with his executiv&' / with other executives, with colleagues and with

N

Employee participatia%m decision making is sometimes referred to as participative

other employees®.

decision-maki@gﬁemed with shared decision making in the work situation. It is a
specif%é%i delegation in which the subordinate gain greater control, greater freedom
of (@ic with respect to bridging the communication gap between the management and
@workers. It refers to the degree of employee’s involvement in a firm’s strategic
planning activities. An organisation can have a high or low degree of employee
involvement. A high degree of involvement (deep employee involvement in decision
making) means that all categories of employees are involved in the planning process.

Conversely, a low degree of involvement (shallow employee involvement in decision
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making) indicates a fairly exclusive planning process which involves the top management
only>®. A deep employee involvement in decision making allows the influence of the
frontline employees in the planning process. These are the people who are closest to the
customer and who can facilitate new product and service recognition, a central element in
the entrepreneurial process. This means that employee participation in the planning
process surrounding the potential innovations may facilitate opportun®%cognition
throughout the organisation. The attitudes that organisational resul .@$erom the top,
that effective cultures are derived from the upper echelon, oftenitend to ignore the power
N
and the contributions of those at lower levels, thus, igno@he importance of employee
involvement in decision making>'. QQ
Employee involvement is neither the goal nd\’\& as practised in many organisations.
Rather, it is a management and leadershi losophy regarding how employees are most
enabled to contribute to continuo grg)vement and on-going success of their work. It is
a process which allows s to exert some influence over their work and the
conditions under whic &work Employee involvement is a means to examine the
operation of d (@gon in the organisation, which not only diminishes the obstacles
to the oper%gstem, but is also the way to gain a common consensus and pursue the
goal @Viding benefits to most people. It is special form of delegation in which the
@Qinate gain greater control and greater freedom of choice with respect to bringing

the communication gap between the management and the workers™.

There is an assumption held by many scholars and managers that if employees are
adequately informed about matters concerning them and are afforded the opportunity to

make decisions relevant to their work, then there will be benefits for both the
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organisation and the individual. Hence, the following are the benefits of employee
involvement in decision making: It increases employee’s morale or job satisfaction and
enhances productive efficiency®. It provides employees the opportunity to use their
private information, which can lead to better decisions for the organisation. As a result of
the incorporation of the ideas and information from employees, organisational flexibility,
product quality, and productivity may improve. It contributes to greater t%}(x? a sense
of control on the part of the employees. Through employee in .%ﬂ, resources
required to monitor employee compliance (for example, superv' io'? and work rules) can
be minimized, hence reducing costs. When employee @ylven the opportunities of
contributing their ideas and suggestions in® dﬁ%ﬁn making, increased firms’

performance may result since deep employe&@%ment in decision making maximizes

viewpoints and a diversity of perspecf K

It has been affirmed that four@spondmg outcomes of employees’ involvement or
participation in decision w which include; quality improvement, which means that
better information and use- can clarify tasks goals, and bring about qualitatively
better decisi@cr ase in employees’ commitment and acceptance of decisions
throug a@se of “ownership” (having been involved in decision-making). This
out@e increases the likelihood that goals will be effectively implemented. Support of

participative approach and continuance of its effects overtime, due to learning
through behavioural practice; this represents the behavioural process effect. Increase
adaptive capacity of the organisation. Development of shared norms and values may

result into more effective use of inter-dependency relations among organisation members,
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through an organisational process based on collaboration, as opposed to win-lose
conflict®.

Employee transparency is a philosophy of employees sharing information freely in an
effort to benefit the organisation and its people. Organisations benefit from practicing
transparency when revealing policies and procedures. Revealing such policies and
procedures through media could enhance political transparency and coul&')&&nce the
voices calling for more transparency in these administrative .ﬁ%}ancial areas.
Transparency ensures all parties have access to informati(&lg\out the organisation.
Transparent employees are accountable for their actions&ﬁsﬁﬁ, and decisions, because
these are available for others to see and evaluatf&fyes of this information mainly
depend on the activities of the organisation@) portance of employing transparency

surfaced as a result of increased comi ﬁ@?etween multinational companies which led

N

to increased corruption’. Thres’&fj of transparency were identified, and identifying
the dimensions of transparer@%at make up this complex construct. It affirmed that
transparency efforts of rg}gations need all three qualities (i.e., substantial information,
participation, @tability) in order to build, maintain, and restore trust with
stakeholder Qafﬁrmed that the purpose of transparency is to increase trust. He adds
that tf%ﬁrency is a mean to an end, a method and a guiding principle.

@as been established that transparency contributes to productivity of the organisation
through increasing the employees’ faithfulness to the organisation. Managerial
transparency has been proved as a contributing factor of successful organisational change

management; because, when future plans of the organisation are transparent employees

voluntarily get adapted to the change. It is also said that transparency is an appropriate
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means of building trust and loyalty of stakeholders. It is observed that “internal”
transparency which is “an outcome of communication behaviours within an organisation
that reflects the degree to which employees have access to the information requisite for

their responsibilities” is of paramount importance>”.

2.1.3 Concept of Organisational Culture ¢ ®

Organisational culture is a widely used term but one that seems to give a degree of
ambiguity. It is emphasised that the concept of culture originally d‘e%i from a metaphor
of the organisation as ‘something cultivated. For the pa§§{1d Ber of decades, most
academics and practitioners studying organisations su@s}%he concept of culture is the
climate and practices that organisations develo; @ their handling of people, or to the
promoted values and statement of beliefs ﬁrganisation”. It is highlighted that ‘the
only thing of real importance that @\ﬁ is to create and manage culture; that the
unique talent of leaders is their (@y to understand and work with culture; and that it is

an ultimate act of leadersﬁ&tgﬁestroy culture when it is viewed as dysfunctional®®-.

.\
Culture therefore rganisations a sense of identity and determines, through the

organisation’\sd nds, rituals, beliefs, meanings, values, norms and language, the way in
Which%;% are done around here’®!. An organisations’ culture encapsulates what it has

ood at and what has worked in the past. These practices can often be accepted
without question by long-serving members of an organisation and become part of the
established way of doing things®?. Over time the organisation will develop ‘norms’ i.e.
established (normal) expected behaviour patterns within the organisation. A norm is

defined as an established behaviour pattern that is part of a culture®.
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The concept of culture is what distinguishes an organisation in terms of originality,
change management, risk taking, consistency and assertiveness from other organisations.
The culture of every organisation is represented by the values, beliefs, customs and
traditions of its members. This culture articulates the core values which are collectively
shared by the same organisation’s members®. Organisational culture is literafl@scribed
by many researchers in diverse studies for various measures. It is asse at culture is
critical to understanding any society or group. Through the p‘r%: of socialization
individuals bring into groups. Groups have the capad;@ghape, influence, and
determine group members’ outlooks, viewpoints, ou@%‘mdes and indeed behaviours.
Organisations are created to solve societal r@;ns. So that organisations employ
individuals to assist them in the task of sc:l\v; ngir assigned societal problems.
However the behavioural borde a@organisational members creates a pattern of
behaviours, values and attit %t can be distinguished, isolated and identified as
strange organisational cuﬁ!.)And the researcher measured organisational culture the in
term of involvem@s?stency, adaptability, and mission and employee performance
measured iq\pd ability, productivity, and employee motivation. On other hand, it is
statea%gday cultural clashes in any international project organisation have led to an

ed emphasis on preparedness on possible conflicts existing in cross-cultural

cooperation. Cultural differences often result in varying degrees of conflict and require

careful consideration®.

It is emphasised that perhaps the most intriguing aspect of culture as a concept is that it

points us to phenomena that are below the surface, that are powerful in their impact but
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invisible and to a considerable degree unconscious. An analogy was used that culture is
to a group what personality or character is to an individual. One can see the behaviour
that results, but often we cannot see the forces underneath that cause certain kinds of
behaviour. Yet, just as our personality and character guide and constrain our behaviour,
so does culture guide and constrain the behaviour of members of a group through the
shared norms that are held in that group. It is affirmed that there are Visibgghnvisible
levels of corporate culture (the ‘culture iceberg’ analogy the vi .'mg@vels (surface
manifestations) of the ‘culture iceberg’ incorporate observable gymbols, ceremonies,

stories, slogans, behaviours, dress and physical settin@‘he invisible levels of the

‘culture iceberg’ include underlying values, assum@%, beliefs, attitudes and feelings.

Often, change strategies focus on the Visible@

It is emphasised the more visible @e@culture (heroes, rites, rituals, legends and
ceremonies) because it is these @butes they believe shape behaviour. But it is the
invisible levels that may&e\%ﬁore interest to public sector organisations in terms of
their influence in ressing or impeding organisational change. A critique of
researchers W@ch trate on one or a few attributes, proposes a multi-layered model
which he éetured as a ring. Rousseau’s rings are ‘organised from readily accessible
(ou%la ers) too difficult to access (inner layers)’. Rousseau’s model appears to capture
@he key elements of culture: ‘a continuum from unconscious to conscious, from

interpretative to behaviour, from inaccessible to accessible®’.

Organisational culture is a widely used term but one that seems to give rise to a degree of
ambiguity in terms of assessing its effectiveness on change variables in an organisation.

For the past number of decades, most academics and practitioners studying organisations
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suggest the concept of culture is the climate and practices that organisations develop
around their handling of people. Organisational culture, then, is made up of more
‘superficial’ aspects such as patterns of behaviour and observable symbols and
ceremonies, and more deep seated and underlying values, assumptions and beliefs. Some
proponents argue that organisational culture can be changed by focusing on the more
visible aspects such as rites and rituals, as these help shape behaviour. H(g@er, others
argue that this is a misunderstanding of culture and that the ‘dee .’\g@ts of culture

such as beliefs and feelings must be taken into account when glg% ering organisational

Organisational culture is either a force for h@r a definite barrier to it; hence

culture and potential changes to culture®®,

managers are increasingly challenged with chaaging an organisation‘s culture to support
new ways of accomplishing work. S\g&d out that organisational culture performs
four functions: gives members a %e of identity, increases their commitment, reinforces
organisational value san% as a control mechanism for shaping behaviour. It is
important to note tl@ ders shape and reinforce culture by what they pay attention to,

how they be VG,Q) they allocate rewards and how they hire and fire individuals®’.

Organi ti@b culture could also be seen as an effective means of sharing values,
malgin%ispersed work units and increasing workforce. It is posited that organisational
g.lre is even more important today with the information age which has arrived in full
force and technology along with all of its advancements than it was in the past. An
organisation’s customs, traditions, and general way of doing things are largely influenced

by the common perception held by the organisation’s members. Organisational culture
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has been perceived as blueprint of shared values which helps to increase the consistency

of employee behaviour and beliefs.

Organisational culture has reflected in the customs, beliefs, norms, morals, ethics and
core values of its members and thereby helps in increasing competitive advantage and in
turn serves as an avenue for managing strategic capabilities and achievement o\ rporate
goal. Organisational culture has played prominent roles in adapti.ngé%"&temal and
internal changes; maximizing the value of employees through 0 isational learning,
knowledge management and creativity; and also the willing 0'share knowledge and
undertake risks’!. Inversely, it is explained the n@%}f cultural influences and
management of the environment through s%.@é%eak cultures. An organisation’s

success can be determined not just to adg1 eneral way of doing things but to take

several requisites that help to inﬂu@

framework has been developed_that,commonly differentiates between strong and weak

anage the environment. In view of this, a

cultures. A strong cultur&gn{iowed with the organisation’s shared values which are
more directly related ¢duce turnover and promote job satisfaction’?. It is also added

that a strong @‘[Piga means to the actualization of the strategic intent, mission and

vision ;ta%hmt of the organisation. However, it is evident that the culture of the

org@sa ion influences the style of management and the performance of the employees in
@vorkplace”.

Since culture has a greater influence on the behaviour and performance, every
organisation through the managers must therefore have a numerous channels of
transmitting their cultural values to the employees. Some of the several ways of learning

the culture of the organisation were highlighted. This includes; stories, rituals, material
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symbols and languages’™. A descriptive explanation was provided about the past, give
insight into the present and anticipate for future occurrences. This enlightenment focuses
on the rationale behind the establishment of the organisation, the core values, actions and
reactions to past mistakes, and organisational coping strategies. The values are the actions
that articulate and strengthen the key values of the organisation, management style, the
strategic intent and objectives as well as the resourcing strategies of the or%g&ion. The
material symbols serve as a means to spread messages like values o " ?@y, risk taking,

honesty, equality, resourcefulness, inventiveness, and disciplin@ﬂ\le employees’.

It is surmised that an organisation’s culture can be %&%}naﬁon of three categories
bureaucratic, innovative, or supportive. @Jcraﬁc culture is hierarchical,
compartmentalized, organized, systematic, ahd/has clear lines of responsibility and
authority. An innovative culture re@l)‘)&\ﬂ reative, results-oriented, challenging work
environment’®, A supportive @re exhibits teamwork and a people-oriented,
encouraging, trusting wo@vnmen‘t. Organisational culture could be build up by two
essentials factors of *group; structural stability of a group and integration of single
item in superi@@d d. It is stated that organisation’s norms and values have a strong
effect @0 those who are attached with the organisation. It is considered by him that

%invisible but if the organisations want to improve the performance of the

nor@
Qloyees and profitability, norms are places first to look”’.

It has also been identified that other examples of material symbols which include the
structures, composition of employees, size of offices, trademarks, logo, and so on.
Organisation adopts and uses different languages as a way to identify members who

shared common values and with relatively stable characteristics. To the new employees,
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they are frequently overwhelmed with acronyms and jargon that, after six months on the
job, have become fully part of their language. Organisational members are able to
understand how their communicative actions and interactions contribute to the increased
performance and organisation’s mission and philosophy. It is adduced that effective
performance cannot be attained without a formidable cultural values’. It could be
contended that the relationship between organisational culture a%}nployees’
performance cannot be quantified since both variables depend on ea. Q@' for success.
Since culture is what distinguishes an organisation from another, therefore the strategies
; “ﬁw
and practices put in place will be quite different as we&@s believed that formidable
cultural values and diversity have a signiﬁcz;ﬂ\Q%?ﬂuence on the performance,

commitment, morale and motivations of an a@ in the banking sectors’.

Organisational culture is a dynar(cl)@ that creates peculiarity and distinction
between one organisation and rs. This culture serves as an integrative way of
embracing the organisati&a&ether by providing principles that guides the attitude,
thoughts and behaviotr\of the employees”. Due to the diverse nature of workforce, it
becomes img@a)@ organisations to draw a blueprint of culture that moulds
employ e.@ﬂ the way management desires. However, one of the management
pren@ml‘%'tes for new employees is there willingness and acceptance of the organisation’s
g cultural values. At the same time, management seeks ways of recognizing and
harmonizing the gender, religion, race, ethnic, and other differences that these employees

bring to the workplace.

The culture of every organisation is particularly resistant to change and even when a

culture needs to be changed, the management has little or no influence because the
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employees must have been committed to them. Organisations also tend to be efficient
because they have shared values that are consistently reliable, harmonized, and integrated.
Above all, management at all levels must create a culture that promotes the attainment of
corporate goals and increased employees’ performance. In addition, employees’
performance through competitive competence of organisation can be improved by

building strong people and effectively managing their differences and inte%@tg them to
the shared values®’. E‘\QO

It is important to note that there is no just one organisa@gl'\culture. It is widely
recognised by the academic literature that different org@e%ons have distinctive cultures.
Also, there may be more than one culture v%%%rganisation. One classification of

culture types that is proposed is Competing ues Framework (CVF). The CVF has

been used in a number of studieQ.-)' tigate organisational culture®!. The CVF
examines the competing dema within organisations between their internal and
external environments or@e hand and between control and flexibility on the other.
These conflicting d ds constitute the two axes of the competing values model.
Organisations w1tg’§nternal focus emphasise integration, information management and
comm i(%bn, whereas organisations with an external focus emphasise growth,
res ‘%:quisition and interaction with the external environment®>. On the second
%ension of conflicting demands, organisations with a focus on control emphasise
stability and cohesion while organisations with a focus on flexibility emphasise
adaptability and spontaneity. Combined, these two dimensions of competing values map

out four major ‘types’ of organisational culture revealed in theoretical analyses of

organisations®3,
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The internal process model involves a control/internal focus in which information
management and communication are utilised in order to achieve stability and control.
This model has also been referred to as a ‘hierarchical culture’ because it involves the
enforcement of rules, conformity, and attention to technical matters. The internal process
model most clearly reflects the traditional theoretical model of bureaucracy and public
administration that relies on formal rules and procedures as control mec@ s8. The
open systems model involves a flexibility/external focus in .Ng@adiness and
adaptability are utilised in order to achieve growth, resourc@:&ulsition and external
support. This model has also been referred to as a ‘devg&@\ental culture’ because it is
associated with innovative leaders with vision who &&)Q\%aintain a focus on the external

environment. These organisations are dynarr@%ntrepreneurial, their leaders are risk-

takers, and organisational rewards are H@o individual initiative®.

O

The human relations model inv@a flexibility/internal focus in which training and the
broader development of an resources are utilised to achieve cohesion and employee
morale. This model anisational culture has also been referred to as ‘group culture’
because it is %jgat d with trust and participation through teamwork. Managers in
organi i@)\df this type seek to encourage and mentor employees.

Thwt;‘%nal goal model involves a control/external focus in which planning and goal
sétting are utilised to achieve productivity and efficiency. This model of organisational
culture is referred to as a rational culture because of its emphasis on outcomes and goal
fulfilment. Organisations of this type are production oriented, and managers organise
employees in the pursuit of designated goals and objectives, and rewards are linked to

outcomes. The importance of this academic understanding of types of culture is not that
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the types exist in any pure form in organisations. It is possible for organisations to display
several cultural types. Rather, it is that such typologies help in our understanding of
predominant cultures and thinking as to what re-balancing is needed if culture is to be

shifted to support new practices and values®.

Understanding of organisational culture and cultural types also helps our un(Wanding
of why managerial reforms may impact differently within and between 'glﬁations. An
organisation with a predominantly internal process culture, for Q%'p\e, may be more
resistant to reforms aimed at promoting innovation. One Wo\f%a) expect staff in high
uncertainty avoidance cultures to be more concem%@ rule-following and more
reluctant to risk changing jobs — both factorsg. %portance for those reformers who

want to deregulate bureaucracies and en%i more rapid job change in the public

service’. Practitioners in both the @%&ﬁ

organisational change often requi%@hanging the organisation’s culture and learning®’. A

public sectors have come to realise that

good example is improv@eer progression arrangements in the organisation. It is

affirmed that there i €ed for a change in organisational culture in many areas of a
department. p@%a , it is affirmed that ‘developing a culture in which career
progre 10@\1{1 development of staff is prioritised represents an important retention and
mo%ltl tool®®. It is surmised that culture can either facilitate or inhibit institutional
@sformation depending on whether or not the existing culture is aligned with the goals
of the proposed change. This is also in terms of culture facilitating innovative initiatives

in the public sector and providing a supportive environment for developing ‘enterprising

leaders®®.

61



If culture is important, is it possible to manage culture change? Culture change involves
moving an organisation on from one form of culture to another, often through a culture
change programme. Managing this cultural change programme requires that attention be
paid to a range of issues. A number of key factors are elucidated®: which include
creating a receptive climate for change, top leadership drive — coherent and cohesive,
requiring an articulate and precise vision from the top, discrepant act@ increase
tension, use of deviants and heretics, new avenues for articulatin .&$@, reinforcing
structural change and rewards, use of role models, deep §§cia‘%isation, training and
development, new communication mechanisms to traK%N& new values and beliefs,
integrated selection criteria and removal of deviants Q%persistence and patience.

D

It is however, suggested that it is important t&%&e with cultural awareness rather than

to directly manage the culture. A ig@k}r of ‘riding a wave’ was used to explain

managing culture. ‘The best the S&' r can do is to understand the pattern of currents

and winds that shape and dir waves”’. He/she may then use them to stay afloat and

steer in the desired pa .&this is not the same as changing the basic rhythms of the
5

“
ocean’. There :e@

e, competing views in the literature as to the degree to which it
is possible K

partié%l by influential leaders. Others argue that directive, top down change is

age culture. Some argue that culture can be directed and controlled,

%@y to be successful in the long run, and that managing culture is either not possible
or only possible if the complexity of reality is understood and change is progressed in a

consensual and longer-term manner®!.

It takes effort for an organisation to establish an explicit, highly distinctive culture that

stands out from the crowd. It was affirmed that a unique corporate culture provides value
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to the organisation and, therefore, hard to duplicate or imitate. In this regard, it helps to
build and sustain an organisation competitive advantage. For this to happen, the
organisation has to have a mission statement and values that have meaning; a statement
that people will take seriously; a set of overarching beliefs that serve as powerful guides
for everyday action and that are reinforced in a hundred different ways, both symbolic
and substantive. Organisations that value innovation encourage high @g\@hyee job
performance because by so doing, it promotes competition amon d loyees. This
will make every other employee in that organisation to bring Qut their best in order to
: %w
stand out and receive rewards and recognition®?. &%\
RS
An organisational mission is an organisation's @1 for existence. It is sometimes
referred to as a creed, purpose, or statement orporate philosophy and values”’. The
mission of an organisation is alignede;-)ﬂ:}éx ectations of its targeted customers, so as to
achieve its ultimate returns®>. It o%reﬂects the values and beliefs of top managers in an
organisation. It thereforejAall s with the organisations leaders to define these values
and then help the emplayees discover how their personal values are validated when they
perform their @Q aecordance with the organisational values. This will make personal

and ‘cz%@u values increase staff engagement. Therefore, employees gain more

fulfilments from their job and are motivated to work harder, bringing their best to their

It was also added that a high-performing organisation has a committed workforce that is
aligned with mission, vision and values and is motivated to achieve organisational
objectives. It was affirmed that culture offers a shared understanding about the identity of

an organisation. The right culture can make employees feel that they are valued
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participants and, as such, become self-motivated to take on the challenge of realizing the
organisation’s mission and work together as a team. It can transform an organisation’s
workforce into a source of creativity and innovative solutions®®. The involvement of

culture has a great influence on employee performance in an organisation.

Involvement in this context is to be understood as a regular participation of en{@yees in

deciding how their work is done, making suggestions for improvem oal-setting,

planning, and monitoring of their performance. A performance‘@ 1s built around

shared desire to exceed expectations and achieve remarkable 1fs. However, this starts

with individuals. Organisations with high performing@%a\res see their employees as

their number one asset. They treat employees it@lty and respect, grant them greater
i

autonomy, involve them in decision-makir% rate individual and team achievements,

and use a full range of rewards and @h

Also, organisations that uphol%n involvement culture emphasize the input and

t to enforce high performance standards®’.

participation of its membé&ése organisations, therefore, make their members become
highly concerned ab rganisational immediate interests and increase the cohesion, so

they can easilerQa eement in existing challenges®.

WV

One Q enhancing employee job performance is by involving them in the
@ation’s decision-making at least to a level that they are allowed. There are
Qsions that require secrecy due to their nature, and this is understandable, but there are
others that should involve employees in an organisation. These decisions should be made
with the participation of the people they affect; this means consulting them or having a
discussion in order to get their views and generate new ideas’’. An organisation with a

culture of involving its employees will tend to perform well because the employees will
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own the decision, and, therefore, hold them-selves responsible in case of any failure. It is
easy to get so swept away thinking of solutions in board meetings that managers forget to

consult the people who matter: the employees®®,.

Employee empowerment can be an integral element of organisational culture change in
that it embodies the concepts of intrinsic motivation, internal justification -f@cision-
making, shared responsibilities, and integration for problem solvin %'g&employees
mature in an organisation, they gain more knowledge, internali "i?gcation for the
actions they take, and become more intrinsically motivateds A@s’ﬂie this internalization
process, employees tend to take a more active role in i%@ning in the actions of newer
employees and offering feedback regarding :@%re-consistent behaviours. When
S

employees are empowered, they feel motivat work because then nothing holds them

back as they know what is expected CS&H d are competent in their duties®.

More open forms of participatf@anagement give workers decision-making authority
regarding their domains (Monsibility. When companies shift to the more open forms
of participative man@e}t, they begin the process of empowering their employees. It
could be asse %t an organisation's level of empowerment is related to its culture. A
stron, supports the empowerment process in many ways!%. First, companies with

cultures provide continuity and clarity with respect to their missions. Second,
companies with strong cultures minimize mixed signals because they have reduced

ambivalence in their communications, and management tends to speak with one voice.

Third, companies with strong cultures have a central core of consistency that drives the

basic decision-making processes throughout the organisation. This central core promotes
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consistency regarding basic values and beliefs, yet allows for individual interpretations
and responses for items outside the central core. Fourth, strong culture firms help
employees build social currency based on track record, reputation, knowledge, and
network of relationships. This social currency builds communication and trust and
provides the power to get things done independent of formal titles and authority%

It could be emphasized that an organisation that effectively communicat \rmation to
its employees and makes it accessible to its employees make!%'n\feel part of the
organisation. This makes employees want to do their beshn@gﬂfor their pay cheque,
but for the organisation. The kinds of information tha@% transmitted to employees
include: the long-term plans of the org%si %nd new developments such as

opportunities or problems faced by organisadtions'??.

Another way of establishing a
culture of involvement in an organi@i)o\\y incentivizing employees so as to increase

their performance. This can be@ informing them of the financial position of the

organisation and, when pd;{)% sharing with them the profits.

" . .. . .
Most employers beg}@bhat offering additional money will draw more production from
their employ&d any times this is not true. What employees most often want is to know
that t er to the company or organisation. Adding to their salaries does show them

% are important, but normally this is the least effective means of increasing employee

03

rformance. It is also the most expensive!®. Some little gestures of recognition

p
employed by an organisation increase employee job performance. Multinational
organisations for example put up a map on the wall of the staff canteen. When people
join the company, they put a pin on the country they are from. This makes the new

employee feel welcome to the team, and is good for communication. Organisations that
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have a culture of celebrating birthdays, organizing get-togethers, whether it’s paintballing
sessions or a small glass of wine in the staff room at the end of an afternoon, helping a

charity is another way to give workers a common purpose and a feel-good factor!'*,

It could also be asserted that organisations that have a culture of recognizing for a job
well done boost morale and offer a greater sense of achievement. The moment egployees
understand that they are appreciated and that their efforts matter beyo é&zing a pay
check, performance will normally increase. Regular times of ﬁ%}l’ﬁon in small or
simple ways can help employees know their value and i@sa'ﬁe their performance.
Another strong trait of organisational culture that er%g%s high performance among
employees in an organisation is team work'% & rmised that organisational norms
that encourage cooperation, teamwork, a d icipation are related to performance
because they facilitate group coo@ﬂj@ and synergy of divergent organisational
resources. It could be added that @eover, self-actualization and employee development
are the basis of creatingwl% pool of organisational resources that reflect the human

capital within organi fis and lead to organisational efficiency!'®. Consistency in an

organisation i@e inent for its growth.

W\

Consi mplies the extent to which the values, beliefs and standards of behaviour are
@d and shared among employees in an organisation. Organisational culture defines
Q)rmative order that serves as a source of consistent behaviour inside an organisation.
Consistency culture, in fact, is a theory of strong culture. Consistency culture in an
organisation is manifested by widely shared beliefs and values that help organisational

members to reach consensus and take concerted action, so as to have a positive impact on
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performance. Such a high degree of unity within an organisation can save on manpower,

materials, financial and other resources, whilst boosting performance!?’.

An organisation will operate more productively as a whole when key values are shared
among the majority of its members. To this end, employees need to be comfortable with
the behaviours encouraged by the organisation so that individual motivati@n\ group
productivity remain high. High functioning organisations comprised igééﬁals whose
overt behaviours are consistent with their covert values. Alf@s is of crucial
importance to managers. Senior executives usually set the t&f%ﬁ& exerting core values
that form the overall dominant culture shared by t%%})rity of an organisation’s
members. So, if management does not take t%@e to understand the culture that

motivates an organisation, problems are ir% . New procedures and activities will be
very difficult to implement if they d(< n:oé(és

A culture of consistency is cre@j& leaders in the organisation who are meant to be role

with the organisation’s culture!®,

models. The stories leadeM, the decisions they make, and the actions they take reveal
an implicit cultural @Z&ion for followers. Employees learn what is valued most in an
organisation atching what attitudes and behaviours leaders pay attention to and
whet eaders own behaviour is consistent with organisational values. Again, as

who have the voice of the organisation, they must be sure to communicate clear
expectations for every member of the organisation. These expectations should be
supported by the words and actions of managers who regularly let people know how their

work is important to the organisation'®.
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Another technique of creating a consistent culture in an organisation lies with the top
management. In order to promote a culture of consistency, leaders can design the
physical work environment to reflect the values they want to promote within the
organisation. The authors give an example of having common eating facilities for all
employees, no special parking areas and similar offices is consistent with the value of
equality; an open office layout with fewer walls separating employees is @&m with

the value for open communication''’. In designing its headqua;%f\%@gle provided
open workspaces and an environment that provided co-worker g‘[ ct and interaction. By
providing a clear sense of place and purpose for its e@ es, Google succeeded in
communicating an employee-friendly culture ﬂ@@ its facility design, with the

architecture and comfort of the setting reinfo@&he cultural and aesthetic elements in

the building. This, in turn, improved éﬂ)@g job performance!!!.
Leaders who plan most of the%ork should give individuals assignments that are
consistent with their stredxhs)%d interests and opportunities for continued learning and
growth!!2, It was assestgd®that organisational values, which form part of the corporate
culture, great a@% facilitate the recruiting process. Serious organisations have a
particular @vof recruiting; this depends on their kind of business. At recruiting, there is
ap ‘ﬁm trait organisations are looking for. For an organisation to maintain its high
@ormance culture, it has to be consistent in how it recruits hiring only the best with
specific qualifications. Consistency can also be looked at from the point of view of the
organisation and employee as far as values and purpose are concerned. If there is

consistency in values between the two, then there is a match. It was also affirmed that the

degree to which an organisation’s values match the values of an individual who works for
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the company determines whether a person is a good match for a particular organisation. It
is affirmed that it is important for individual values to match organisation culture because
a culture of shared purpose results in actions that help the organisation achieve a common

or collective goal'!3.

Consistency, as an element of organisational culture cements positive as in an
organisation hence helps establish a strong culture which, by extens.imb;éﬁ to a high

3\

performance organisation. There is no doubt that organisations strong corporate

culture have an almost unfair competitive head start. Emp s“in such organisations

have reasons to care about how they perform. Even t%gﬁenges presented by mind-

bending change whether imposed by the mark t@r necessitated by internal growth
S

are easier to handle because a stable culture b a fast-moving, flexible organisation''4,

2.1.4 Concept of Emotional Int lli@

Emotions not only give colourq{l@'@so meaning to our lives and experiences. The crimes
and even inhuman acts aMecause of emotions. Emotions play a very important role
in human behaviou@ji?e. In fact, even moral behaviour is based on emotion to some
extent. The elﬁtﬁ?is defined as ‘a strong mental or instinctive feeling such as love or
fear i many bodily processes, and mental states. An emotion combines cognition,
@arousal and behaviour in a readymade formula for responding in line with the way
the situation has been interpreted. There is a huge difference in the ways of feeling
emotions by human beings and animals although both of them experience anger, fear,
sadness, and joy. Emotion can be defined as the “feeling” aspect of consciousness,
characterised by certain physical arousal, a certain behaviour that reveals the feeling to

the outside world, and an inner awareness of feelings. Emotion is associated with mood,

70



temperament, personality and disposition and motivation. The English word ‘emotion’ is

derived from the French word ‘emouvoir’!!,

Energy in motion is an emotion and is a way of expressing oneself in life. Emotions
cannot be considered as good and bad as each emotion has a specific role to play in
colouring our life. Emotions expressed by humans can be divided inte {@ broad
categories and are called as positive and negative emotions. In posi '\Q&hotions an
attempt or an intention to include is expressed. They are fuelled ‘}%rlying desire
for enjoyment and unity. Interest, enthusiasm, boredom, Hter, empathy, action,
curiosity are the examples of positive emotions. In %&%\ve emotions an attempt or
intention to exclude is expressed. They are fue le@ underlying fear of the unknown,
a fear of the actions of others, and a need to“eontrol them or stop them to avoid being
harassed. Apathy, grief, fear, hatre@?éﬂ%,blame, regret, resentment, anger, hostility

are examples of negative emotionﬁhe negative emotions are helpful and act as a motive

in moving away from wh&r&ﬂoesn’t want and positive emotions are useful for moving

towards what one waﬁ‘?’n

There are hun@dﬁ of emotions along with their blends. The basic members and families
of e hough not all agree on them, which are proposed by some theorists are as

@: The basic families of emotions are: Fear (safety) which involves anxiety,
apprehension, nervousness, concern, consternation, misgiving, wariness, qualm, edginess,
dread, fright, terror and in the extreme cases phobia and panic. Anger (justice) reflects
fury, outrage, resentment, wrath, exasperation, indignation, vexation, acrimony,
animosity, annoyance, irritability, hostility, and perhaps these are manifest in the extreme

as hatred and violence'#. Sadness has some features as (loss) grief, sorrow, cheerlessness,
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gloom, melancholy, self-pity, loneliness, dejection, despair, and depression in the
extreme case. Enjoyment (gain) shows happiness, joy, relief, contentment, bliss, delight,
amusement, pride, sensual pleasure, thrill, rapture, gratification, satisfaction, euphoria,
whimsy, ecstasy, and at the far edge, mania. Love (attraction) means acceptance,
friendliness, trust, kindness, affinity, devotion, adoration, infatuation, and agape. Disgust
(repulsion) reveals contempt, distain, scorn, abhorrence, aversion, distaste%@\evulsion.
Surprise (attention) includes shock, astonishment, amazement, and ‘ Shame (self-

control) means guilt, embarrassment, chagrin, remorse, humilig& regret, mortification,

'01%
and contrition!!®. &%‘\\‘

There are some general characteristics of emotiory\sqg) emotions have certain definite

characteristics. Different emotions also hav%l own characteristics and behavioural

patterns. Some of the general charact ﬂg@)f emotions are as follows:
no:ha

Emotions and biological drives niea t emotion mostly occurs when any basic need is

thwarted or challenged or wl@bhch a need is satisfied. Emotion is said to occur as a

0’

hxpected danger!!”. Anger is a response when some activity is

response associ t@
gﬁ

blocked. Simi

reaction when some b@ee is frustrated or properly satisfied. For example, fear is a

joy is felt when the need is satisfied. The other way in which emotions
are re‘%to biological needs is that they not only occur as a reaction to the thwarting of
@Q, but also, as experiences that help and direct the organism towards the satisfaction
of the needs. To cite an example, in anger one could be able to use more energy in
fighting the obstructing situation. Thus emotions serve the organism in a helpful manner

in the satisfaction of basic needs.
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Emotions and reasoning reveals that emotion does not surge up in the most challenging or
disturbing situation in facing the problem by reasoning and thinking. An emotional

response is always weakened by the application of our reasoning process'!”

. Logical
reasoning locks emotions and strong emotions block logical thinking. These two
phenomena seem to be opposed to each other. It is known that emotion is a primitive
form of reaction than reasoning. Emotions have their own biological Valu@ing the

organism to meet an emergency situation. In critical situations im %and vigorous

action is called for and there may not be much time for thinkin@@\reasoning.

Emotion and overt behaviour shows that each emotion@ rtain definite muscular and

overt behaviour''®

. Generally, each emotion is a@ave its own expressive behaviour.
But many emotions have common express @ns. Certain strong emotions have their
own characteristic behaviour patte .. thstance in anger, there is typical behaviour of
attacking and all activities conn with it. In fear, there is the activity of fight or
escape. Several other forthg of'evert behaviours such as smiling, laughing and crying are
also expressions of tions. Emotions and internal response affirms that when one

experiences @J@m there are certain internal activities and disturbances in the

autonomi ‘\'ous system, ductless glands and visceral organs!''®.

@ns and mood reflects that unlike feelings emotions are very strong in intensity. So
?;emotional experience even after it ceases, leaves behind a kind of ‘after feeling’
called as mood. We all might have had experienced these moods at some point of time or
the other in our lives. For example, after we had an outburst of anger, for a much longer
time we would be in an angry mood. When we are in this mood we are liable to become

angry even with a slight provocation. After an experience of intense fear, we would be in
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a frightened mood for much longer time and unexpected sound or event will make us

afraid again''.

There are some physiological changes in emotions that she human behaviour, these are
include; facial expressions which are various muscles of the face including the eye, the
lips, the nose and the forehead undergo changes by way of twisting and taki ifferent
poses. Most of the emotions have their facial expressions but it may not 6%'1;'&5 be easy to
judge the emotion from these expressions. Some facial expressionﬁ%'}iversal1 19
Muscular adjustment shows that Sometimes the entire m@fﬁ system of the body
undergoes contraction and adjustments. For example, %ﬁly changes that take place
in “startle reaction” when there is quick, un x@ and strong stimulus. The startle
response consists of sudden movement of t&d, blinking of the eyes, a characteristic
facial expression, raising and draw@jéw d of the shoulders, turning inward of the
upper arms, bending of the elbo%, turning downward of the forearms, flexion of the
fingers, forward movem%&ﬂe trunk, contraction of the abdomen and bending of the
knees. Some have ttoned considering ‘startle reaction’ as an emotion as they
consider startlee)gio as one of the basic reflexes. There is some truth in this claim as
the sa t@@f bodily changes also appears in cases of fear response!?’,
Ges@e and movement of the hands reflect that gestures may sometimes involve the
%emen‘[s of the whole body. Change in voice could be noticed when the voice gets
affected in an emotion. When excited the voice becomes loud and high pitched. Under
fear the voice takes a sinking and low tone. There are other changes of a miscellaneous

nature associated with emotions such as the hair standing on end, stimulation of sweat

glands, drying of the tongue among others. Another change that takes place under
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12! For

emotions is the fact that we have unusual amount of energy at our disposa
example, when one is fighting a fire, one seems to have strength and energy beyond
ordinary limit. When one is running away from danger, one is able to run much faster and
the energy at one’s disposal seems to be much more than what is ordinarily available for
us (some of us who may never win a prize at running a race may perhaps even beat a
champion if we were chased by a cobra or a tiger). One could @bnotice a
comparatively weaker person when under strong anger overcomin .ﬁs%@stronger man

in a fight. All these are due to release of abnormal amount oglgrgy helping people to

meet the critical situation and thus preserve our well-bein@

Intelligence has been defined in many diffe%@uch as in terms of one's capacity

for logic, abstract thought, understanding, -awareness, communication, learning,
emotional knowledge, memory, pla@r tivity and problem solving. Intelligence is
most widely studied in human(sﬁ%; has also been observed in animals and in plants.
Artificial intelligence is diﬁs,%ulation of intelligence in machines. Intelligence derives
from the Latin Ve@eﬂigere, to comprehend or perceive. A form of this verb,

intellectus, beenbgh

the Gr el@&losophical term nous. This term was however strongly linked to the

medieval technical term for understanding, and a translation for

me‘u@ 1 and cosmological theories of teleological scholasticism, including theories
@te immortality of the soul, and the concept of the Active Intellect (also known as the

Active Intelligence)'??.

Intelligence is defined as mental capability that involves the ability to reason, to plan, to
solve problems, to think abstractly, to comprehend complex ideas, to learn quickly and to

learn from experience. It is not merely book learning, a narrow academic skill, or test-
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taking smartness. A very general mental capability that, among other things, involves the
ability to reason, plan, solve problems, think abstractly, comprehend complex ideas, learn
quickly and learn from experience. It is not merely book learning, a narrow academic
skill, or test-taking smarts. Rather, it reflects a broader and deeper capability for

nn

comprehending our surroundings "catching on," "making sense" of things, or "figuring
°

out" what to do'%. Q’)&\

There are some nature and characteristics of intelligence and its ﬁ%}ment in humans
which differentiate one individual from the other. InteHi “is not acquired after
sustained labour. It is a gift from nature. Intelligen%@%\lot memory. An intelligent
person may have poor memory. Intelligence i n@ill which a worker acquires after

Q a good behaviour of the individual. To

planned practice. Intelligence is not a guara%

understand the nature of intelligence/© é:%b to know the classification intelligence!**.

Concrete Intelligence is the a ﬂ@f an individual to comprehend actual situations and
to react to them adequateNe concrete intelligence is evident from various activities of
daily life. This typ in ?ligence is applicable when the individual is handling concrete
objects or medicines. Engineers, mechanics and architects have this type of intelligence.
Abst@ligence is the ability to respond to words, numbers and symbols. Abstract

ence is required in the ordinary academic subjects in the school. This is acquired
after an intensive study of books and literature. Good teachers, lawyers, doctors,

philosophers etc. have this type of intelligence'?.

Thus one sees the nature of intelligence as the ability for adjustment to environment,

ability to perceive relationship between various objects and methods, ability to solve
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problems, ability to think independently, ability to learn maximum in minimum period of
time, ability to benefit from one’s own experience and the experience of others.
Therefore, intelligence is an inborn ability of an individual, the distribution of
intelligence is not equal among all human beings. There is wide individual difference that
exists among individuals with regard to intelligence'?®. The main features of intelligence
are the following: Intelligence is an innate natural endowment of the chi ﬁlps the

individual in maximum learning in minimum period of time, t@al is able to

foresee the future and plan accordingly, the individual is.abl to '%a e advantage of his
previous experiences, the child faces the future with cor@\ce, he develops a sense of
discrimination between right or wrong. It also h}d\@; the developmental period of
intelligence is from birth to adolescence, thége 1s @ minor difference in the development
of intelligence between boys and girl :h&s‘ re individual differences with regard to the
intelligence between boys and g?%'iélligence is mostly determined by heredity but a

suitable environment necessalngfmprove it.

It is generally agree oh by almost all psychologists that intelligence increases up to
adolescence a@)@in s in old age. According to Pinter, the development of intelligence
takes p cé&ﬂ rapid space up to the age of 14 years, and then it stops at any stage in
betweendthe ages of 14 — 22 years. It is opined that students and adults reach the limit of
@r intelligence growth at the age of 16 years. This limit is reached at the age of 15
years. Intelligence grows up to the age of 18 years. The researchers of Thorndike reveal
that the power to learn in a person develops up to the age of 22 years and this power
continues to work up to the age of 45 years'?’. According to some psychologists, the

intelligence of dull children grows only up to the age of 14 years and those of normal
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ones up to the age of 16 years. In the case of children of genius category, it continues to
grow up to the age of twenty years. However, the definite age till when intelligence

grows has not been determined. This problem remains even today as it was earlier'?3,

The roots of emotional intelligence concept can be traced back to the work of Charles
Darwin and his belief that emotional expression has a vital role to play in-sx@val and
adaptation'?. Throughout the 1900’s several intelligence researchers th that non-
cognitive aspects were hugely important in constructing a co@nswe model of
intelligence. An idea of multiple intelligences was introduced which”include, Interpersonal
Intelligence, the ability to understand other people’s d@%}ntentions and motivations
and Intrapersonal Intelligence, the ability to u d@ one’s own feelings, motivations
and fears. Emotional intelligence represeé set of competencies that perceive,
understand and regulate emotions@\)}ﬁselves and in others. These emotional
competencies are learned capabilit%based on the level of emotional intelligence that lead
to superior efficiency in ﬁif%\ance. Emotional intelligence could be defined as “the
ability to monitor on wn and other’s feelings and emotions, to discriminate among
them, and use@i)@ ation to guide one’s thinking and actions'*’. The framework
developed Q‘S\Ghem is built around emotion related cognitive abilities and their ability
modédl ides the skills and abilities of emotional intelligence in to four branches, which

are;/ Perceive emotions, use emotions to facilitate thought, understand emotions and

manage emotions.

Emotional intelligence is an important factor that provides improved capabilities for
achieving organisational goals and job objectives, inducing better teamwork through

cooperation and trust. Emotionally intelligent employees tend to have a positive mindset,
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appear more contented, dedicated and loyal to their profession and organisation, which in
turn creates a conducive environment that effectuates improved job performances!'3!.
Burnout at the workplace can be decreased with the ability to manage and regulate one’s
emotions. Employees with high EI levels have been found to have a lower burnout rate in
performing tasks. The absence of employee burnout while performing a

task encourages employee engagement, allowing for consistent focus on t@ at hand,

thus contributing to a higher level of motivation in performances!'2, ‘\QO

The leaders in public management and administration sho onsider traits of EI as
important elements in the characteristics of personnelég%ﬂed into the public sector,
mainly in terms of self-awareness and regulatio rcelved influence of EI indicates

ﬁes which would help organisations to

its inclusion in training and development &‘0

enhance the level of commitment b, f the improved individual behaviour and

team performance of emotionall @ong and consistently motivated team members. EI
determines the performanéxgéﬂployees a high EI level produces high performances,

while a lower level of B%meds low performers!'3?

Literature has Qg}ized that job performance is influenced by employees’ ability to use
emoti cilitate performance one of the four defining dimensions of EI. Employees

@se both positive and negative emotions to their advantage to improve performance.
ﬁexample, positive emotions, such as excitement or enthusiasm, could stimulate
employees to provide better customer service, complete their work assignments, or
contribute to the organisation. Conversely, negative emotions, such as anxiety, could
facilitate employees’ ability to focus on their work tasks. Employees with high emotional

intelligence should be more proficient at regulating their own emotions and managing
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others’ emotions to foster more positive interactions, which could lead to more

organisational citizenship behaviours that contribute to performance'**

. Organisations are
the best settings that require interpersonal interaction. Most of these interactions are
related to the performance of job duties, for example, serving customers, receiving
instructions and reporting to supervisors, or cooperating and coordinating with colleagues
among others. Employees with high levels of EI are those who can m@&e of the
predecessor- and response-focused emotional regulation effecti@ master their
interactions with others in a more effective manner!. \‘%"

Emotional intelligence is a set of competencies where@%?)\nal competence and social

competence plays a vital role in directing and ¢ n@n one's feelings towards work and
efficiency at work. These competencies are téjor factors and his ability to control and
manage his moods and impulses on @T understand one's emotions and feelings as
they occur, and tuning one's s%}o the changed situation, requires the emotional
competency, emotional mﬁ{ig-‘and emotional sensitivity that are demanded on the job.
In a work situation, A@ﬁmance of the employees depends on working with group of
people with c@e)gt ideas, suggestions, and opinions. Effective use of emotional
intellige c@ves better team harmony'*®. Leaders, in particular, need high emotional
>

intel%

the Mighest number of people within and outside the organisation and they set the tone for

, because they represent the organisation to the customers, they interact with

employee morale. Leaders with high emotional intelligence are able to understand their
employee‘s needs and provide them with constructive feedback!?’. It has been widely
hypothesised that individuals who have a high level of Emotional Intelligence (EI) are

expected to accomplish higher levels of achievements both in their personal life and their
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work place and that they contribute significantly to the performance of the organisations

within which they work.

Emotional intelligence may contribute to work performance (as reflected in salary, salary
increase, and company rank) by enabling people to nurture positive relationships at work,
work effectively in teams, and build social capital. Work performance often (%nds on
the support, advice, and other resources provided by others. Emotional i gence may
also contribute to work performance by enabling people to regulaté%}motions o as to

cope effectively with stress, perform well under pressures djust to organisational
change!'38. 6&%

Emotional intelligence has become of wide @erest to psychological research in
recent years. It has been claimed that em 1 intelligence is one of the important factors
that determine success in life and jo Qf_ey\iveness Research has provided an evidence for
a direct link between emotion 1gence and job performance. It was indicated that EI
may be an important adap mechamsm for helping individuals to interact with their
environment; mclud@ rk environment'3. It was reported that EI is twice as important
as technical sk@nd more important than IQ for success in jobs at all levels. It was also
sugge EI is related to success at work and plays a significant role in a certain

% of effective team leadership and team effectiveness. It should be, however,
&sed that studies exploring the relationship between EI and experienced job stress and

its outcomes are rather scanty'#.

The two types of models are best reflected by the two main approaches to the

measurement of EI. Authors categorised instruments according to their measurement
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approaches. That is, trait EI measures (also known as self-report measures of EI) and
effectiveness-based (objective) measures (also known as ability-EI). The former category
concerns models of EI that are intended to measure an individual’s belief about emotional
abilities, rather than his/her actual ability. Mixed models employ a self-report approach.
The Bar-On EQ-I and the Swinburne University Emotional Intelligence Test (SUEIT) are
examples of self-report measures. The latter category (effectiveness-ba@\neasures)
pertains to ability models that include a series of emotion-related que .'Gg which there

N

are more or less correct answers. The only set of effectiveness lgge(j’measures available is
the Multi-Factor Emotional Intelligence Scale (MEIS), ’{%\he ayer-Salovey-Caruso

Emotional Intelligence Test (MSCEIT)!4!:142, . QQ

N

It is affirmed that emotional intelligence is qgto, if not more valuable than, IQ as an
important indicator of one's profese;-)&a d life success. Emotional intelligence is
conceived and composed of fou@mensions, namely'#?: perception and appraisal of
emotion, facilitation of %& using emotion, understanding emotional knowledge,
regulating emotional ught and display toward goals. Emotional intelligence is
conceptualized@)@%of a five-step process. The first step is self-awareness which has
to do wi Q dividual's ability to recognise a feeling as they occur in real-life situations.
This awareness enables a person to have a better understanding of his or her own feelings
@thought that empowers a person to make well informed choices not only for

themselves but also staff and their employing organisation. This attributes help individual

to make effective decisions'*.

The second aspect of emotional intelligence as identified in Goleman's theory is the

management and self-regulation of emotion. Once individuals are aware of their emotion,
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they would have the capacity to put such emotion under proper control so that they are not
unnecessarily handicap by it. The next aspect is self-motivation and effectiveness. It is
characterised by goal orientedness and channelisation of emotion toward desired outcomes.
The fourth dimension is empathy and perspective taking. It involves capacity to recognise
emotion in others as well as understanding other's point of view. The criticality of this in
work setting could be understood from the perspective that in work situati%}cam spirit
is required to get work executed and except there is better understan " her's feeling,

effectiveness will be impaired. The fifth and the final aspect oﬁ%ewmodel is social skills.

With these social competences, it is easier for people to @& interpersonal relationship

effectively!. . '$%
It is suggested that EQ is more critical than @'determining the success of individuals.

An individual's mood or emotions, @ﬁx y that they are managed are postulated to
have an influence on their creati@d intellectual competencies and on their ability to
form and maintain healthy‘{e&rsonal relations. Contrary to traditional beliefs regarding
emotion, they do no press the ability to engage in effective cognitive processing:
rather they ser@g ilter that places a person in touch with critical emotive dimensions.
Being i to@hwith these emotions in turn could enhance the individual's ability to better
analg d understand problems (technical) more comprehensively, thus positively

ithpacting their intellectual abilities!'*.

The idea of developing individual's emotional intelligence to support and foster both
cognitive and social competencies is related to Vygotsky's zone of proximal development
scheme. Within this theoretical framework, Scholar proposed that a child's cognitive

potential and growth is not limited by fixed parameters. Rather there is a zone for which
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further cognitive development can occur. This zone of potential development is affected
by outside influences such as strategic educational programmes that systematically
integrate both cognitive and emotional skills within their structure. Indeed scholar has
argued that social relations (which constitute a primary dimension of emotional
intelligence) are the primary functions for cognitive development. He stated thus:
Emotional intelligence arises from a productive union of the productiv&f@? emotion
systems. The cognitive system carries out abstract reasoning abou .ﬁg@as, while the
individuals high in

\‘3

emotion system enhances cognitive capacity. More specifically.
emotional intelligence have the ability to perceive, under}&ﬁ%&i manage emotions, on
the one hand, and to allow emotions to facilitate the}{&ko ght, on the other. Four facets of
emotional intelligence have been identiﬁed@&iterature. They are: self-awareness,
empathy, relationship management aﬁ@}n management. However, only two of these

facets, that is, self-awareness and§e' nship management would be examined in this
study. Q)(b‘

Self-awareness is the co ni%i ¢ ability to accurately appraise one's own emotions, feelings
and behaviours I@eﬂains to expressing one's feelings. In short, this dimension
references amngindividual’s ability to self-reflect and understand their emotions. Reflection
facilitﬁ%hgeuse of emotional information for making judgements and decisions!#44. The
@Qanding of feelings will impact the accuracy of communicating emotions which in
turn should enhance communication with others in terms of facilitating the understanding
of others’ needs, goals and objectives. This concept allows the individual to make

conscious choices regarding major and minor life decisions. Self-awareness is key to

realize one’s own strengths and weaknesses. Individuals who score high in accurate
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self-assessment are aware of their abilities and limitations, seek out feedback and learn
from their mistakes, and know where they need to improve and when to work with others
who have complementary strengths. Another component of self-awareness is self-
confidence which is a belief in one’s own capability to accomplish a task and select an
effective approach to a task or problem!'#. This definition includes confidence in one’s

ability as expressed in increasingly challenging circumstances and conﬁ@ In one’s
L ]

decisions or opinions. ‘\QO

Relationship management is the ability to perceive and und sta‘? the emotions and
behaviours of others and to modify one's own er@ response to such an
understanding. It is the recursive interpretation® @gﬁ and other's emotions.'* An
individual who is intelligent in this dimensim@ be able to effectively handle conflict
s\ sitive ways. Developing others means to

and to affect the behaviour of othe
n;s and help in building their abilities. Although

understand peoples’ developmen
this ability is crucial for th@cbhanage the leading work, it has also emerged as a vital

skill for effective leade§p at high levels'?’.
.\

Emotional int@g%gof employees could be high or low. It could be stated that
employees with high emotional intelligence tend to label his/her feelings, rather than label
peop ‘ésituations, distinguish between thoughts and feelings, take responsibility for
his/her feelings. Also, such an employee could use his/her feelings to help him/her make
decisions, show respect for other people’s feelings, feel energised, not angry, and validate
other people’s feelings'*. Furthermore, an employee with high emotional intelligence
could also practice getting a positive value from his/her negative emotions; avoid advising,

commanding, controlling, criticizing, judging or lecturing others; and finally avoid people
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who invalidate them, or do not respect other people’s feelings. Employee with low
emotional intelligence tends not to understand the feelings of other employees, inability to
manage stress, poor sense of judgment among others all these could inhibit the quality of

service delivery by employ'#.

The most popular ability models of emotional intelligence in relationship to th@nager’s
performance in the organisation as a set of four exact cognitive natural fo&%}%{at enhance
his/her capability to recognise, cause with and utilise strong se‘@s effectively!’.
Specifically, he/she must possess the proficiencies to; perceiv\ﬁ%s)ﬂon, integrate emotion
to facilitate thought, understand emotions, and manage@%\ons of his subordinates and
clients so as to enhance his productivity in the o@tionm. This view is in line with
that of the authors who noted that emotional .intelligence is a basic ability for learning and

a key feature for efficient leadership@%g emotions by skills of controlling motions

has relationship with managing thr%h emotions.

Managing emotions pracwis related to how individuals behave with each other
especially in the W@CE or in the entire human society; therefore, in educational
organisations as the university management, secretaries’ roles in processing and
dissemi @relevant information to the information seekers are considered important.

i @ill helps individuals in self-regulation, being responsible to others, respecting
ﬁers’ views and articulating feelings. Managing emotions is a skill, which approves the
importance of leadership status in determining educational tasks, performing educational
process sufficiently and self-esteem'#.

Individuals differ in the degree to which they are aware of their emotions (appraisal) and

the degree to which the latter are verbally and non-verbally being expressed. Individuals
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who accurately appraise and express (perceive and respond to) their emotions are likely to
be better understood by the people they work with, and they also have the potential to
better lead and manage people when they are able to perceive the emotions of the people
around them and to develop empathy the ability to comprehend another’s feelings and to
re-experience them oneself!®.

Regulating emotion in the self and others means that people differ in @ﬁility to
manage (monitor, evaluate, and adjust to changing moods) their e .ﬁggas well as in
their ability to regulate and alter the affective reactions of oth 15%. egulation of one’s
own emotions and moods results in positive and negatix@ectwe states. Emotionally,

intelligent individuals are adept at placing themselves:hgﬂositive affective states, and are

able to experience negative affective A%Qﬁat have insignificant destructive

consequences. Emotionally astute peoi}e@nduce a positive effect in others that results

in a powerful social influence (chari an important component of leadership. Using
emotions in adaptive ways m@(bfhat individuals also differ in the ways (functional vs.
dysfunctional) in which h%t)ilize their emotions.

Emotions can: e@ erating multiple future plans (exiled planning); improve the
decision-malkg zgtarocess due to a better understanding of one’s emotional reaction
(creatl‘\%&nking); facilitate cognitive processes such as creativity on the one hand and
@%lity on the other hand (mood redirected attention); and enhance persistence
regarding challenging tasks (motivating emotions). Research has been conducted on the
significance of the construct'#’. Their pure theory of emotional intelligence integrates key

ideas from the fields of intelligence and emotion. From intelligence theory comes the idea

that intelligence involves the capacity to carry out abstract reasoning.
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From emotion research comes the notion that emotions are signals that convey regular and
discernable meanings about relationships and that a number of basic emotions are
universal. It is affirmed that individuals vary in their ability to process information of an
emotional nature and in their ability to relate emotional processing to a wider cognition.
They then posit that this ability is seen to manifest itself in certain adaptive behaviours.
The conception of emotional intelligence is based within a model of intelli%&mt is, it
strives to define emotional intelligence within the confines of the § a %criteria for a
new intelligence!>2. It proposes that emotional intelligengc%mprised two areas:

experiential (ability to perceive, respond, and manipulate @tlonal information without

necessarily understanding it) and strategic (ability tfelgi‘eierstand and manage emotions

without necessarily perceiving feelings well @periencing them)'!,

Each area is further divided in ‘[Q)branches that range from basic psychological

processes to more complex pr@es integrating emotion and cognition. The first branch,

emotional perception, is the ability to be self-aware of emotions and to express emotions
'\

and emotional nee@u tely to others. Emotional perception also includes the ability to

distinguish bet honest and dishonest expressions of emotion. The second branch,

emotio%@lmilation, is the ability to distinguish among the different emotions one is
and to identify those that are influencing their thought processes. The third branch,

emotional understanding, is the ability to understand complex emotions (such as feeling

two emotions at once) and the ability to recognize transitions from one to the other!'*2,

The director of the Institute of Applied Intelligences in Denmark and consultant for a

variety of institutions and organisations in Israel, Reuven Bar-On developed one of the
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first measures of emotional intelligence that used the term "Emotion Quotient". Bar-On's
model of emotional intelligence relates to the potential for performance and success, rather
than performance or success itself, and is considered process-oriented rather than
outcome-oriented. It focuses on an array of emotional and social abilities, including the
ability to be aware of, understand, and express oneself, the ability to be aware of,
understand, and relate to others, the ability to deal with strong emotions, ar@ability to
adapt to change and solve problems of a social or personal nature. .'fﬁé del, Bar-On

outlines 5 components of emotional intelligence: intrapersonal, )%terwoersonal, adaptability,

stress management, and general mood. It is posited that @\onal intelligence develops

over time and that it can be improved through trainh,éx%&ramming and therapy'*2,

It hypothesizes that those individuals with %@han average E.Q.’s are in general more

°
successful in meeting environmen@a

deficiency in emotional intellig{%’can mean a lack of success and the existence of

ds and pressures. He also notes that a

emotional problems. Prob%&?coping with one’s environment is thought, by Bar-On, to
be especially commo ﬁ%ohg those individuals lacking in the subscales of reality testing,
problem solvifig, s§ tolerance, and impulse control. In general, it is considered
emotio igence and cognitive intelligence to contribute equally to a person’s

Qe@

lligence, which then offers an indication of one’s potential to succeed in life!>,
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2.2 Theoretical Framework

The following theories were used to support the study:

2.2.1 Campbell's Theory of Job Performance

The author described the general latent structure of job performance in terms of eight
distinct dimensions. The job performance theory was propounded by Campbell in 1990.
The eight factors are: job specific task proficiency, non-job-specific ta%%bﬁciency,
written and oral communication, demonstrating effort, maintainin ] %al discipline,
facilitating peer and team performance, supervision, and rr.lan ngent or administration.
Job-specific task proficiency is defined as the degree to v@e individual can perform
the core substantive or technical tasks that are centm@gfob and distinguish one job from
another!”3. Non-job-specific task proﬁciency@%other hand, is used to refer to tasks
not specific to a particular job, but is‘@scted of all members of the organisation.
Demonstrating effort captures tl%ga!istency or perseverance and intensity of the
individuals to complete the ta ,(bﬁereas maintenance of personal discipline refers to the

eschewing of negative U&Mrs (such as rule infractions) at work.
'\

Management @%stration differs from supervision in that the former includes
perfor n@ehaviours directed at managing the organisation that are distinct from
supeéis% or leadership roles. Written and oral communications reflect that component
of\the job performance that refers to the proficiency of an incumbent to communicate
(written or oral) independent of the correctness of the subject matter. These eight
dimensions are sufficient to describe the latent structure of performance at a general level
which could be high of low!”™. It could be pointed out that the salience or importance of

these eight dimensions differs across occupational groups. Further, each of the eight
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factors are proposed to have sub-factors that will also vary in their degree of salience
across occupations. The true score correlations between these eight dimensions can be
assumed to be small enough to consider them distinct. Each dimension is likely to produce

rank ordering of employees that is different!”>.

The author anticipated this possibility, predicting that future empirical tests Ww reveal
the need for modification of their theory. Campbell did not specifically r%éﬁ examples
of behavioural episodes with varying levels of expected organi@ value. It is not
difficult, however, to imagine what they might be from the da@go'ﬁs he provided for the
behavioural categories. For example, in the first dimens@@b-speciﬁc task proficiency),
behaviours that represent quick, error-free tas e@)n would carry positive expected
value, and at the other end behaviours téresent very slow or incomplete task
execution would carry negative e@g@ alue. Similarly, in the sixth dimension
(facilitating peer and team perfo@we), behaviours that represent generous help and
support for coworkers in {%mi)zﬁould carry positive expected value and behaviours that

represent indifferenc ward coworkers in need, or hostile and hurtful acts toward

coworkers wm@c@y egative expected value!”.

Thus, Qance in each of the behavioural areas described in Campbell’s model can be
Q@ according to the expected values of all the behaviours that fall under the same
behavioural category. For example, performance on the factor job-specific task
proficiency can be defined as the sum of the expected values of all behaviours related to
job-specific task proficiency that an individual carries out over some standard period of

time.'”?
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Campbell presented a theory of performance that formalized relations and found a
relationship between ability, job knowledge, skill, and job performance. They argued that
there are three direct determinants of job performance: declarative knowledge, procedural
knowledge and skill, and motivation. Declarative knowledge is knowledge of facts,
principles, and procedures knowledge that might be measured by paper-and-pencil tests,
for example. Procedural knowledge and skill is facility in actually doing %&uld be
done; it is the combination of knowing what to do and actually b i to do it. It
includes skills such as cognitive skill, psychomotor skill, physi‘§l§%<i 1, self-management

AN

skill, and interpersonal skill and might be measured by sir@bns and job sample tests!7®.

Q

In conclusion, theory of job performance is perhé «éxe most central construct in work
psychology.!”” Explanation of this construc@nportant for many functions that one
engages in one’s profession. Explaj ’n@ content domain of the construct of job
performance is a critical compoénent of our job performance as industrial and
organisational psychologi%%s theory is relevant to this study because it emphasizes
those components in anxgﬁmisation that could enhance the productivity of employees as

it goes a lon ing organisations to meet its goals and objectives.
g g g org g ]

2.2.2 h@work Theory
The network theory could be traced back to the work of James Coleman. Network theory

@des a framework and tools for studying structures of interpersonal and inter-group
interactions. Structural analysts follow different approaches. There are the formalists
whose main foci are on the form rather than the substances of a network; the formalists are
of the opinion that uniform shapes of relationship may have uniform behavioural

outcomes separate of the substantive context. On the other hand, we have the structuralists,
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who focus on the substantive questions related to both the pattern and the type of links
between the nodes'>*. Evaluating the structure of organisation can take both inter and intra
organisational shapes that discuss the relevance and challenges of cooperation. At the
inter-organisational level, the focus is primarily on the relationship of two or more
organisations; while the internal relationship within a particular organisation is what

matters at the intra-organisation level. Q’)&\

It has also being argued that social networks are often described @tlcal analysis of
the patterns of social networks as well as an analysis of positi\&f‘%a'ﬁd cohesive structures
within the networks. Social network gives a better@%‘\standing to organisational
behaviour!®. Coordination has been linked t @because coordination creates the
network via which organisational performa is understood. Performance in an
organisation is most often unrealizaé)\%g the instrument to keep the differentiated
functions and structures in line w%verall purpose is missing. From the perspective, the
main enhancer of organisaﬁbgl%competitiveness and performance is trust that is ushered
in by coordination. It l%-ﬁ that a number of factors influence the growing flexibility of

the work plac< an h; work schedule, but it is coordination that plays the role of a

balance in@lﬂexibilityl%.

'@wtworks have also been used to examine how employees interact with each other,
&cterizing the many informal connections that link executives together, as well as
associations and connections between individual employees at different companies. These
networks provide ways for companies to gather information, deter competition, and even
plan in setting prices or policies. Power within organisations, for example, has been found

to come more from the degree to which an individual within a network is at the center of

93



many relationships than actual job title. Social networks also play a key role in hiring, in
organisational success for firms, and in job performance. Organisations form social ties
with the others by supplier relationships, resource flow, and membership to trade unions,
employees who are acquainted with the others working in different organisations,
interlocking directorates and strategic cooperation'>’. %
One of the strengths of network theory is that it helps in understanding Qr';g'\ponsibility
and role dynamics and how they relate to achieving organisationa@mance via intra-
and inter-relationships. Roles are created and responsibi].it)\‘;&glﬁed as models of re-
establishing obligation in our modern society where th%g%\for everyday advancement
has become imperative. Responsibility attribute @to an agent; it does so in push of

natural structures of obligation. Responsibility tries to make up for the space by evaluating

the scope of accountability and oblig@ n the boundary of law and common culture.

The theory is used to explain d&y@e coordination practice and it is relevant to this
study because when secre%g‘a> identify and perform their roles and responsibilities in an
institution, they tend@%ore productive as this could make the institution to achieve its
goals and ol)){d ives. In addition, making secretaries to partake in the decision of the
organi nd to also make them to be more committed to the organisation as this
Q@ turn enhance their performance.

2.2.3 Generic Model of Organisational Culture

The generic configuration model of organisational culture is based on different research
disciplines and draws on several concepts, e.g. organisational learning, strategy research
and organisational behaviour. The internal environment consists of four fundamental

domains, which reflect an organisation’s culture, strategy, structure and operations. These
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domains are linked to each other via forward processes (guidance, operationalization and
patterns of behaviour) and three learning processes (adjustment, single and double-loop
learning)'>®. While the basic assumptions about elements of the internal environment of an
organisation, it is only through agency approaches like that of knowledge cybernetics that
it has been possible to develop a coherent model, with clearly defined domains and
processes. The generic configuration model affirmed that every organisatioé;bown for
its rules, values, rituals, symbols among other. These features distin .ﬁ\?@ organisation
from the other. The model deduced that for every organis.ati(‘)%towachieve its acme, its
employees have to abide by its rules, values and ways of {@r things which would make

Q

Behaviour/Performance unfolds as observabl&%%estations (phenomena) of pre-defined

it stand out from other orgnaisations!>3, .

strategies as regulated by organisatio al\ ures. This domain puts into effect patterns
of behaviour, derived from strategics structures. It makes an organisation’s existence
as a market player visible. Su@ful operations lead to profits, thus constitute economic
survivability of an or a%@on. In contrast, unsuccessful behaviour would require
adjustment of @and in most cases adjustment of structures to allow for the
emergence g patterns of behaviour. Structures are the manifestation of strategic
orientﬁ% and regulate information flows, decision-making and patterns of behaviour,

Q\ ‘internal allocation of tasks, decisions, rules, and procedures for appraisal and

reward, selected for the best pursuit of strategy'>”.

Strategies are commonly defined as the overall orientation of an organisation for reaching
pre-set goals and objectives, i.e. a long-term plan for maximizing profits or covering costs,

in case of non-profit organisations. Furthermore, organisational strategy ‘is an

95



organisation process, in many ways inseparable from the structure, behaviour and culture
of the company in which it takes place’. The relationship between strategy and structure
has engaged scholars since several years and is commonly known as the ‘strategy-

structure-fit> debate!®?.

With the help of the generic model of organisational culture it was poss’iblsbt:) show
effects deriving from partial acculturation, that is, integration, assimilation,é}ation and
marginalization. While assimilation or integration of structures a uﬁ@es seemed to
be a rather easy task for the acquirer, the harmonization of. co 'cﬁ)ng values and beliefs
caused considerable misbehaviour, which most frequen&%&came manifest in various
forms of resistance by the target companies’ emplo . Thus, the lack of organisational
culture change caused considerable ﬁnancial%%y the companies involved, although,
formally, target companies were approf ;@ ‘integrated’ with respect to their strategy,
structure and operations. Consideri e generic configuration model of organisational
culture it became clear th in@m‘)st all three case studies sense-making processes were
strongly shaped by pre§s¢\ing corporate values, building a barrier to mutually learn from
each other. Co@@% , adjustment processes were successful, but learning processes
were not'®! 6\'

Employees were able to behave in the pre-defined way and in line with newly imposed
@tures; however, they did not fully understand why they are expected to adjust their
working style. While existing research mainly looked at the degree of cultural differences,
the generic model of organisational culture offered several new explanatory layers of
interpretation, supported by the collected interview data. Not only the degree of

organisational culture differences did play a role, but also the degree to which an
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organisation is assimilated to another one, moderated by organisational learning patterns
predominant in the companies involved. These new insights advocate the consideration of
different facets of organisational change processes related to each domain'®2,

The construct of organisational culture has been subject to research for some decades.
Various models can be found across different disciplines of research. Generally,
approaches to organisational culture can be classified into two categori% ensions
approach, interrelated structure approach!'®. The dimensions approd .'ic?@ of the most
prominent approaches to cultural constructs, in particular fo.r qu. tigtlve research. Classic
anthropological research designs have partly lost ground \o the paradigm of cultural
dimensions and paved the way for new research ¢ g?s that required the quantitative
measurement of cultures. It is emphasiz\«tgaQorganisational culture dimensions
considerably differ from national cult \ sions. Nevertheless they are related to each
other. It is affirmed that organisatf&' rate under pressure of societal values. A generic
model of organisational cult@%eeds to illustrate these findings by the interrelated
structure approach. T %elated structure approach of organisational culture is

3

nal links indicating interdependence, i.e. linear or recursive

characterised b l@%

processes that illustrate certain relationships between domains of a model. There exists a
great ?%Qof heavily cited models that a combination of both models provides richer
@Q in culture dynamics in organisations. In addition, the model consists of domains
and relationships that are rooted in culture and organisation research and establishes a
more comprehensive link!64,

This theory is related to this study because an organisation with stated rules and values

tend to make employees to abide by those rules which could in turn enhance their
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performance'®. However, when employees default some of these rule and act contrary to
the values of the organisation, it tend to dent the image of such organisation which could

in turn make such organisation not to meet its objectives'®.

2.2.4 Goleman's Five Elements of Emotional Quotient Theory
Different theories attempt to understand and explain the skills, traits, ‘a& bilities

N

associated with emotional intelligence. While some might argue that th gﬁl of research
should be to identify and define a singular theoretical framework 0\6 labelled as the
correct version of emotional intelligence, another approach &zé}b'% to acknowledge that
having multiple theories can often serve to elucidatéd%itional aspects of complex
psychological constructs. Goleman proposes %,@e are four dimensions of emotional

intelligence which are: social awareness, “Self-awareness, self-management and
relationship management. All of the @ ahd models in the conceptualization of EI are

under the umbrella of three Q@ines of thought which are trait approach, ability

approach and mixed appro&%?ese are the models proposed'®’.

N
Each of their th or@amework conceptualize emotional intelligence from one of two
perspectives){'g\)orm of pure intelligence consisting of mental ability only, or as a mixed
intellifg%consisting of both mental ability and personality characteristics like optimism,
ility and well-being. Till now, the only ability model of emotional intelligence is
that proposed by Mayer and Salovey. They considered EI as a form of pure intelligence
consisting of cognitive ability only. The two mixed models distinguish from each other;
the differences in which are attributed to the varying beliefs of what constitutes emotional

intelligence.
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Reuven Bar-On conceptualized a model with personality dimensions, emphasizing the co-
dependence of the ability aspects of emotional intelligence with personality traits and their
application to well-being. On the other hand, a mixed model in terms of performance by
combining an individual’s abilities and personality implementing their corresponding

effects in the workplace was proposed!%s.

Self-awareness is the ability to identify one's emotions and recognize the@gﬁt while
using gut feelings to guide decisions. Self-management, inv \o olling one's
emotions and impulses and thereby adapting to changing cigc@npes. Social awareness
consists of the ability to sense, understand, and re@G other's emotions while
comprehending social networks. Finally, relations‘h@ggnagement entails the ability to
inspire, influence, and develop others while nﬁé‘%g conflict. Goleman’s model includes
a set of emotional competencies within.e &%nstruct of emotional intelligence, he opined

that emotional competencies are n@mate talents, rather learned capabilities that must be

worked on and developed j&aé)@(@ outstanding performance!”!.

Furthermore, Peter Saleyveyrand John Mayer first coined the term "emotional intelligence"

and have coninued)t conduct research on the significance of the construct. They

concept al@Ability—Based Emotional Intelligence Model which was based on the work
dns

of G&

khowing one’s own emotions, managing one’s own emotions, self-motivation,

and his view on personal intelligence®. Their model entails five broad areas:

recognizing emotions of others and handling relationships with others.
Emotional intelligence had four branches; the first branch, emotional perception, is the
ability to be self-aware of emotions and to express emotions and emotional needs

accurately to self and others. It also includes the ability to distinguish between accurate
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and inaccurate or honest and tricky emotional expressions. The second aspect which is
emotional assimilation is the ability to distinguish among the different emotions one is
feeling and to identify those that are influencing their thought processes by directing
attention to important information. Just like emotional mood swings change the

individual’s thinking pattern from optimistic to pessimistic, encouraging consideration of

multiple points of view!'¢’. Q’)&{b

Emotional states distinctively encourage specific problem-solvi %hes such as
happiness state facilitates inductive reasoning and creativit‘y\{%ﬂ}ird part is emotional
understanding, which is the ability to understand comp&%otions and the ability to
identify transitions from one emotion to the othe’r@h as the transition from anger to
satisfaction or from anger to shame. Lastly, thé\fo branch, emotion management, is the
ability to stay open to both pleasan .n@n leasant feelings, the ability to reflectively
connect or detach from an emotic@epending upon it being judged to be informative or
utility and regulate emo 'ons;z(mbd oneself and in others. The four branches function

hierarchically with the rq?ption of emotions acting as the most basic or bottom branch,

and emotional @%’%ﬂnt as the most complex or top branch!”’.

Bar-On in ed the term Emotional Quotient (EQ) in his doctoral dissertation as an
ﬁ

anal%

aS\a@ mixed intelligence, also consisting of cognitive ability and aspects of personality,

Intelligent Quotient (IQ). His model of emotional intelligence can be viewed

health and well-being. It relates to the potential for performance and success and is
considered process-oriented rather than outcome-oriented. He defined emotional
intelligence as an array of non-cognitive capabilities, competencies and skills that

influence one’s ability to succeed in coping and adapting with environmental demands and
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pressures'’2. The definition encompasses a number of areas like emotional self-awareness,
assertiveness, self-regard, self-actualization, independence, empathy, interpersonal
relationship, social responsibility, problem solving, reality testing, flexibility, stress
tolerance, impulse control, happiness and optimism. Insufficient emotional intelligence
can mean a lack of success and the existence of emotional problems. Bar-On, considers
that emotional intelligence and cognitive intelligence contribute equallyé(bperson’s

general intelligence, which eventually indicates potential success in 0 ?@68.

This theory is related to this work because it is affirmed that a@ﬁdual who is aware of
him/herself and who does a thorough personality checl%ﬁ%}him/herself tend to have a
high emotional intelligence which could in turn .ef&f’(;nce one’s performance. Also, an

employee who is socially aware of his/her%onment and his/her colleagues in the

organisation tend to have high emot@p%‘lligence which could also heighten his/her

performance. 5

2.3 Review of Empirica tu%s

2.3.1 Employee coordi tign practices and job performance

Limited studie a@%en conducted on the relationship between employee coordination
practices andNob performance. However, majority of these studies are foreign based. A
study inwestigated the influence of employee coordination practices on job performance
?employees in Germany adopting descriptive survey and stratified random sampling
technique was used in selecting 132 employees. Questionnaire was the instrument used in
the collection of data and data was analysed using the descriptive and inferential statistics.

Result revealed that there was a significant influence of employee coordination practices
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on job performance. The author concluded that the ability of employees to comport and
coordinate oneself in the office would enhance effective job performance!”®,

Another similar study was conducted on the impact of employee coordination practices on
job performance and its relationship with organisational process using the descriptive
design and purposive technique in selecting 85 employees. Result showed that employee
coordination practices had positive significant impact on job performanc@}order for
employees to function properly, they must be given all the authorit . N?\@out the tasks.
Each member of the organisation must be familiar with th 'OR description and the

N

department regulations as this would make them to be w@or nated and increase job

performance!'”. . '\QQ
Another study examined the influence ol&@‘%}lee coordination practices on job

performance among employees in Li/@the cross-sectional design and convenient
e

sampling. The instrument that Was@ in the collection of data was the questionnaire and
data was analysed using the Qe}(br'iptive statistics of mean and standard deviation and
inferential statistics of] P]XIYResults showed that there was a significant relationship
between emp Q&prdinaﬁon practices and job performance!®®. Another study
examined t&e‘ffects of employee coordination practices on organisational performance
among oyees in Finland using the descriptive survey design and convenient sampling.
@nstrument that was used in the collection of data was the questionnaire and data was
analysed using the inferential statistics. Findings revealed that there was a significant

positive effect of employee coordination practices on job performance among employees

in Finland. The author concluded that an organisation goes with different things that make
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it broad and complex. Therefore, understanding coordination as an essential for achieving

a balanced organisational performance is ideal'®!.

Also, another study was conducted on the influence of employee coordination practices on
employees’ performance in Netherlands using the cross-sectional design and stratified
random sampling technique. Questionnaire was used in the collection of data.and,data was
analysed using the descriptive and inferential statistics. Findings reveale @f\employee
coordination practices influenced employees’ performance. The am%g‘é@uded that the
ability of employees to coordinate their self without any digt mtend to improve their
performance. It was recommended that employers of l%ﬁmuld make sure that they

motivate their employees as this would make them to@lcentrate and also put their best in

meeting the organisational goals'®2.

A study investigated the inﬂuencle-}mp oyee coordination practices on employee
performance and found that tb&éwas a significant relationship between employee
coordination practices arw loyee performance. The author concluded that when
individuals in the tea 1féctively combine their strengths, they will develop team work
engagement a\@gfger te increased team performance. Engaged teams show positive

affectiv t@uave sufficient conflict management and confidence, spend their time and

effo anning and goal setting, coordinate work activities and assist team members to
aceomplish their tasks. Such collective actions will increase the effectiveness and
efficiency of task execution'®3,

A study was conducted on the influence of employee coordination practices on employee

job performance using the survey design and purposive sampling technique and the study

employed the use of questionnaire in the collection of data and data was analysed using
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the inferential statistics. It was found that there was a positive association between
employee coordination practices and team performance'®. In another similar study
conducted on the impact of employee coordination practices on job performance among
employees in US using the descriptive survey and purposive sampling. The author found
that there are some example behaviours that represent team work engagement in daily
work activities; team members who enthusiastically encourage their rna%»t(bface the
task problems and eagerness to continue working (team vigour), tea ' 5$@Jers who talk
to others about the importance of their work (team dedication)and team members who

pay full attention to their works and restrain themselv M engaging in destructive

behaviours at work (team absorption). Such coopes&%‘é behaviours will lead to team

effectiveness!®. @
Another similar study examined th@@ﬁyf employee coordination practices on job

performance adopting the suw%@ign and simple random sampling technique. A total
of 127 employees were u@he study and questionnaire was used in the collection of
data and data was an&l&ied using descriptive and inferential statistics. Finding revealed
that there w@@m ificant impact of employee coordination practices on job
perfor né\»The author concluded that employee with collective engagement will

dis motional attachment to one another, to the team tasks, and feel greater
@onsible for the team success!®S,

A study investigated the influence of employee coordination practices on job
performance among employees in Holland and found that there was a significant
relationship between employee coordination practices and job performance. The authors

also affirmed that strengths use at work would encourage employees to invest effort and
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energy (vigour), feel proud and inspired by their work (dedication) and be engrossed in
their task (absorption). In other words, strengths coordination promotes team members to
implement the three characteristics of team work engagement'®’. A research was
conducted to examine the influence of employee coordination practices on job
performance among hotel employees in France using the survey design and simple
random sampling technique. Questionnaire was used in the collection o%@and data
was analysed using descriptive and inferential statistics. Result reve , éS@t there was a
significant influence of employee coordination practices on .0123 performance among
employees. The authors concluded that coordination b, ﬁeam members in task
execution also determines team success and job perﬁgﬁncelgg. A study was conducted
to examine the impact of employee coord@actices on job performance among
staff in two selected organisations inﬂ@epoﬁed that there was a positive significant

relationship between employee C(%'

>

A similar study investi edqdle impact of employee coordination practices on job

ion practices and job performance!®’.

performance among s&%f'ts)f two organisations in US adopting the survey design and
purposive sar@i)@%hnique. The instrument used in the collection of data was the
questio n:é\.»Data was analysed using the descriptive and inferential statistics. The
ﬁnd'&s vealed that there was a significant relationship between employee coordination
gtices and job performance'”. A study was conducted and it was concluded that
changing trends and the nature of the work force dictated increased personal
responsibility by employees and expanded use of self- management practices and the
organisations also felt the need to maintain external control. The study also inferred that

the success of accountability forces is determined primarily by the relationship between
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the principal delegator and the employee. The employee's felt responsibility is enhanced
to the extent that accountability leads to the structuring of expectations; its perceptions of
the task or activity as significant, and the employee's perception of control describes the

levels of responsibility on personal level, over the situation'®!.

Another study examined the effect of employee empowerment on team perf{&ance in
the context of municipal work teams on four identified different dimens; @E employee
empowerment including autonomy, responsibility, information, \%Vity and the
results suggest that autonomy, responsibility, informatiom\%g'breativity each have

=

positive and significant effects on team performancem’@s also stated that employee

>

responsibility or empowerment is signiﬁcantfy ted to employee involvement and

engagement, and is further prominently eg i

also determines that employee sati@fjéf'

d to employee satisfaction. The study
i8 positively related to the intent to remain
with the company. He comparec%e our job-types of hourly salary, non-management,
engineers, and managersﬁéﬁ other and found significant difference in their attitudes
concerning employeestgsponsibility or empowerment and employee satisfaction with

managers beir@ljgl t satisfied in all three categories'®.

N

Anot Ql examined the impact of employee's responsibility on organisational culture

i @ian organisations adopting the descriptive design. One hundred and thirty
?ployees were selected for the study and questionnaire was the instrument used in the
collection of data. Result revealed that aspect of employee's responsibility is positively

associated with employeeship culture. The outcomes also reveal that delegation of

responsibility to employees and the sense of accountability exhibited by the employees
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towards the organisation play a critical role in establishing the employeeship culture

towards achieving organisational excellence!*,

Scholars have argued that employee involvement contributes to organisational efficiency
because it has the capacity to enhance the quality of decision making by increasing the
inputs and promotes commitment to the outcomes of the decision making procw in the
workplace. It is affirmed that workers who have greater choice conce &how to do
their own work have been found to have high job satisfactionﬁ@nsequenﬂy high
performance. A significant relationship between frequency mployee’s consultation
and organisation commitment has also been establishe%‘&%}lile employee involvement
may reside at the core of many contemporary r@ and research, the extent to which
organisational-level performance gains ar ally achieved through decentralising
decision-making authority to lower é%&n loyee remains unclear. It is contended that
there is much less research evid for the value of employee involvement on quality
decision making. Schola@ also argued that employees’ involvement in decision

making may primarilysservie to make them feel good about their jobs and organisations

but do little to@v&e irm’s performance'®.

A st Q:onducted on employee involvement in decision making and performance of

in the manufacturing sector in Nigeria adopting descriptive survey and simple
random sampling. Questionnaire was the instrument used in the collection of data and
data were analysed using the descriptive and inferential statistics. The results of the study
indicate a statistically significant relationship between employee involvement in decision
making and firms’ performance as well as reveal a significant difference between the

performance of firms whose employee involvement in decision making are deep and the
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performance of firms whose employee involvement in decision making are shallow. The
findings also reveal the involvement of participating firms in employee involvement in
decision making. The implications of this study include the need for manufacturing firms
to demonstrate high level of commitment to employee involvement in decision making

for performance enhancement!®’.

In his study to find the relationship between transparency and &[he author
demonstrates that there is a constructive and positive relation!@(ween employee
transparency and job performance. Organisations should de A trusting relationship
with stakeholders and share information that is substar%k d useful to the stakeholders
which could enhance the productivity of suc 0n198 In the research conducted it
was identified that employee relations prac Qllowed in the organisation had a direct
effect on the performance of worker@% ganisation. Employees with higher level of
satisfaction with the existing or@sation practices are more productive and resistive
towards changing the cu‘%@gamsaﬁon The study also revealed that improving the

employee relations tices of an organisation can improve the performance of

employees anQDQJ he overall productivity of the organisation'®’

In si Qy the research conducted revealed that there is strong relationship between

ee relations and employee performances®®.  Another study revealed that
employees didn't contribute all what they have when they are not happy with the
management, government or even with their workmates. The poor employee relationship
results labour strike and uprising which directs to deterioration of the productivity of the

organisation®"!
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2.3.2 Organisational Culture and Job Performance

It is stated that strong culture in an organisation is very helpful in enhancing the
performance of employees; this leads to goal achievement and increases the overall
performance of the organisation. It could be noted that while performance is a multi-
dimensional construct, it may be defined as the record of an individual’s accomplishment,
and employee performance therefore is the job-related activities expected &}cmployee
and how those activities are executed. A research was carried . he study of
organisational culture on employee performance and asser.ts t&t&e job performance of
an organisation has a strong impact on strong organisatiq{@ture as it leads to enhanced
productivity. They however recommend that the st{&qeulture of an organisation based
upon managers and leaders helps in impro@%ls of performance. Managers relate
organisational performance and c&:@ each other as they help in providing
competitive advantage to organis% =~This corroborates the finding of other researchers

who found that organisatio@tulture has a positive impact on employees’ job

performance?®?, %

N
It was also fc@d)%%& strong culture could be linked with high growth performance.
They a oéﬁmd that the intensity of the organisation’s culture is positively correlated
with.jts welative growth. It was also claimed that organisational culture is attached to

@ormance are initiated on the apparent role that culture can play in competitive
advantage. It was also posited that organisational culture has assumed considerable
importance in the 21st century, because of its impact on employee performance. It is
imperative for every organisation to understand its dynamic culture so that managers can

capitalize on the insights generated by the cultural perspective, in order to wield greater
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control over their organisations. Hence, the culture of an organisation has an important
impact on its performance. A study was carried out on “leadership style, organisational
culture, and performance: empirical evidence from UK companies,” and they conclude
that competitive and innovative cultures which are sensitive to external conditions have a
strong and positive impact on organisational performance?®®. %

A study examined the impact of organisational culture on job perfo @1 Gombe
State Nigeria using the descriptive survey and stratified rando@igp?

Questionnaire was used in the collection of data and daésa'é analysed using the

ng technique.

descriptive and inferential statistics and result reve%@lat there was a significant

>

positive relationship between organisational we and job performance. It was
suggested that every organisation should a\rgut regular appraisals to determine the
performance of its employees; and@)@@nisation can take the said opportunity to
address the shortfalls and hel@. employees unleash their full potentials. The full
responsibility of strength%%rganisational culture lies entirely with the management
and it is therefore reco\%&nded that the organisation invests in training and development

of its employeetjaq ove their human capability at all levels>*.

N

A stq@%tigated the relationship between organisational culture and performance and
@that organisational culture is the set of shared values, beliefs, and norms that
ﬁlence the way employees think, feel, and behave in the workplace. An organisation‘s
culture can have an impact on organisational effectiveness. The author concluded
knowing the culture of an organisation allows employees to understand both the
organisation‘s history and current methods of operation. Second, organisational culture

can foster commitment to the organisation‘s philosophy and values. Organisational
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culture, through its norms, serves as a control mechanism to channel behaviours toward
desired behaviours and away from undesired behaviours. Also, certain types of
organisational cultures may be related directly to greater effectiveness and productivity

than others?%.

A more recent study was conducted on the influence of organisational cult\u(bgnd job
performance: Proposing and Testing a Model concerning how an oggas%’%n’s culture
affects organisational performance. And demonstrate the aé%'}on of LISREL
modeling methodology to estimate and test this modei\ﬁ}sﬁb hypothesized three
interrelated dimensions: a socio-cultural system of %é\rceived functioning of the

oS

organisation's strategies and practices, an orgafis‘,&al value system, and the collective

beliefs of the individuals working within, t rganisation. The researcher measured
organisational culture by several latéjs}ia les which are: organisational structure and
purpose, organisational values, @ organisation, climate, and individual values and
beliefs. The result reveal@%@e was a significant relationship between organisational
culture and job performafice’®. A study examined various concepts on organisational
culture and s@o scertain the importance of relationship between organisational
culture alé\orporate performance in business context. The study adopted survey
rese@:h esign and simple random sampling technique. The researcher chose Nigerian
Qloyees in commercial banking industry as population of his study. The researcher‘s
findings drawn that organisational culture plays a vital role in an organisation‘s general

performance?”’.

A study also examined the impact of organisational culture on job performance among

employees and found that there was a significantly positive relationship between

111



organisational culture and employee‘s performance, and found that an organisations and
its employees were not performing and working together very well because of weak
culture. The organisation‘s weak culture may cause lack of involvement, consistency,
adaptability, and mission?*®. A study was conducted to examine the effect of
organisational culture on job performance of employees in Singapore telecommunication
using a descriptive research design and simple random sampling techniq@ used in
selecting 100 employees. A structured questionnaire was deve .%ing the past
literature as the bases, followed by a pilot test to check it Validijxggi reliability as well as
normality. Data was analysed using the descriptive and @Vntial statistics and finding

revealed that organisational culture such as ritua &gde and heroes has a huge and

significant impact on employee’s performa@ through this research which shows

that symbols has little or no impact Of e@see’s performance?®”,

Another study investigated the in@nce of organisational culture on job performance of
employees in Nigerian Banking sectors. The survey descriptive research design was

adopted for the stu@d’\empirical data for the study were collected through a well-
aire,

structured quetiﬁg

manag @n Abeokuta Metropolis, Ogun State, South-west, Nigeria. Ninety-seven (97)

which was prepared and distributed among the staff and

questionnaires were duly filled and returned. Stratified and simple random sampling
des were adopted in selecting the participants for this study. The inferential statistics
was adopted through SSPS. The findings revealed that it is evident that strong
relationship exists between organisational culture and employee performance, suggesting
organisation material such as equipment handling; social behaviour and symbolic

elements have positive and large influences the performance of employees. It was also
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evident that there was a significant relationship between employees’ attitudinal
behaviours and management style; while relative relationship exists between learning

new culture and cooperation among employees?!°.

The authors concluded that an organisation with a culture that encourages employee
participation, commitment, team work, which is characterised by team work andyharmony,
and which give room for employee self-development and improvement 8%%& highly
attract, retain and motivate highly skilful individuals. No doubt, *f%}[ result in a high
performing organisation evident in its profitability and @%r rate. The authors
recommended that selected banks should ensure th@%\employees are frequently
informed on the company’s values and belie@@hey stand for, their mission and

vision. The work environment and atm& should be modified in a way that

employee feel the urgent need toecjé\?

attainment of the organisational and objectives?!!.

ey thereby channelling their efforts to the

A similar study was CON% to examine the impact of organisational culture on
employees’ job pe@r?ce in Pakistan using the survey design and simple random
sampling was used in selecting 110 employees. Questionnaire was used in the collection
of d data was analysed using the descriptive an inferential statistics. Results
@d that there was a significant relationship between organisational culture and job
g‘ormance. It was also shown that organisational culture had relative influence on job
performance. The author concluded that strong culture in the organisation is very helpful
to enhance the performance of the employees that leads to the goal achievement and

increases the overall performance of the organisation®8,

A study was investigated in
Somalia to examine the impact of organisational culture on job performance of

113



employees in Somalia University using the correlation design and convenient sampling
was adopted in selecting 90 employees. Questionnaire was the instrument used in the
collection of data and data was analysed using descriptive and inferential statistics. Result
revealed that there was a significant positive influence of organisational culture on job
performance. It was concluded that employees’ ability to be innovative, creative, and

independent of macro management, cohesion with fellow colleagues amor@crs would
enhance job performance?!?, E‘\QO

Another study was held to assess the correlation betweens t e of work culture and
various variables of impact of culture on performanceé@ data was analysed by using
Microsoft Excel and the Statistical Package fc{bQCAal Sciences (SPSS). In order to
conduct the study, a structured questionnair @used. The results of the regression show
that various types of culture impé)%}‘t motivation level and job performance,
therefore, the organisation needs%uurture and develop the right type of culture in the
organisation to foster the&otgétion level of the employees working in the organisation.
The goal is not just tﬁrﬂ've, but also to prevail, prosper, and achieve something much
broader and b@ggl mere survival’®. A study was conducted to examine the impact
of or n@anal culture on employee performance and productivity from the
per%c tves of multinational companies operating especially under the
%ommunication sector of Bangladesh in South Asia. The study has applied qualitative
methodology focusing on a case study of Gramophone (GP) (a subsidiary of Teleron in
Norway), the leading telecommunication based subsidiary in Bangladesh. The paper
argues that organisational culture significantly influences employee performance and

productivity in the dynamic emerging context>'4,
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A study examined the influence of consensual culture on performance in Non-
Governmental Organisations, and finally to identify the preferred cultural integrations in
Non-Governmental Organisations in Kenya. Data was analysed qualitatively and
quantitatively and through use of Statistical Package for Social Sciences (SPSS). The
study concluded that organisation culture has a great influence on performance as it
dictates how things are done, organisation’s philosophy, work environme % ormance
targets and organisations stability. At World Vision Kenya ther¢ i %ﬂegration of
cultures ranging from competitive culture, entrepreneurial cgl%rg% ureaucratic culture
and consensual culture. Of the four cultures, employees \integration to consensual
and entrepreneurial or competitive and entrepre@%? cultures?’>. Another assesses
empirically the impact of corporate cultur%&ployee job performance as well as
organisational productivity using Niger%%king industry as the case study. The study
uses survey research method. T ge)study companies were selected using stratified

and simple random sam@%niques; while our respondents were selected using

simple random sampling technique. The findings of this study are that a large number of
'\
%

respondents st:o@
1 .

performancb{d
Q

An%er tudy investigated the impact of organisational culture on employee performance,

ree that corporate culture has effect on employee job

@ the author affirmed that it is vital to understand the organisational culture and
different aspects of employee performance. Though there are varying perspectives on
organisational culture resulting into different model, there is no unanimity about what
constitutes an organisational culture. It was found that researchers have considered

varying dimensions of culture on one hand and different criteria to assess employees’
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performance. The result revealed that there was a significant relationship between
organisational culture and employee performance?!’. A study was investigated on the
impact of moderating effects of organisational culture on HRM and employee’s
performance in an attempt to contribute to the pool of knowledge and practice. This is
empirically proven through quantitative and qualitative approach in nongovernmental
organisation in Nigeria. The study finding suggested certain factorsé@mnce the
moderating effects of organisational culture; they have positive in .é&)n increasing

employee’s performance and human resource management. }%sﬂwas indicated in the
1

mean value of ten items where eight has significant relati@

RS
A study was investigated on the relationship @ls between organisational culture,
employee motivation and performance. é domains of organisational culture
(organisational values, individua‘é)@i&s, working environment, and employee
relationships) and employee mot@on and performance were investigated. In order to
find the culture and mo&xat% link, mixed method approach for data collection and
analysis has been u By using Pearson’s and Spearman’s Correlation methods, a
positive COI‘I’G@D]& been found between the two variables. The study revealed that
organis ti@hculture has a direct impact on employee motivation and indirectly on
org@sa ional performance as well?!®. Another study conducted in India investigated the
@ct of the employee’s personality and organisational culture toward the employee’s
performance through the BPR OCB throughout the Gianyar district of Bali province. This
study used a quantitative approach to test the hypotheses by the sampling technique

proportional simple random sampling of the 105 respondents who are employees not the

leader of BPR in Gianyar Bali, the data collecting used in this study is a questionnaire.
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The data analysis technique used SEM analysis. The results showed that the employee’s
personality and organisational culture have an indirect effect on employee performance

through OCB of all of BPR in Gianyar Bali*%.

A study was conducted to assess the influence of organisational culture and market
orientation on Performance. The study used descriptive cross-sectional surve@ign. A
structured questionnaire was used in the collection of data. The partial n effect of
market orientation on the relationship between organisational cﬁ@n performance
was confirmed. The complimentary effect of organisational o@se'bn market orientation
implies that organisations need to spend more resource%&%\uring market orientation to
create sustainable competitive advantage t r;@delivery of superior customer
experience??!. Another study explored the eéf human resource management (HRM)
practices and organisational cultu{)@l}é ployee performance. The data collected
through questionnaires from 4@mployees from 5 different manufacturing firms
operating in Turkey. Th&e%t indicated that there is positive relationship between

organisational cultur employee performance®??.

A study was Qg}ugcted to test the hypothesis that suggested that there is a relationship
betw Qloyee’s job performance behaviour and the culture which is cultivating in
anisation and its collaborative impact on organisational productivity. Using
Qiﬁed and simple random sampling technique and survey questionnaire, results were
derived that were tested against the two possible hypotheses; (a) organisational culture
has no impact on employee’s job performance and organisational productivity, (b)
organisational culture has strong impact on employee job performance. The findings

suggested the contrary and thus alternative hypothesis were selected, and null hypothesis
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was rejected. Ninety per cent (90%) of the employees strongly agreed with the findings
and accepted that there is impact of organisational culture on employee’s performance

and organisational outcome???

. A study investigated the general cultural features of major
banks operating in Vlora Region, and their impact on the performance of these banks.
This research paper aimed to analyse whether these cultural profiles are similar to the
cultural profile that contributes to the organisation high-performan@%@e paper
methodology is based on the combination between primary and se¢ ' %esearch. The

findings showed positive relationship between organisatio@g%l ture and employee

A study examined the impact of CSR activities a@loyee performance in presence of

performance??4,

organisational culture. This was an exploratgsearch based on primary and secondary
data. The primary data of employé)@b nks collected while secondary data were
collected from articles, reports a@vebsite of the corporation. The data were analysed
using correlation, regresé@d analysis of variance by SPSS version 16. The study
found relationship b én awareness of corporate social responsibility activities and
organisationa@%’%lance. In addition, the study found relationship between
organis ti@h culture and organisational performance for the banking sector of
Pak'@an 5. Another study examined how much influence organisational culture, job
Qfaction, organisational commitment and organisational citizenship behaviour (OCB)
to employee performance. The study population was employees of small and medium
enterprises (SMEs) in East Java Province shoe-ranking supervisor to manager. The
sampling technique used is a collection of sample (stratified cluster sampling) samples

totalling 174 respondents. Selection of sample areas is based on the areas that have the
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potential for industrial development (industrial district). Results of this study indicate that
organisational culture and job satisfaction and organisational commitment affect
Organisational citizenship behaviour (OCB). Organisational commitment and
Organisational Citizenship Behaviour (OCB) effect on employee performance.
Simultaneously, organisational culture, job satisfaction, organisational commitment and

organisational citizenship behaviour (OCB) affect employee performancem'&\

e

A similar study examined the impact of organisational culture on f@ormance among
employees in Malaysia. Literature review is adopted as meth gy to assess the culture

of an organisation impacts upon process, employees@%}ystems. It was found that
certain dimensions of culture have been ident'ﬁ@far and research shows that value
and norms of an organisation were based pﬁemployee relationship. The goal of an
organisation is to increase level of péojédn e by designing strategies. The performance
management system has been ured by balance scorecard and by understanding
nature and ability of syﬁ%qeﬁlture of an organisation have been identified. It was
recommended that s *culture of an organisation based upon managers and leaders
help in impro@g%v of performance. Managers relate organisation performance and
culture to é\uother as they help in providing competitive advantage to firms??’. Another
study, investigated the impact of organisational culture on job performance among staff in
@ra using the survey design and purposive sampling technique. Questionnaire was the
instrument used in the collection of data and data was analysed using the descriptive and

inferential statistics. The finding showed that there was a significant relationship between

organisational culture and job performance??.
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2.3.3 Emotional Intelligence and Job Performance

Managers’ emotional intelligence had a stronger positive correlation with job
performance of employees. According to the authors, some managers who are technically
and academically brilliant but deficient in emotional intelligence may fail woefully to
handle stress and manage feelings of success or failures. Therefore, emotionally
intelligent managers and heads of university libraries should be abl%‘gg\recognize
negative dysfunctional emotions when they occur and be able .1\3@6 them with
positive and functionally useful ones, thereby turning w.orkgg 'ssadness to happiness,
anxiety to acceptance, and fear to comfort??. Thus, a u{@%&x\fy worker that is lucky to
have a high level emotionally intelligent univﬁﬁ% management may certainly
experience improved collegiality and c@ation among the workforce, less
workplace conflict, a better work en\X@}ment, happier and committed university
employees, and happier and m egdsﬁed students. In this scenario, the university
management will be in a Van@(bbosition to boost the webometric ranking of the parent

institution thus helpi&&university to rank high among the world universities
'\

ranking?*, : Q’Q

A stud \é\examined on the influence of emotional intelligence and gender on job
perfarmance and job satisfaction among Nigerian police officers, and they find that those
% are of high emotional intelligence are more satisfied and perform better than police
officers who are of low emotional intelligence?*. It is opined that universities are in a
period of rapid organisational change, which can be engaging and stimulating and can
also arouse strong emotions as a result of perceived losses and conflicting values;

secretaries are experiencing a range of emotions including optimism, cynicism, anxiety,
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and apathy. He adds that on university campuses library have traditionally been highly
valued, but the changes occurring in academic libraries now may question the role of
libraries. Individuals facing reorganisations, budget cuts, and altered job duties as well as
anticipating or experiencing change, especially change that is outside their control, will
likely have feelings of wariness, anxiety, or concern variations of fear. Unmanaged

emotions can be contagious to others and detrimental to the change pro%@nd to the

individual, hence the need for emotional intelligence amonge‘@s@e in tertiary
institutions®*!.
. \‘%'3

In a study conducted on the influence of emotional 4 e%gence on job performance

among library personnel in Edo State Nigerii @survey research design and total

enumeration technique was adopted in selectin 1 library personnel. Questionnaire was
the instrument used in the collectio@ﬁ nd data was analysed using the descriptive
and inferential statistics. The ﬁn@ revealed that there was a high level of emotional
intelligence among the p@l. There was a significant positive correlation between

emotional intelligence&%d\job performance. The authors recommended that at the level

of personnel @1 t, management of academic libraries should give preference to
individualg™with high emotional intelligence who have traits of self-awareness, self-

management, self-motivation, empathy, and social skills so as to recruit personnel who
gwell able to handle their emotions and those of others for high job performance. It
was also affirmed that Personnel in academic libraries should carry out self-development
on themselves in aspects of emotional intelligence, communication, interpersonal

relations, and so on rather than wait for the library to train or develop them. They must be
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proactive in taking up training and any such programmes that can improve their job

performance?*2,

A similar study was conducted to examine the effect of emotional intelligence on job
performance of IT employees in India using the descriptive survey and simple random
sampling technique. The instrument that was used in the collection of datazwas the
questionnaire and data was analysed using the descriptive and inferer{tia&%tqs}ics. Result
revealed that there was a positive significant relationship betwee '}onal intelligence
and job performance of IT employees. The authors recorv@déd that organisations
should consolidate EI as a part of recruitment and sel@o%\to employ individuals with
high EI as it predicts better job performance, h%@%ht to likewise incorporate EI as a
part of training and development to imgthe EI of the current employees to
additionally enhance their individua@@nce which would lead to the growth of the
organisation?®. A study was cor@ed on the impact of emotional intelligence on job
performance among ban@gers India adopting the descriptive survey design and

stratified sampling t ique was used in selecting 600 managers. Questionnaire was
used in the c@ f data and data was analysed using the descriptive of mean and
standar (@s{ion and inferential statistics of correlation, linear regression, and T-test.
Res@aled that there was a positive and significant relationship between emotional
%ligence and the job performance of bank managers. The authors concluded that
emotional intelligence is considered as an important attribute which is intangible in
nature but controls an individual (employee). So, higher the emotional intelligence of the

bank employees, higher is their job performance®*.
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Another research was conducted to examine how the emotional intelligence and cognitive
intelligence were associated with job performance. They developed and tested a
compensatory model that posited that as the cognitive intelligence decreased, the
association between emotional intelligence and job performance increased®>. A study
was conducted in US on the impact of emotional intelligence on job performance of staff
using the descriptive design and purposive sampling technique was used @%&ecting 90
respondents. Finding revealed that emotional intelligence had . ?@e significant
relationship with job performance. The findings of the .stu rgvealed that although
organisational commitment had major effects on physice{ psychological ill-health, it
only moderated the effect of one occupational s@%&r, namely, job insecurity, on
physical and psychological health of educaﬂ% v Another research was conducted to
examine the moderating and direct ef@of an ability based emotional intelligence
measure on individual performance.~Fhe sample of the study included employees in
selected organisations. The r@ of the study revealed that emotional intelligence had
direct effects on job p f%&ﬁlce than the indirect effects. So, it was concluded that the
individuals t&@i

intelligence?{.d

Q

A 361 xamined the mediating effect of emotional intelligence on the relationship

emotional intelligence must be motivated to use the

@/een organisational commitment and job satisfaction. A sample of two hundred and
forty employees was drawn using simple random sampling from five parastatals in Oyo
State. The questionnaire method was used as tool for the data collection. The data was
analysed using descriptive statistics, Pearson product moment correlation and hierarchical

regression analysis. The findings of the study revealed that job satisfaction had a
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significant impact on organisational commitment, and, also the emotional intelligence
mediated the relationship between job satisfaction and organisational commitment. The
author concluded that emotional intelligence could be used to enhance the organisational
commitment among employees?®. In another research work, on the mediating effect of
job performance between emotional intelligence and organisational commitment of

Nurses and result revealed that job performance was a mediator betw%g\motional

intelligence and organisational commitment?°. E‘\QO

Another study aimed to explore the development of trust fo}{%ﬁ&)nships between staff
and customers in the banking sector and also to inveﬁ%\the possible links between
financial performance or relationship manager a@r levels of emotional intelligence
and trust. Exploratory and confirmatory fa&halysis and correlation were used as a
tool for data analysis. The results Qﬁ@y revealed that the trust comprised up of
three components: knowledge, d dability, and expectations. Moreover, a significant
correlation was found be@mst and Emotional intelligence, when compared to the

financial performancéof) a relationship manager?#.

Another study explored the
relationship a@c pational self-efficacy, emotional intelligence and organisational
commi @he data of the study was collected from 120 employees working in various
org@'sa tons in India. The results of the study revealed that there was a positive and

giﬁcan‘[ correlation between EI and occupational self- efficacy (p< 0.01), whereas a
positive but insignificant relationship was observed between emotional intelligence and

organisational commitment. Also, a low but positive association was found between

occupational self- efficacy and organisational commitment. The findings of the study
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implied that emotional intelligence and occupational self-efficacy were related with a

variety of organisationally desirable outcomes?*!.

A meta-analysis was conducted to examine the relationships among personality variables
and for cognitive ability and job performance. Their meta-analysis was based on previous
meta-analytical studies. The researchers used statistical procedures such as\ inance
analysis and testing for publication bias to perform tests for differences %streams of
EI researches and their relationships with personality and cognf%'}te igence. The
three streams of EI (ability based model, self-report measv@aﬁd mixed model) had
corrected correlations ranging from 0.24 to 0.30 withﬁ@b performance. Dominance
analysis demonstrated that all three streams @I exhibited substantial relative
N

importance in the presence of FFM (five f§b odel) and intelligence when predicting

job performance. Publication bias h@g

le influence on observed effect sizes. The

results supported the overall Valcidb, f EI?4,

Another study explored\bﬁ) relationship between emotional intelligence and job
'\

performance. A totaQ 10 police officers working within the Abu Dhabi Police were

taken as a sample for the study. The results of the study revealed a significant correlation

betw d job performance among the police officers. Also, the study showed that

@ntrolling for general mental abilities and personality traits, emotional intelligence
e

plained additional incremental variance in predicting job performance among the

police officers??.

Another research conducted aimed to assess the relationship between
emotional intelligence and organisational commitment among officers of tax in Ardabil
province. 320 questionnaires were distributed among officers selected using simple

random sampling in order to collect the data. Pearson correlation analysis was used to
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analyse the data using SPSS 18 software. The results of the study showed a significant
relationship between emotional intelligence and organisational commitment. The
intensity of relationship between different dimensions of emotional intelligence and

organisational commitment was found to be different?*.

A research was conducted to investigate the effect of employees’ emotional ianl‘Iigence
on job performance, job satisfaction and commitment among the e &es in Fars
Province industries in Iran. The data from a total of 289 filled queﬁ%}res was used for
the analysis. Questionnaire method was used as the tool \@%ﬁbr information about
employees’ emotional intelligence, job satisfaction andé%%a\isational commitment. The
results of the study revealed that employees’ @onal intelligence was positively
correlated with their job satisfaction; also, th&te/was a significant relationship between
employees’ emotional intelligence @@ob performance. However, no relationship

was found between employees’ e@onal intelligence and their commitment?®.

A study was conducted Ng 90 academic staff of a technical university in Brunei
.\

Darussalam on th%&@y of emotional intelligence on job performance. The study used

survey method, that aimed not only to establish empirical evidence of examining

academi Qlationship between emotional intelligence and job performance but also to

ad\out their level of job performance was high. The findings of the study suggested that

El' and job performance would be recognized as an important factor in understanding and
predicting the academic job satisfaction. The productivity of the institution could also be
increased, if this ideal combination would be taken into consideration, also it would
foster the staff turnover and satisfaction which is a necessary tool to deal with the issue of

under staffing in the newly established technical university?*.
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In another study that investigated the relationship between emotional intelligence and job
performance among 118 agents of two call centres located at Kuala Lumpur. Emotional
intelligence scale and job performance scale were used as tool for data collection. The
results from the correlation analysis revealed a significant relationship between emotional
intelligence and job performance. Also, the findings revealed that regulation appraisal
emotion (RAE) and use of emotions (UOE), two EI dimensions con%&g to job
performance. Moreover, from the analysis of the moderator variable, ?t'\‘%ound that the

gender did not affect the relationship between emotio& .an elligence and job
Another study aimed to investigate the relatio&@tween emotional intelligence and
p

performance?*’.

the organisational commitment of the e es of municipality. The elements of
emotional intelligence were sel@!‘n ss, self-control, self-motivation, social
consciousness and social skills. %,research was descriptive. Simple random method of
sampling was used to %gd sample of 287 people from the list of municipality
employees. Questionnﬁ% ‘method was used to collect the data. The Spearman correlation
coefficient w@@%analyse the collected data. The results of the study confirmed the

relatio h@setween the components of emotional intelligence and organisational

con@it nt**®

A;other study examined the relationship between emotional intelligence with
organisational commitment and job satisfaction among managers. The study had
descriptive correlational design. The sample of 50 managers of different organisations of
Samirom was selected using relative random method. Questionnaire method was used to

gather the data. To analyse the data Pearson's correlation coefficient was used. The
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results of the study showed that a significant relationship existed between organisational
commitment and emotional intelligence among the managers. Amongst the dimensions of
organisational commitment, continuous organisational commitment had a positive
significant relationship with emotional intelligence (r = 0.137). Organisational
commitment and its components (affective commitment and normative commitment) had
positive relationship with job satisfaction and its dimensions (nature of wo%é?gnition,

success and responsibility) and were significant at the level of 0. s%efore, it was
i

concluded that individuals with high emotional intelligenc? ha thga lity to manage the
pleasant mood, mental state and stress control. They also{@‘»\igh motivation and hope to
achieve their aims at the failure?®. . '$%

Another study examined the relationshi g%n emotional intelligence and job
performance among school teacherse.-)“tfb};'l f 192 school teachers from the primary and
secondary schools of Peninsular(Malaysia were taken as a sample for the study. The

Wong and Law Emotionf\l%lligence scale and Williams and Anderson in-role job

performance scale WE«Q?M as a tool for collection of the data.

Q

The results ofithe study showed that emotional intelligence as well as its all four
dimensi Qvere significantly correlated with the job performance?°. Another study
i @gated the relationship between emotional intelligence and organisational
Qmitmem of college teachers in the Pakistani context. The data was collected from 494
college teachers in Pakistan using questionnaire method. The Pearson Product Moment
Correlation and regression analysis were used as tools for data analysis. The findings of
the study revealed a significant relationship of emotional intelligence to organisational

commitment. Emotional intelligence showed significant positive relationships with three
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components of organisational commitment (affective, continuance and normative

commitment)?>!,

A study was conducted on EI ability on job performance of the Jordanian nurses. The
descriptive, cross-sectional, correlation design was used. A sample from 6 hospitals from
Jordanian was included. A total of 250 questionnaires were distributed but onl\y&% full-
filled questionnaires were collected showing a response rate of 78%. T &ngs of the
study revealed a significant and positive relationship between errﬁ@ intelligence and

job performance, confirming the correlation between nu 1 ability and clinical

A\
performance??, . QQ’&%

Another study examined the influence of i intelligence on job performance
among employees in banking sector \&dia using the cross sectional design and
stratified sampling technique in Ql_e)’\mg 87 employees. Questionnaire was the
instrument used in the collect'@ data and data was analysed using the descriptive an
inferential statistics. Reswealed that there was a significant influence of emotional
intelligence on job @r?lance. It was recommended that the bank’s management can
take measures%tQ improvise emotional intelligence of the employees by giving employee
focu ing and other supportive activities. Also, self-rated job performance
t@lology can be introduced among the employees that will enable them to rate their
g‘ormance by themselves with emotional intelligence in consideration. Psychologists
can be appointed in the organisation, who can be approached in case of emotional

instability during working hours?3?,
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A study investigated the effects of emotional intelligence on job performance among
employees in private sector in India adopting the descriptive survey and simple random
sampling. The instrument that was used in the collection of data was the questionnaire
and data was analysed using the descriptive and inferential statistics. Result showed that
emotional intelligence has impact on emotional intelligence. It was recommended that
employees should be made to undergo organisational socialization prog@}ms which
should include aspects of emotional intelligence training and exerci .Ng@rform better.
The author concluded that people with emotional intelligenc‘%r% e performers with
adaptable, empathetic, self-awareness, self-confident, i@lonal leadership qualities
and decision makers in different workplace®**. A@@ study examined the effect of
emotional intelligence on employees’ perﬂ@’%e using the descriptive survey and
simple random sampling technique wa@gted in selecting 120 employees. Data was
collected using a well-structured uga'&nnaire and data was analysed using descriptive

and inferential statistics. Fi@ revealed that there was a significant relationship

between emotional intf%lfg%)e and job performance of employees. It was concluded that
'\

employees reei;@r

search capaiﬁkli‘t

Q

A s@iy xamined the impact of emotional intelligence on performance of employees in

y and take a devoted importance to contribute and ready to

and efficient learning for personal emotional intelligence?>>.

gware industry in Pakistan using the survey design and simple ransom sampling
technique was adopted in selecting 100 employees. A well-structured questionnaire was
adopted in gathering data from the respondents. It was revealed that there was a
significant relationship between emotional intelligence and job performance among the

employees. The authors concluded that if employees understand, control, and use their
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emotions effectively, they will create positive working environments and significantly
improve organisational outcomes such as increased job performance®. A research was
conducted on the influence of emotional intelligence on employee performance in
commercial banks in Anambra State, Nigeria adopting the correlation research design and
simple random sampling technique. Questionnaire was sued in the collection of data and
data was analysed using the descriptive and inferential statistics. Findin&i&taled that

there was a significant relationship between emotional intel}@g d employee
p

performance. It was recommended that management should gtitu e policies that will

'3
ensure employment of emotionally intelligent workers a; @H as create avenues within

the organisation that will enhance the inter-persm@ggtionship of employees towards

reducing employee turnover?>’. @

A research was conducted among 3@668 selected from different organisations in

the Telecommunication Industr%ﬁ order to establish a link between emotional
intelligence and intellig@tient and their effect on employee’s performance. A
simple random technigue was used in selecting the firms and data was collected using
questionnaire.@@g was carried out with simple regression analysis and correlation
analysi @\t findings revealed that IQ alone is not sufficient for the success of
em@ Emotional Intelligence is found to have significant relationship with
Qloyees’ performance signifying that emotional intelligence is more important than

Intelligence quotient at workplace?®,

Another study assessed 44 analysts and clerical staff from the finance department of
Fortune 400 Insurance Company in the United States, in a bid to acquire evidence that EI

has a relationship with the performance of employees. Data was collected using
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questionnaire and the analysis was carried out using Pearson’s moment correlation. They
concluded their studies by saying that emotionally intelligent individuals received greater
merit increases and held higher company rank than their counterparts. They also received
better peer and/or supervisor ratings of interpersonal facilitation and stress tolerance than
their counterparts?>. A study was conducted on the influence of emotional intelligence on
job performance among Ondo Civil Service using the survey design @\%rposive
sampling technique and it was found that there was a significant in .@%of emotional
intelligence on job performance. It was also found that experience was positively
. "
correlated with three of the four emotional intelligence s \,as measured by the Mayer
Salovey-Caruso Emotional Intelligence Test?®. Angﬂ\@gudy examined the role of EI on
job performance among selected manufactul@ panies in Malaysia. The population

was 187 while the sample size whici'w@gtermined using a simple random sampling

was 108. Data was elicited using\questionnaire; hypotheses were formulated and tested

using correlation coefficient. Q(}bﬁndings showed that EI plays a significant role on the

relationship at work a@éemines the frequency of personal and industrial conflicts
"

in the organisz&) \
WV
Q

QQ
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2.4 Conceptual Model

Independent variables

Employee Coordination Practices

- Roles and Responsibilities
- Participation in decision making
- Transparency of secretaries

Hol

Dependent variable

Organisational Culture
- Organisational rules
- Organisational values

Ho2

Emotional Intelligence
-Self-awareness
-Relationship management

%

It is i

Job Performance
-Job specific performance

-Non-job specific performance
-Communication skill
-Personal discipline

-Administration

&l showing the relationship and interaction of the independent
variable.

to explain the conceptual model adopted for this study so as to ensure a

and a precise reading that will lead to a consequent deeper comprehension of the
utility

of the research under study. Conceptual model is an explanation of the

interrelationships among the variables or concepts that are used in the present study.
Conceptual model is a set of interrelated constructs that present a systematic view of
phenomena by specifying relations among independent variables and dependent variable

with the purpose of explaining and predicting the phenomena for decision making. The
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conceptual model in a study ensures that the results of the study are not left hanging as
they explain the variables under study. Conceptual model of a research area is always
constructed by the researchers by showing and linking the independent variables with the
dependent variable. The model proposed links the interactions between the independent
and dependent variables of the study. Employee coordination practices, organisational
culture and emotional intelligence are the independent variables while job @&mance is
the dependent variable. The model suggests that employee co y %}H practices,

03

organisational culture and emotional intelligence are the key fg%rs at could determine
job performance of secretaries in federal universities in S@ves , Nigeria.

The components of job performance, amongst ot % — job specific performance, non-
gbp

job specific performance, communicatior& ersonal discipline and administration.

The components of employee co@ifﬁﬁb

participation in decision makin%nd transparency of secretaries. This means that

practices are roles and responsibilities,

secretaries who perform their teles diligently as well as partake in decision making of the
organisation tend to@ﬁre productive and meet organisational goals. The components
of organisati nalQu re include rules, values and communication/symbol. The
compo n@ f emotional intelligence include self-awareness and relationship
ma@e ent. It is important to note here that the dependent variable (job performance)
@independent variables (employee coordination practices, organisational culture and
emotional intelligence) used for this study are replete with several indices. However, the

researcher has restricted her choice of indices to the above-mentioned ones based on their

relevance to the study and the respondents (secretaries).
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Inability of secretaries to coordinate themselves properly, not adhering to the culture of
the organisation and low emotional intelligence could inhibit their job performance. In
this case, the study reveals that there is an independent and joint relationship among the
three independent variables (employee coordination practices, organisational culture and

emotional intelligence) on job performance among secretaries in federal universities in

AL
South-west, Nigeria. \
&

The conceptual model of this study was influenced by the theo ?c?included job

performance theory, network theory, Generic model of }@Sn'ﬂsational culture and

Goleman’s 5 elements of EQ theory. %'&%\

2.5 Summary of Gap in Literature Reviewed i '$

The review shows that there have been a Qr of studies conducted on employees’

employee coordination practices, or@i&&bﬁal culture, and emotional intelligence in the
universities worldwide. Factors t@inder job performance among employees in Africa,
most especially Nigeria % so received attention. Some of the literature that were
reviewed revealed some of the problems of job performance are decreased
productivity, Qn)@ti g errors in tasks given, turnover intention among others. Similarly,
some o t@erature also revealed that the job performance of employees could be low if
the éﬁaﬁons do not meet with the needs of the employees such as prompt payment of

gries, promotion as and when due, remuneration among others. It was revealed from
the literature that some of the major components of employee coordination practices
included roles and responsibilities, participation in decision making and transparency. It

was also revealed from the literature that few secretaries who do not understand their full

roles and responsibilities could experience low job performance.
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Literature reviewed showed that there is limited research on how coordination practices
such as communication, collaboration, and task allocation affect the job performance of
secretaries. While there is some research on employee coordination practices and job
performance in general, few studies have specifically focused on secretaries. Additionally,
the available literature mostly focuses on coordination practices at the team or
organisational level, rather than individual employees like secretarieé'ikn\(baddition,
although secretaries play a crucial role in organisational success,.ﬂig@is a lack of
specific focus on their job performance in relation to ernplogg?ordination practices.
Most of the literature that exists on coordination practice&@q’ob performance is general
and does not address the unique challenges and dgﬁgﬂics of the secretary role. The
available literature mostly addresses cooré@& practices such as communication,
collaboration, and task allocation at a@fe level, without delving into the specific
details of how these practices &g-«)ne job performance of secretaries. Employee
coordination practices an%%%pact on job performance may vary depending on the
organisational context H% ever, some of the literature that were reviewed did not

provide a com e@e analysis of how different organisational contexts may affect the

relationship\%at en coordination practices and job performance of secretaries.

It w6a revealed that when employees understand their roles and responsibilities they
@ to perform better and achieve organisational goals. Some of the findings revealed
from the literature showed that inability of employees to perform their role and
responsibility better tend to inhibit their performance. Also, literature showed that when
employees are not being carried along in decision making process of the organisation,

they tend to feel unmotivated as this could hamper their performance. Literature also
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revealed that some organisation in Africa do no always make their junior staff to partake
in the decision making process of the organisation, as decision is made from the top

executive and it is expected that the junior employees should comply.

Some of the researchers whose works were revealed in this study also affirmed that the
organisation culture of some organisation varies ranging from their rules, @es and
communication which could hinder the performance of their emplo & was also
revealed that there is poor communication in the some organisat ‘\)‘i?could lead to
poor job performance. Some of the literature on the influenc r@anisational culture on
job performance focuses on a general employee %p?u:?}ion, without specifically
considering the unique characteristics of s c@s. This is problematic because
S

secretaries have a specific set of job requir% and responsibilities, which means that

their job performance may be inﬂue@f)@y

employees. Therefore, there is @eed for research that focuses specifically on the

rganisational culture differently from other

influence of organisation@e on the job performance of secretaries.

It was also revealed@l?ere is a gap in the literature regarding the impact of different
dimensions gganisational culture on the job performance of secretaries.
Organi '@1 culture has several dimensions, including leadership, communication,

Q@ork, and innovation, among others. However, most of the existing literature
focuses on the impact of overall organisational culture on job performance, without
specifically examining the impact of individual dimensions. Therefore, there is a need for
research that explores the impact of different dimensions of organisational culture on the
job performance of secretaries. Individual factors, such as personality traits and job

experience, can significantly impact the relationship between organisational culture and
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job performance. Similarly, organisational factors, such as organisational structure and
job design, can also moderate the relationship between organisational culture and job
performance. However, most of the existing literature on the influence of organisational
culture on job performance of secretaries does not consider these moderating factors.
Therefore, there is a need for research that explores the moderating effects of individual

and organisational factors on the relationship between organisational c&%& and job
performance of secretaries. E‘\QO

Literature also revealed that emotionally intelligent emplo énd to have a positive
mindset, appear more contented, dedicated, and loyal t%éir)profession and organisation,
which in turn creates a conducive enviror@@could improve job performance.

unlike cognitive intelligence, which is

From the literature revealed, it was surrni%rn

easily measured using standardize< ;teé}‘

construct that involves multiple%mponents, such as self-awareness, self-regulation,

otional intelligence is a more complex

motivation, empathy, and%:% skills. This complexity makes it challenging to develop
reliable and valid meﬁksres of emotional intelligence that can be used to evaluate the
impact of en@)&&h‘telligence on job performance of secretaries. Despite these
challe e@ve is a growing recognition of the importance of emotional intelligence in
the é%@@lace, and researchers are beginning to explore its impact on job performance in
Qous job roles. As such, there is a need for more studies that focus on the influence of
emotional intelligence on the job performance of secretaries. Such studies could use a
combination of qualitative and quantitative methods to examine the relationship between
emotional intelligence and job performance, as well as explore the underlying

mechanisms that link emotional intelligence to job performance.
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1.

The literature on the influence of emotional intelligence on job performance of secretaries
is limited, despite the critical role played by secretaries in organisations. More research is
needed to explore the impact of emotional intelligence on the job performance of
secretaries and to develop reliable and valid measures of emotional intelligence that can
be used to evaluate its impact. Such studies could provide insights into how organisations

can leverage emotional intelligence to improve the performance of their xnes and,
by extension, enhance the overall productivity and effectiveness of 't ﬁ:e%lsatlon

Network theory, generic model of organisational culture, fekxa'ﬁ theory of emotional
intelligence and Campbell’s theory of job performa%%re used in the theory. The
theory of job performance was used to anchor t@y. However, while researchers in
Office and Information Management glo @have conducted many studies on job
performance among Office manag&éj\%‘g a systematic way, have investigated the
impact of employee coordination%,ctices, organisational culture, emotional intelligence
among secretaries in universities in South-west, Nigeria. From the available literature, it
is apparent that majorﬁ%oﬁ the studies were conducted outside Africa. Very few of these

studies were o@l)@) 5Yln Nigeria. This is the gap that the study has filled.
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Chapter Three
Methodology

This chapter presents the methods employed to carry out the study under the following
headings: research design; population; sample and sampling techniques; research instrument;
validity of instruments; reliability of instruments; administration of research instruments;
method of data collection and method of data analysis. @»&\
3.1 Research Design QO
The research design that was employed for this study is the descripti su ey research design.
This design was considered suitable for the study because it pro%&‘ strategy for obtaining
and describing existing phenomena that could not be&&tly observed with respect to
employee coordination practices, organisationau@ and emotional intelligence on job
performance of secretaries in federal univ.elﬁ in South-west, Nigeria since these were
already in existence. The researcher diguﬂt also manipulate the variables of the study.
Quantitative approach was apphfé:bi analyse responses of selected samples from each
university.

%w
3.2 Population of e@
The population of\diazudy comprised 500 secretaries in the six federal universities in South-
west, Niga@se universities are: University of Ibadan, Ibadn, Oyo State, University of
Lag a, Lagos State, Federal University of Agriculture, Abeokuta, Ogun State, Obafemi
Awolowo University, Ile-Ife, Osun State, Federal University of Technology, Akure, Ondo
State and Federal University, Oye-Ekiti, Ekiti State. The total number of secretaries in these

universities was 500. Table 3.1 shows the total number of secretaries in these universities.
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Table 3.1: Population of Secretaries in Federal Universities in South-west, Nigeria

S/N  Names of Institution State Year of Number of
Establishment Secretaries
1 University of Ibadan, Ibadan Oyo 1948 126
2 University of Lagos, Akoka Lagos 1962 99
3 Federal ~ University of Ogun 1988 93
Agriculture, Abeokuta
4 Obafemi Awolowo Osun 1962 81

University, Ile-Ife . (b‘

5 Federal  University of Ondo 1981 »&\ 62
Technology, Akure . %

6 Federal University Oye-Ekiti Ekiti 2011 39

AN
Total ~ 500

Sources: Universities’ Establishment/Human Resource Units«and Research Field data, 2022

33 Sample and Sampling Techniques .%‘\\o A

A sample of 217 secretaries was used out of the. t%% ulation of 500 for the study
using Krejcie and Morgan sample size tabl @hed in (Table 3.2)!. The stratified
proportionate sampling technique was K to determine the number of questionnaires
that were distributed in each of the i@on (Table 3.3). The copies of the questionnaire

were randomly distributed to institution according to the proportional number

calculated. \)
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Table 3.2: Sample size Table

N S N S N S N S N S
10 10 100 80 280 162 800 260 2800 338
15 14 110 86 290 165 850 265 3000 341
20 19 120 92 300 169 900 269 3500 346
25 24 130 97 320 175 950 274 4000 351
30 28 140 103 340 181 1000 278 4500,& 4
35 32 150 108 360 18 1100 285 LS 357
40 36 160 113 380 191 1200 291 ‘&) 302
45 40 170 118 400 196 1300 297 7000 364
50 44 180 123 420 201 1400 3.05;\d o 8000 367
55 48 190 127 440 205 1500 9000 368
60 52 200 132 460 210 1600 ﬁ\ 10000 370
65 56 210 136 480 214 17 313 15000 375
70 59 220 140 500 ZIQ%O 317 20000 377
75 63 230 144 550 2 900 320 30000 379
80 66 240 148 6000 & 2000 322 40000 380
85 70 250 152 5&_)’}42 2200 327 50000 381
90 73 260 155 %. 248 2400 331 75000 382
95 76 270 59 0 254 2600 335 1000000 384
Source: Krejcie and Morgau, ] 970

Q)QQ

N
QQ%Q
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Table 3.3: Stratified Proportionate Sampling of secretaries in each institution

S/N  Name of Institution Number of Secretaries Sample taken from each
institution
1 University of Ibadan, Ibadan, 126/500 x 100 25.2/100x 217 =55
Oyo State
2 University of Lagos, Akoka, 99/500 x 100 19.8/100 x 217 =43
Lagos
3  Federal University of 93/500 x 100 18.6/100 x 217 =40
Agriculture, Abeokuta, Ogun
State
4  Obafemi Awolowo 81/500 x 100 16.2/100 X@k 35
University, Ile-Ife, Osun State .
5  Federal University of 62/500 x 100 12,4 7 =27
Technology, Akure, Ondo
State
6  Federal University Oye-EKkiti, 39/500 x 100 ‘\%'\l /100 x 217 =17
Ekiti State A,C;\\
Total oy 217
Source: Field Survey, 2022 ° Q

Table 3.4: Sample size from each 1nst1tut1(ﬁ\\Q
S/N  Name of Institution Sample size

1 University of Ibadan, Ibadan, @ 55

2 University of Lagos, Akoka, 43
3 Federal University of Agrm%t'ure Abeokuta, Ogun 40

State
4 Obafemi Awolow Un@'ity, Ile-Ife, Osun State 35
5 Federal University ofLechnology, Akure, Ondo 27
State
6 Federal Umvm%xaye Ekiti, Ekiti State 17

Total ~ (NN 217
Source: Field W 2022

3.4  Descripti f the Research Instrument
@tmmem that was used for data collection in this study is the questionnaire entitled
mployee Coordination Practices, Organisational Culture and Emotional Intelligence on
Job Performance of Secretaries’ Questionnaire”. The purpose of using questionnaire was
because of the direct response, feedback and the literacy level of the proposed
respondents. Furthermore, the questionnaire could be collected within a short period of

time and with ease. For the purpose of this study, the questionnaire was divided into
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seven sections namely A to F. Section A covered the demographics of the respondents

such as: gender, age, religion, highest academic qualification and years in service.

Section B elicited information on job performance of secretaries using standardized scale
which was adapted®**. This section has five sub-scales with a total of 25 items. The first
sub-scale measured job specific task proficiency by secretaries and it contains{ﬁs: items.
The second sub-scale measured non-job specific task proficiency by &é&'&ries and it
contains five items. The third sub-scale measured communication‘%}f secretaries and
it consists of four items. The fourth sub-scale measured pess fScipline by secretaries
and it comprises five items. The fifth sub-scale meas@ dministration of secretaries
and it contains six items. Two sample items i cj&; ‘ability to perform office routine
N

works and “performing work schedule on tj Response options were structured on a

four-point modified Likert rating sc{!e: g&\’e High (VH), High (H), Low (L) and Very

&

Section C elicited informw on employee coordination practices using a standardized

Low (VL).

scale which was a ;?6. It was rephrased by the researcher in order to suit the
objective of th)de. The scale was developed to measure how secretaries are able to
coordi Qemselves when at work which could enhance their performance and it

ised 15 items. The employee coordination practices scale has three sub-scales. The
first sub-scale measured roles and responsibilities and it consists of five items. The
second sub-scale measured participation in decision making and it consists of five items.
The third sub-scale measured transparency which consists of five items. Two sample
items include; “I always take the minutes of meetings in my department” and “I have

opportunity to solve problems connected with my work”. Response options were
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structured on a four-point Likert rating scale of Strongly Agree (SA), Agree (A),

Disagree (D) and Strongly Disagree (SD).

Section C elicited information from secretaries on organisational culture using
standardised scale adapted from the Human Factors International’. The organisational
culture questionnaire explores the prevailing culture within an organis\' . The
questionnaire was adapted and it was divided into two sub-scales with 1 @(s. The first
sub-scale measured rules that are obtainable in the organisation. I\’%}ls six items. The
second sub-scale measured values of an organisation and i*@s'fsts of 11 items. Two
sample items include; “The performance of secretari%@%\mphasised as an important

goal” and “In this university, ideas are enco ra@om everyone”. Response options
g

were structured on a four-point Likert rati

Disagree (D) and Strongly Disagree @»\‘

e of Strongly Agree (SA), Agree (A),

Section D elicited information d@’otional intelligence of secretaries using standardized
scale which was adapted Ms study®. This section has 15 items which were adapted for
the study. Emotiona%‘.e l?gence was measured based on two classification of emotional
intelligence namely self-awareness and social awareness. This section has two sub-scales.
The @scale measured self-awareness and it consists of 10 items. The second sub-
@leasured relationship management and it comprises five items. Two sample items
include; “I perceive myself as a self-confident person” and “I can effectively persuade
members of my unit/department to work towards a shared vision and goal”. Response
options were structured on a four-point Likert rating scale of Strongly Agree (SA; 4

points), Agree (A; 3 points), Disagree (D; 2 points) and Strongly Disagree (SD; 1 point).
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3.5  Validity of the Research Instrument

To establish the validity of the instrument that was used for the study, the face and
content validity of the questionnaire were established by the thesis supervisor and two
other experts. Copies of the instrument were given to the thesis supervisor and two
experts who are in the field of Information Management. These experts examined the
instrument in order to point out the researcher’s errors in the instrument. Theyexamined
the instrument for comprehensiveness, relevance of contents, clarity 0f ¥istructions and
statements, possible ambiguities, errors and/or omissions. The thesis supervisor and the
two experts also examined the instrument to ensure thatthe data collected using the
questionnaire would be useful in answering the*resgatfth questions and in testing the
hypotheses that were employed for this study. Gomments and the observations of these
experts in conjunction with the thesis supervisor’s comments were considered in the final
draft of the questionnaire.

3.6  Reliability of the Reséarch Instrument

The reliability of the measuring instrument was done through a pilot study. To ensure this,
a test-re-test method was conducted among 30 respondents at the University of Ilorin,
Ilorin who were not part of the respondents for this study within an interval of two weeks.
After the second test, the two sets of questionnaire were subjected to reliability analysis
using Cronbach Alpha test to establish the internal consistency of the items in each of the
scale. The results of the test showed reliability coefficient of 0.93 for Job Performance;
0.93 for Employee Coordination Practices; 0.91 for Organisational Culture and 0.96 for

Emotional Intelligence. These values indicated that the instrument was reliable.

3.7 Method of Data Collection
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A letter of introduction was obtained from the Department of Office and Information
Management, Lead City University, Ibadan, which was used to gain permission to
conduct the survey from the management of the six federal universities that were used for
the study. The researcher recruited two research assistants who assisted her in the
collection of data. A two-day training was conducted for the research assistants to ease
the collection of data across the six federal universities in South-west, Ni%\(vkere 217
copies of the questionnaire were administered. The researcher an.‘bg@NO assistants
worked with the Human Resource Unit of the sampled instig%ns 0 ensure maximum
cooperation. Respondents were assured of conﬁdenti’{mz\of their responses while
briefing them on the need for adequacy of respm@g\‘fd advantages embedded in the

findings of the study. The secretaries %%‘%Ven ample time to complete the

questionnaires. A total of 217 copis] e questionnaire were administered to the

i \
respondents while a total of 215 weréw€etrieved from the field and this represents 99.0%
of response rate. The 217 c@of the questionnaire were administered and retrieved

within eight weeks an&m were later subjected to analysis.
'\

3.8 Meth@)@?ﬁ Analysis

The da @uanalysed using descriptive and inferential statistics. Descriptive statistics

of éc;%cy counts and simple percentages were used to analyse the demographic
@rmation of the respondents. Descriptive statistics of frequency counts, simple

percentages, mean and standard deviation were used to analyse Research Questions 1, 2,

3 and 4. Inferential statistics (regression analysis) was used to test the hypotheses

formulated at 0.05 level of significance. Hypotheses 1 to 4 were tested using simple

linear regression analysis.
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Results and Discussion of Findings
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This chapter presents results and discussion of findings. Section I constitutes the
presentation of the descriptive analysis using frequency counts, percentage and mean.
Section II presents the results to the research questions and hypotheses, which the study
sets out to answer and test. Section III of this chapter presents the discussion of findings.

4.1 Analysis of Demographic Data
This section is descriptive and it presents the results of demographic charact& using

Table 4.1: Response Rate

frequency distribution tables. The Table is presented as follows: ;' @
ble

Institutions Completed usable Percentage of

copies o&%&ws of usable
questionnaire Q@

questionnaire questionnaire

University of Ibadan, Ibadan, Oyo State $® - 25.3%
University of Lagos, Akoka, Lagos 1 19.4%

Federal University of Agriculture, :‘ @ 40 - 18.4%

Abeokuta, Ogun State
Obafemi Awolowo University, Ile—%’ 34 1 15.7%

Osun State
Federal University of T%@' , 27 - 12.4%

Akure, Ondo State
Federal University Oye<Ekitr, Ekiti 17 - 7.8%
State "

N
Total ~ QY ‘ 215 2 99.0%

Source: F ieWey, 2022

The %respondents in the study were secretaries in the six federal universities in

@west Nigeria. A total of 217 questionnaires were administered out of which 215
were filled and returned, which represent 99.0% response. The other 2 copies of
questionnaire which represent 1.0% were not well filled out and were not used in the

analaysis.

Table 4.2: Demographic Information of Respondents by Gender
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Gender Frequency Percentage

Male 60 27.9
Female 155 72.1
Total 215 100

Source: Field Survey, 2022
Table 4.2 reveals that 60 (27.9%) were males and the rest 155 (72.1%) were females.

This means that females participated more in the study than their male coun(@'s.

Table 4.3: Demographic Information of Respondents by Age g )

Age Frequency N i Percentage
J

« X
20-30 years 23 %\\ 10.7
31-40 years 30 é 14.0

41-50 years 84 ’$ 39.1

51-60 years & 30.2
61 years and above . ﬁ 6.0
Total < \) 21 100

A

Source: Field Survey, 2022 Q,

Table 4.3 shows that 23 @ of the respondents were between the age range of 20-30
years, 30 (14.0%) wa!%egween 31-40 years, 84 (39.1%) were between 41-50 years, 65
(30.2%) were@%: 51-60 years and the rest 13 (6.0%) were between 61 years and
above. It (@M be inferred that the respondents whose age fell between 41-50 years were

the majority. However, 24.7% of the respondents were 40 years and below.

2\
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Table 4.4: Demographic Information of Respondents by Highest Educational

Qualification
Highest Educational Qualification Frequency Percentage
SSCE 19 8.8
OND 28 13.0
HND 38 17.7
B.Sc 80 37.2
Masters 31 &.4
Others 19 . Q% 8.8
Total 215 ‘é\ 100

Source: Field Survey, 2022

Results from Table 4.4 show that 19 (8.8%) of the re

Y

'3

ents had SSCE and other

certificates as their highest educational qualiﬁcatib@%’(B.O%) had OND, 38 (17.7%)

had HND, 80 (37.2%) had B.Sc while 31
inferred that respondents who h

participated more in the study.

144%) had Master’s degree. It could be

ad: ‘B@?s their highest educational qualification

Table 4.5: Demographicﬁ\f@rmaﬁon of Respondents by Years in Service

Years in Ser\& o 7 Frequency Percentage
1-5y 9 22 10.2
6-10 years 47 21.9
é\lS years 68 31.6
‘%1 6-20 years 58 27.0
Q 21-25 years 11 5.1
Q 26 years and above 9 4.2
Total 215 100

Source: Field Survey, 2022

Table 4.5 indicates that 22 (10.2%) had been spent between 1-5 years in service, 47

(21.9%) had spent between 6-10 years in service, 68 (31.6%) had spent between 11-15

years, 58 (27.0%) had spent between 16-20 years while 11 (5.1%) had spent 21-25 years
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and the rest 9 (4.2%) had spent between 26 years and above. It could be inferred that

respondents who had spent 11-15 years in service were more represented in the study.

4.2 Presentation of Data

Research question 1: What is the level of job performance of secretaries in federal

universities in South-west, Nigeria?

Table 4.6: Level of Job Performance of Secretaries in Federal Universitie

AL
&\é}lth-west,

Nigeria A A
s/n ITEMS VH H $\VVL X SD
Job-specific task proficiency "
l. Ability to perform office routine works 184 60)%% ! 1 3.85 0.398
(85.6%) %» o) (0.5%)
2. Attending to information requests 165 1 - 3.76  0.437
(76.70/@ 2.8%) (0.5%)
3. Ability to attend promptly to requests from other staff 177 Q 36 1 1 3.81 0.438
@) (16.7%)  (0.5%) (0.5%)
4, Ability to separate official issues from side issues at work Q/ 51 2 - 3.74  0.458
53%)  (23.7%) (0.9%)
5. Ability to keep my job skills up-to-date 179 35 1 - 3.83 0.391
N \ (833%)  (16.3%) (0.5%)
Average mean ‘ \) 3.80
Non-job specific task proficiency
6. Management of office facilities and equipment %; 146 67 1 1 3.67 0.511
(67.9%) (31.2%) (0.5%) (0.5%)
7. Providing input to growth of the departmént % 144 59 11 1 3.61 0.608
(67.0%)  (27.4%) (5.1%) (0.5%)
8. Coordinating social events for the department 26 105 84 - 2.73  0.664
&'\ (12.1%)  (48.8%) (39.1%
)
9. Exhibiting attendance at work beyondthe norm 72 120 11 12 3.17  0.763
(33.5%)  (55.8%) (5.1%) (5.6%)
10.  Volunteering to do thi t formally required by the job 127 66 21 1 348 0.698
(59.1%)  (30.7%) (9.8%) (0.5%)
3.33
11. 128 85 1 1 3.58 0.531
(59.5%)  (39.5%) (0.5%) (0.5%)
12.  Effective use€ of information tools and technologies 130 84 - 1 3.60 0.520
(60.5%)  (39.1%) (0.5%)
13.  Effective dissemination of memos within the department 118 96 1 - 3.54 0.508
(54.9%)  (44.7%) (0.5%)
14.  Effective dissemination of information amongst colleagues 142 71 2 - 3.64 0.497
(66.0%)  (33.0%) (0.9%)
Average mean 3.59
Personal discipline
15.  Performing work schedule on time 180 32 1 2 3.81 0.466
(83.7%)  (14.9%) (0.5%) (0.9%)
16.  Punctuality and regular attendance at work 168 45 1 1 3.77 0.466
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17.

18.

19.

20.

21.

22.

23.

24.

25.

(78.1%)

(20.9%) (0.5%) (0.5%)

Exhibiting team spirit with colleagues 153 61 - 1 3.70  0.487
(71.2%)  (28.4%) (0.5%)

Providing assistance to other staff where necessary 151 62 1 1 3.69 0.503
(70.2%)  (28.8%) (0.5%) (0.5%)

Ability to perform my work well with minimal time and effort 164 50 1 - 3.76  0.440
(76.3%)  (23.3%) (0.5%)

Average mean 3.75

Administration

Taking initiative to orientate new employees 142 69 3 1 3.64 0.537
(66.0%)  (32.1%) (1.4%) (0.5%)

Making innovative suggestions to enhance individual 135 77 2 “ (} 3.61 0.534

performance (62.8%)  (35.8%) (0.9%) »@vo)

Managing more responsibilities than typically assigned 138 60 1 76 Q} 3.56 0.652
(64.2%)  (27.9%) . (0.5%)

Ability to coordinate the unit/department effectively 146 66 - 3.67 0.502
(67.9%)  (30.7%) 4%)

Anticipating and proffering solutions to problems 147 55 .313 - 3.62  0.600
(68.4%) 2 (6.0%)

Giving direction on specific tasks 138 @ - 1 3.63 0.511
(64.2%) .3%) (0.5%)

Average mean A XJ 3.62
Weighted mean: AN 3.62

Source: Field Survey, 2022 Key: VH=Very High, H=@§\Low, VL=Very Low X =Mean; Sd =

Standard deviation

Decision Rule: High =4.00-3.00, Moderate @0 Low =1.99-1.0, Very low:0.99-0.00

>

Table 4.6 reveals the le@ob performance of secretaries in federal universities in

South-west, Nigeria. Gﬂxe'\scales used in measuring the level of job performance of

secretaries w@y igh, High, Low and Very Low. But for the purpose of reporting,

Very Hi P@High were merged to become High (H) while, Low and Very Low were to

becge ow (L). Result shows 214 (99.5%) stated that they have high ability to perform

%e routine works while 1 (0.5%) rated as low. A total of 214 (99.5%) stated that they

have high attendance to information requests while 1 (0.5%) rated low response.

Similarly, a total number of 213 (99.0%) stated that they have high ability to attend

promptly to requests from other staff while 2 (1.0%) stated low response. Also, 213

(99.0%) stated that they have high ability to separate official issues from side issues at
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work while 2 (1.0%) stated a low response rate. Furthermore, 214 (99.5%) stated that
they have high ability to keep their job skills up-to-date, while 1 (0.5%) rated low
response. Also, 213 (99.0%) stated that they have high ability to effectively manage
office facilities and equipment while 2 (1.0%) reported low ability. Likewise, 203 (94.4%)
stated that they provide high input to the growth of the department, while 12.(5.6%) rated
low input. Also, 131 (60.9%) reported high ability to coordinate socialé& for the
department while 84 (39.1%) rated low ability. A total number of 1 ) '(*8?@%)) rated high
attendance at work beyond the norm while 23 (10.7%) :gav 103\\/ rating. Finally, 193
(89.8%) stated high volunteering ability to do things n&%)\ma ly required by the job

while 23 (10.3%) rated low ability. . %

N
Furthermore, 213 (99.0%) stated that they @gcommunication skill while 2 (1.0%)
rated low communication skill. Alséfiﬁ%j%) stated that they have high knowledge
of information tools and technol§gies while 1 (0.5%) reported low knowledge. A total
number of 214 (99.5%) ed@at they have high level of dissemination of mails/memos
within the departmenh%i‘l‘e 1 (0.5%) stated low level; 213 (99.0%) stated that they have
high dissemi@)@% information amongst colleagues while 2 (1.0%) stated low
dissemi a@NFurthermore, 212 (98.6%) stated that they have high level of performing
wo@ule on time, while 3 (1.4%) reported low level. Also, 213 (99.0%) stated that
% have high level of punctuality and regular attendance at work while 2 (1.0%) stated
low level. Likewise, 214 (99.0%) stated that they exhibited high level of team spirit with
colleagues while 1(0.5%) stated low level. Whereas, 213 (99.0%) stated that they
provided high level of assistance to other staff where necessary while 2 (1.0%) stated low

level. Similarly, 214 (99.5%) stated that they have high level of ability to perform their
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work well with minimal time and effort while 1 (0.5%) stated low level. Lastly, 211
(98.1%) stated that they have high level of initiative to orientate new employees while 4
(1.9%) stated low level. Furthermore, 212 (98.6%) stated that they made high level of
innovative suggestions to enhance individual performance, while 3 (1.9%) stated low
level. Again, 198 (92.1%) stated that they have high level of managing more
responsibilities than typically assigned, while 17 (7.9%) stated low l%&%ll, 212
(98.6%) stated that they had high ability to coordinate the unit/dé , t effectively,
while 3 (1.4%) stated low ability. A total of 202 (94.0%) s.tate%g;c hey have high level

(6.0%) stated low level.

of anticipating and proffering solutions to problems w@

Likewise, 214 (99.5%) stated that they give high le g‘ﬂirection on specific tasks while
Y\

1 (0.5%) stated low level. @

The weighted mean of the whole itﬁzs‘éﬁ%, thus, it could be inferred that the level of

job performance of secretaries in @ral universities in South-west, Nigeria is moderately

high. \)@
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Research Question Two: What are the employee coordination practices existing among

secretaries in federal universities in South-west, Nigeria?

Table 4.7: Employee Coordination Practices that Exist among Secretaries in Federal

Universities in South-west, Nigeria

s/n Items SA A D SD X Sd
Roles and responsibilities
1 I always take the minutes of meetings in my department 98 86 19 12 326  0.840
(45.6%) (40.0%) (8.8%) 5.
2 I retrieve and review all correspondence for my boss 67 139 8 %5 327  0.546
(31.2%) (64.7%) (3.7%) q 75%)
3 I keep confidential files, diary or documents of future activities 136 77 ° 3.62 0.524
(63.3%) (35.8%) (0.5%)
4 I prepare annual reports of activities for my department 117 53 12 328  0.920
(54.4%) (24.7%) (15.3%) (5.6%)
5 I am responsible to all committees’ correspondence in my 118 48 *47 2 331  0.843
department (54.9%) (22%“ (21.9%) (0.9%)
Average mean % 3.35
Participation in decision making &
6 I am involved in important decisions that affect the institution 94 299 32 20 3.10 0.976
(43.7 (32.1%) (14.9%) (9.3%)
7 Decisions are arrived at with consultations with members of the % 85 43 2(0.9%) 3.57 0777
department 3 0) (39.5%) (20.0%)
8 1 have opportunity to solve problems connected with my work 79 25 1(0.5%) 3.39 0.707
. (51.2%) (36.7%) (11.6%)
9 I give critical considerations to decisions that affect the i t&& 89 92 31 3(1.4%) 3.24 0.747
(41.4%) (42.8%) (14.4%)
10 My participation in decision making in this institutiohim emy 96 84 31 4(1.9%) 3.27 0.773
performance (44.7%) (39.1%) (14.4%)
Average mean € Z}' 3.31
Transparency %
11 I am open to all members of staff of this inwn 120 75 8 12 341  0.809
(55.8%) (34.9%) (3.7%)  (5.6%)
12 People in my institution should know t 'do and why I do it. 121 64 18 12 337  0.859
(56.3%) (29.8%) (8.4%)  (5.6%)
13 I am accountable to people i@%ﬁon for my actions. 105 79 19 12 329  0.849
(48.8%) (36.7%) (8.8%)  (5.6%)
14 I try to understand how)% itution’s decisions affect people 103 72 29 11 324 0.874
like me. (47.9%) (33.5%) (13.5%) (5.1%)
15 I provide usefuled ion to people for making informed 122 86 3 4(1.9%) 3.52 0.625
decisions. (56.7%) (40.0%) (1.4%)
Average mean 3.37

Weighted mean

3.34

Source:ﬁéld Survey, 2022 Key: SA=Strongly agree, A=Agree, D= Disagree, SD=Strongly disagree

X= Mean; Sd = Standard deviation

Decision rule: Existing =4.00-2.00, not existing =1.99-

1.0.

Table 4.7 reveals the employee coordination practices existing among secretaries in

federal universities in South-west, Nigeria. The rating scale that was adopted in
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measuring employee coordination practices of secretaries were: Strongly Agree, Agree,
Disagree, and Strongly Disagree. But for the purpose of reporting, Strongly Agree and
Agree were merged to become Agree (A) while, Disagree and Strongly Disagree were to
become Disagree (D). Results show that 184 (85.6%) respondents agreed that they
always take the minutes of meetings in their department, while 31 (14.4%) disagreed.
Similarly, 206 (95.9%) agreed that they retrieved and reviewed all corr%gﬁnce for
their boss, while 9 (4.2%) disagreed. A total of 213 (99.0%) a . t they keep
confidential files, diary or documents of future activitie.s, v@g\ (1.0%) disagreed.
Furthermore, 170 (79.1%) agreed that they prepared ann{ﬂgbports of activities for their
department, while 45 (20.9%) disagreed. Againi&%(W.Z%) agreed that they are

responsible to all committees’ corresponde(%&heir department, while 49 (22.8%)

disagreed. . @
O
Also, 163 (75.8%) agreed that t@,are involved in important decisions that affect the
institution, while 52 (24.2®Qgreed. The sum of 170 (79.0%) respondents agreed that
decisions are arrive with consultations with members of the department, while 45
(20.9%) disa@)& tal number of 189 (87.9%) agreed that they have the opportunity
to solv ms connected with their work, while 26 (12.1%) disagreed. Again, 181
(846‘°§reed that they give critical considerations to decisions that affect the institution,
%e 34 (15.8%) disagreed. Furthermore, 180 (83.8%) agreed that their participation in
decision making in this institution improve their performance, while 35 (16.3%)
disagreed. In addition, 195 (90.7%) agreed that they are opened to all members of staff
of their institution, while 20 (9.3%) disagreed. Whereas 185 (86.1%) agreed that people

in their institution should know what they do and why they do it, 30 (14.0%) disagreed.
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Again, 184 (85.5%) agreed that they are accountable to people in their institutions for
their actions, while 31 (14.4%) disagreed. A total of 175 (81.4%) agreed that they try to
understand how the institution’s decisions affect people like them while 40 (18.6%)
disagreed. Again, 208 (96.7%) agreed that they provide useful information to people for
making informed decisions, while 7 (3.3%) disagreed. . %

The weighted mean is 3.34, thus, it could be inferred from the deci.siOQ%g'g\that, roles

and responsibilities, participation in decision making and transpaf%}re the employee

coordination practices employed by secretaries in federal\@se'l’sities in South-west,

A\
Nigeria. A%'&%

S
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Research Question Three: What organisational culture is in place among secretaries in federal

universities in South-west, Nigeria?

Table 4.8: Organisational Culture in Place Among Secretaries in Federal Universities in

South-west, Nigeria

S/N ITEMS SA A D SD X Sd
Rules
1 The performance of secretaries is emphasised as an important 156 58 1 3.72  0.460
goal (72.6%)  (27.0%) (0 5%)
2 Actions are taken whenever individuals or procedures seem 105 107 % 347 0.544
to be unproductive (48.8%) (49 8%) % 0.5%)
3 The leadership of this university communicates clearly the 137 & 3.60 0.579
goals and culture to secretaries (63.7%) (32 6%) ‘% (O 5%)
4 Responsibilities of secretaries are clearly defined 129 3.59  0.520
(60.0%) (39 (O 5%)
5 Secretaries understand their role and the extent of their 168 4 1 3.78 0.428
authority (78.1%) ,é}’o) (0.5%)
6 Secretaries are aware of the structure of the university 135 9 4 3.55 1418
(62.%@3 1.2%) (4.2%) (1.9%)
Average mean: \ 3.62
Values Q
7 This university respects secretaries for their expertise 116 92 6 1 3.50 0.579
(54.0%) (42.8%) (2.8%) (0.5%)
8 This university encourages the growth of secretarie 128 74 12 1 3.53  0.625
\ (59.5%) (34.4%) (5.6%) (0.5%)
9 This university is an abode for career "\gro and 95 110 8 2 3.39  0.607
development of secretaries (44.2%) (51.2%) (3.7%) (0.9%)
10 The right secretaries are appointed to the ap%%date places 119 84 11 1 349 0.618
(553%) (39.1%) (5.1%)  (0.5%)
11 Efforts are made to help secretaries (M) their skills that 101 100 13 1 340 0.625
would enhance job performance (47.0%) (46.5%) (6.0%) (0.5%)
12 In this university, decisions on otion are fair 107 73 33 2 3.33  0.765
é& (49.8%) (34.0%) (15.3%) (0.9%)
13 In this university, ideas aan raged from everyone 87 115 12 1 3.33  0.605
)\e (40.5%)  (53.5%) (5.6%)  (0.5%)
14 In this university, en@ ies cooperate with one another 96 104 15 - 338 0.613
(44.7%) (48.4%) (7.0%)
15 Secretaries’ technisal knowledge is valued 110 92 12 1 345 0.623
(51.2%) (42.8%) (5.6%) (0.5%)
16 The ové@lues of this university are clearly understood by 109 87 18 1 341 0.663
all secretaries (50.7%) (40.5%) (5.4%) (0.5%)
17 I do not allow personal feelings to interfere with my 129 81 3 1 3.56 0.852
standards of excellence (60.0%) (37.7%) (1.4%) (0.5%)
Average mean: 3.43
Weighted mean: 3.53

Source: Field Survey, 2022 Key: SA=Strongly Agree, A=Agree, D= Disagree, SD=Strongly Disagree

Decision rule: In place =4.00-2.00, not in place =1.99-1.0.

X= Mean; Sd = Standard deviation
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Table 4.8 reveals the organisational culture is in place among secretaries in federal
universities in South-west, Nigeria. The rating scales that were adopted in measuring
organisational culture of secretaries were: Strongly Agree, Agree, Disagree, and Strongly
Disagree. But for the purpose of reporting, Strongly Agree and Agree were merged to
become Agree (A) while, Disagree and Strongly Disagree were to become Disagree (D).
Results reveal that 214 (99.5%) agreed that the performance of secretarie%»e\mhasised
as an important goal, while one (0.5%) disagreed. A total of 21 ( ) agreed that
actions were taken whenever individuals or procedures se.em ‘t%b'% unproductive, while
three (1.4%) disagreed. Again, 207 (96.3%) agreed that t xership of their university
communicates clearly the goals and culture to secreﬁ&%ﬁ, while eight (3.8%) disagreed.
A total of 214 (99.5%) agreed that respom@% of secretaries are clearly defined,
while 1 (0.5%) disagreed. Furthermon:\ (99.5%) agreed that secretaries understand
their role and the extent of thef&ghdrity while one (0.5%) disagreed. 202 (94.0%)

agreed that secretaries are a@'of the structure of the university, while 13 (6.0%)

disagreed. %

N
Also, 208 (96.8% %ed that their university respects secretaries for their expertise,
while V@@Q%) disagreed. Furthermore, 202 (93.9%) agreed that their university
enc&ra s the growth of secretaries, while 13 (6.1%) disagreed. A total of 205 (95.4%)

%ed that their university is an abode for career growth and development of secretaries,
while 10 (4.6%) disagreed. A total of 203 (94.4%) agreed that the right secretaries are
appointed to the appropriate places, while 12 (5.6%) disagreed. Furthermore, 201 (93.5%)
agreed that efforts were made to help secretaries develop their skills that would enhance

job performance, while 14 (6.5%) disagreed. A total of 180 (83.8%) agreed that in their
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university, decisions on promotion are fair, while 35 (16.2%) disagreed. Similarly, 202
(94.0%) agreed that in their university, ideas are encouraged from everyone, while 13
(6.1%) disagreed. A total of 200 (93.1%) agreed that in their university, secretaries
cooperate with one another, while 15 (7.0%) disagreed. Again, 202 (94.0%) agreed that
secretaries’ technical knowledge is valued, while 13 (6.1%) disagreed. A total of 196
(91.2%) agreed that the overall values of their university were clearly un%é&& by all
secretaries, while 19 (5.8%) disagreed. Whereas 210 (97.7%) a .63@ they do not

allow personal feelings to interfere with their standards o ex%e lence, four (1.9%)

With a weighted mean of 3.53, it could be inie:@»t t rules and values which are the
1

disagreed.

two organisational culture in place are we

federal universities in South-west, N@

wed and maintained by secretaries in
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Research Question Four: What is the level of emotional intelligence of secretaries in federal

universities in South-west, Nigeria?

Table 4.9: Emotional Intelligence of Secretaries in Federal Universities in South-west,

Nigeria
s/n__ Items SA A D SD X SD
Self-awareness
1 I perceive myself as a self-confident person 165 49 (22.8%) - 1 3.76  0.461
(76.7%) (0 5%)
2 I pay attention to the feelings of others 158 56 (26.0%) - 3.72 0478
(73.5%) %
3 I recognise that my feelings and emotions affect 113 71 (33.0%) 19 (8. 8%) 3.33  0.857
others at work (52.6%) .6%)
4 I understand clearly how to meet the goals of the 129 69 (32.1%) 5& 3.52  0.640
institution (60.0%)
5 I am able to motivate myself to do difficult tasks 125 88 (40.9%) 0.%9% - 3.57 0514
(58.1%)
6 I take time to think about my emotions 135 66 (30. Qb\B (6.0%) 1 3.56 0.630
(62.8%) { (0.5%)
7 I have a guiding awareness of my values and goals 152 oSle}%) 7(3.3%) 2 3.66 0.590
(70.7% (0.9%)
8 I recognize how my feelings affect my job 156 ‘%(24 7%) 3(1.4%) 3 3.68 0.574
performance (72.69 (1.4%)
9 I am aware of my strengths and weaknesses in this 45(20.9%) 13 (6.0%) - 3.67 0.586
institution )
10 I am reflective and try to learn from experience CJ 6 57 (26.5%) 2(0.9%) - 3.72 0472
(72.6%)
Average mean (b' 3.62
Relationship Management
11 I can effectively persuade members 0 124 89 (41.4%) - 2 3.56 0.551
unit/department to work towards a hare vision (57.7%) (0.9%)
and goal %
12 T have a good relationship w1 nagement 140 53 (24.7%) 20(9.3%) 2 3.54 0.702
team of my institution Qd (65.1%) (0.9%)
13 I am able to network ly to support the 135 65 (30.2%) 13(6.0%) 2 3.55 0.653
goals of my instituti (62.8%) (0.9%)
14 Ihave goodra a wide circle of 116 85(39.5%) 14 (6.5%) - 347 0.618
colleagues (54.0%)
15 Thaveas pertise in building and leading 131 70 (32.6%) 14 (6.5%) - 3.54 0.616
teams (60.9%)
Average mean 3.53
Weighted mean: 3.58

Source: Field Survey, 2022 Key: SA=Strongly Agree, A=Agree, D= Disagree, SD=Strongly Disagree

X= Mean; Sd = Standard deviation

Decision Rule: High =4.00-3.00, Moderate
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Table 4.9 reveals the level of emotional intelligence of secretaries in federal universities
in South-west, Nigeria. The rating scales adopted in measuring emotional intelligence of
secretaries were: Strongly Agree, Agree, Disagree and Strongly Disagree. But for the
purpose of reporting, Strongly Agree and Agree were merged to become Agree (A) while,
Disagree and Strongly Disagree were to become Disagree (D). Results reveal that 214
(99.5%) agreed that they perceive themselves as self-confident persons, %@? (0.5%)
disagreed. A total of 214 (99.5%) agreed that they pay attention to y %gs of others,
while one (0.5%) disagreed. Again, 184 (85.6%) agreed Ehat ex\recognised that their
feelings and emotions affect others at work, while 31 @‘\éﬁ isagreed. Furthermore,
198 (92.1%) agreed that they understand clearly how%@leet the goals of the institution,
while 17 (7.9%) disagreed. A total of 213 (99,0 ‘Qgreed that they were able to motivate
themselves to do difficult tasks w '}e¥\\‘ (0.9%) disagreed. Whereas, 201 (93.5%)
agreed that they take time to thir%' their emotions, 14 (6.5%) disagreed. Also, 206
(95.8%) agreed that they hav%(ghiding awareness of their values and goals while nine
(4.2%) disagreed. A to a@@ (97.3%) agreed that they recognize how their feelings
>

affect their job ie@

they were %r of their strengths and weaknesses in their institution, while 13 (6.0%)

ce, while six (2.7%) disagreed. Again, 202 (93.9%) agreed that

disagre€d=Furthermore, 213 (99.1%) agreed that they were reflective and tried to learn

xperience, while two (0.9%) disagreed.

Also, 213 (99.1%) agreed that they could effectively persuade members of their
unit/department to work towards a shared vision and goal while two (0.9%) disagreed. A
total of 193 (89.8%) agreed that they have a good relationship with the management team

of their institution, while 22 (10.2%) disagreed. Again, 200 (93.0%) agreed that they
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were able to network effectively to support the goals of their institution, while 15 (6.9%)
disagreed. Similarly, 201 (93.5%) agreed that they have good rapport with a wide circle

of colleagues, while 14 (6.5%) disagreed. A total of 201 (93.5%) agreed that they have a

strong expertise in building and leading teams, while (6.5%) disagreed.

The weighted mean is 3.58 and based on the decision rule, it could be inferr

D

level of emotional intelligence of secretaries in federal universities inﬁo&?ést, Nigeria

is moderately high. ‘%\

. %
4.3 Test of Hypotheses %\%

This section of the research reports the results QQH& test of the null hypotheses

formulated to guide the study. The hypotheses ted at 0.05 level of significance.

Hol. There is no significant influence of % ee coordination practices on job

performance of secretaries in ﬁe‘d@

Table 4.10a: Influence of Employee Coordination Practices on Job Performance of

iversities in South-west, Nigeria

Secretaries
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7002 490 482 5.76191

Source: Field Survey, 2022

a. Predictors: (Constant), Transparency, Roles and Responsibility,
Decision making

Table 4.10b: Influence of Employee Coordination Practices on Job Performance of

Secretaries
Sum of
Model Squares df Mean Square F Sig.
1 Regression 6720.547 3 2240.182 67.476 .000°
Residual 7005.109 211 33.200
Total 13725.656 214

Source: Field Survey, 2022

a. Dependent Variable: Job Performance
b. Predictors: (Constant), transparency, Roles and responsibility, decision making
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Table 4.10c: Influence of Employee Coordination Practices on Job Performance of

Secretaries
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta T Sig.
1 (Constant) 17.890 1.346 13.290 .000

Roles and 763 240 244 3177 .002

responsibility

Decision making 1.031 205 448 5.038 .000

Transparency .149 201 .059 .740 460

Source: Field Survey, 2022

a. Dependent Variable: Job Performance

: ‘%w !

Tables 4.10a, 4.10b and 4.10c show the influence of empg}%b ordination practices on
job performance of secretaries in federal universjtiﬂ outh-west, Nigeria. The most
potent measure of employee coordination prg@&s decision making (Beta = .448, t=
5.038, p<0.05) followed by roles and g@lsibilities (Beta = .244, t= 3.177, p<0.05)
while transparency (Beta = .594 tZQé_lﬁ)\,p>0.05) was not significant. This implies that
decision making and roles sponsibilities tend to increase the quality of job
performance of secretaries i federal universities in South-west, Nigeria by 44.8% and
24.4% respectiv@[ v?las also revealed that the three measures of employee
coordinatioq\dgdice combined accounted for 48.2% (Adj.R>= .482) variance in the
predia%g job performance. The result from the regression analysis shows that there

significant influence of the independent variable (employee’s coordination
practices) on job performance, F @, 211y = 67.476, P<0.05. This implies that employee

coordination had significant influence on job performance of secretaries in federal

universities in South-west, Nigeria. Therefore, Hol is rejected.
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Ho2: There is no significant influence of organisational culture on job performance of
secretaries in federal universities in South-west, Nigeria

Table 4.11a: Influence of Organisational Culture on Job Performance of Secretaries

R Adjusted R Std. Error of the
Model R Square Square Estimate
1 667° 446 440 5.99140

a. Predictors: (Constant), values, rules

Table 4.11b: Influence of Organisational Culture on Job Performance of Sectetaries

Sum of
Model Squares df Mean Square F Sig.
1 Regression 6115.516 2 3057.758  85.182 .000P
Residual 7610.140 212 35.897
Total 13725.656 214

a. Dependent Variable: Job Performance
b. Predictors: (Constant), values, rules

Table 4.11c: Influence of Organisational Culture on Job Performance of Secretaries
Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 14.930 1.557 9.590 .000
Rules 1.858 312 446 5.955 .000
Values 365 .102 269 3.589 .000

Source: Field Survey, 2022

a. Dependent Variable: Job Performance

Tables 4.11a, 4.11b and 4.11c show the influence of organisational culture on job
petformance of secretaries in federal universities in South-west, Nigeria. The most potent
measure of organisational culture was rules (Beta = .446, t= 5.955, p<0.05) followed by
values (Beta = .269, t= 3.589, p<0.05). This implies that rules and values tend to increase
the quality of job performance of secretaries in federal universities in South-west, Nigeria

by 44.6% and 26.9% respectively. It was also revealed that the two measures of
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organisational culture combined accounted for 44.0% (Adj.R?>= .440) variance in the
prediction of job performance. The result from the regression analysis shows that there
was a significant influence of the independent variable (organisational culture) on job
performance, F 2, 212) = 85.182, p<0.05. This implies that organisational culture had
significant influence on job performance of secretaries in federal universities in South-
west, Nigeria. Therefore, Ho2 is rejected. &b

Ho3. There is no significant influence of emotional intelligence (rela W management

and self-awareness) on job performance of secretaries in fedesal 'glniversities in South-

N
west, Nigeria \
N

Table: 4.12a: Influence of Emotional Intelligence on Job- rmance of Secretaries
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 8232 677 674 4.57453

a. Predictors: (Constant), Relationship management, self-awareness

Table 4.12b: Influence of Emotional Lp@gence on Job Performance of Secretaries

Sum of Mean
Model Squares df Square F Sig.
1 Regression 9289.270 2 4644.635 221.952 .000°
Residual 4436.385 212 20.926
Total 13725.656 214

a. Dependent Variable: Job Performance
b. Predictors: (Constant), relationship management, self-awareness

Table 4.12¢: Influence of Emotional Intelligence on Job Performance of

Secretaries
Unstandardized  Standardized
Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 16.809 984 17.090 .000
Self-awareness 123 124 071 995 321
Relationship management 2.183 206 762 10.605 .000

Source: Field Survey, 2022
a. Dependent Variable: Job Performance
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Tables 4.12a, 4.12b and 4.12c show the influence of emotional intelligence on job
performance of secretaries in federal universities South-west, Nigeria. The most potent
measure of emotional intelligence was relationship management (Beta = .762, t= 10.605,
p<0.05) while self-awareness was found non-significant (Beta = .071, t= .995, p>0.05).
This implies that relationship management tends to increase the quality of job
performance of secretaries in federal universities in South-west, Nigeria b ‘9% It was
also revealed that the two measures of emotional intelligence co .ﬁ;%ccounted for
67.4% (Adj.R?*= .674) variance to the prediction of job per.fo ngg:. The result from the
regression analysis shows that there was a signiﬁcan&@‘i\‘uence of the independent
variable (emotional intelligence) on job perfoma@ga(z, 212) = 221.952, p<0.05. This

implies that emotional intelligence had sig@ t influence on job performance of

secretaries in federal universities in Sfu@gt, Nigeria. Therefore, Ho3 is rejected.
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Ho4  There is no significant combined influence of employee coordination practices,
organisational culture and emotional intelligence on job performance of
secretaries in federal universities in South-west, Nigeria.

4.13a: Combined Influence of Employee Coordination Practices, Organisational
Culture and Emotional Intelligence on Job Performance of Secretaries

Adjusted R
Model R R Square Square Std. Error of the Estimate
1 .8052 .647 .642 4.78978

a. Predictors: (Constant), Emotional intelligence, organisational culture,
employee coordination practices

4.13b: Combined Influence of Employee Coordination Practices,
Organisational Culture and Emotional Intelligence on Job
Performance of Secretaries

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 8884.904 3 2961.635 129.093  .000°
Residual 4840.752 211 22.942
Total 13725.656 214

Source: Field Survey, 2022

a. Dependent Variable: job performance
b. Predictors: (Constant), Emotional intelligence, organisational culture, employee
coordination practices

Table 4.13c: Combined Influence of Employee Coordination Practices,
Organisational Culture and Emotional Intelligence on Job
Performance of Secretaries

Unstandardized  Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 22.612 12.567 1.799 .075
Employee coordination .166 .043 233 3.898 .005
practices
Organisational culture 731 107 250 6.852  .000
Emotional intelligence .628 102 242 6.208 .001

Source: Field Survey, 2022

a. Dependent Variable: Job Performance
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Tables 4.13a, 4.13b and 4.13c revealed the combined influence of the independent
variables (employee coordination practices, organisational culture and emotional
intelligence) to the prediction of job performance of secretaries in federal universities in
South-west, Nigeria. It was tested using regression analysis. The result yielded a
coefficient of multiple regression R = 0.805 and multiple R-square = 0.647. .{h&hggests

that the three factors combined accounted for 64.2% (Adj.R*>= éﬂ@%ance in the
e

prediction of job performance. The other factors accounting for the,remaining variance
are beyond the scope of this study. The result from the @HS ?1 analysis shows that
there was a significant combined influence of .th&% pendent variables (employee
coordination practices, organisational cul '® emotional intelligence) on job
performance, F 3, 211) = 129.093, pfq&This implies that employee coordination
practices, organisational cultur Q;}fnotional intelligence, when taken together,

influenced the job performa%) secretaries in federal universities in South-west,

Nigeria. Therefore, Ho4 is rejected.

N
4.4 DiscussioQ)@Q}ngs
The res IS@m research question one showed that the level of job performance of
secreé in federal universities in South-west, Nigeria was moderately high. This

@ns that secretaries put in their best at work to ensure that the goals of their various
institutions are met. However, the result is not satisfactory as management of the
institutions need to put some measures in place such as prompt payment of salary,
remuneration, leave as and when due, promotion among others as all these could make

the job performance of secretaries to be high. The finding goes in line with a study that
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found that the responsibility of university management to provide the necessary
atmosphere to increase the performance of secretaries will affect organisational
performance and ultimately profitability of the firm!'. The increase in secretaries’ job
performance will make them utilise their talents in a way that they will have fulfillment
and self-actualisation which will in essence lead to the achievement of the organisation’s
goals. The finding also support a study job satisfaction, job invgﬁ ent, and
organisational commitment were positively related to job performan: Y g employees
in public sector and that it was also revealed that there was gd%rate job performance
among employees. It was also affirmed that when job pe nce of employees is high,
it means that the goals and objectives of the org 'g?on could be achieved. Also, a
literature affirmed the relationship between@%ﬁonal culture and job performance
among employees in banking industry@was revealed that a strong organisational
culture was positively related to bgr)ormance and that there was a moderate level of
job performance among empl@&. It was further reiterated that for employees to be in
their acme of perform %nagement of the organisation should intensify their effort
to provide a co d&@vironmem for employees and as well give them incentives that
would ma iﬁi to be at their best so as to meet and achieve the goals of the

N

gﬂt from research question two study found that roles and responsibilities,
participation in decision making and transparency are the employee coordination
practices that exist among secretaries in federal universities in South-west, Nigeria. This
means that when secretaries are given the opportunity to take part in decision making and

play their roles and take their responsibilities at work, they tend to achieve the goals of
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the institution. The finding lends credence to a study that found that roles and
responsibilities and transparency are the employee coordination practices that are in place
in an organisation. It was further found that in order for employees to function properly,
they must be given all the necessary authority to carry out their tasks. Each member of
the organisation must be familiar with the job description and the departmental

regulations as this would make them to be well coordinated and mC%&elr job

performance?. 'E\

The finding equally supports a study that investigated ‘@Sﬂﬂuence of employee
coordination practices on employee performance and %@%that there was a significant
relationship between employee coordination @and employee performance. The
author concluded that when individuals in % m collectively combine their strengths,

they will develop team work eng@n

Engaged teams show positive a ive state, have sufficient conflict management and

nd generate increased team performance.

confidence, spend their ﬂ@d effort in planning and goal setting, coordinate work
activities and assist t thembers to accomplish their tasks. Such collective actions will

thereupon inc‘eas@e ffectiveness and efficiency of task execution®.

W\

Resu@research question three showed that rules and values which are the two

indices of organisational culture are in deeply entrenched, are well followed and

maintained by secretaries in federal universities in South-west, Nigeria. This suggests
very strongly that when secretaries follow the rules and values of the institution and abide
by them strictly, there is every tendency that their job performance would be enhanced.
The finding is in concomitant with a study of organisational culture on employee

performance which asserts that the job performance of an organisation has a strong
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impact on strong organisational culture as it leads to enhanced productivity. They
however recommend that the strong culture of an organisation based upon managers and
leaders helps in improving various levels of performance. Managers relate organisational
performance and culture to each other as they help in providing competitive advantage to
organisations. This corroborates the finding of other researchers who found that
organisational culture has a positive impact on employees’ job performanc@was also
found that a strong culture could be linked with high growth perfo : a& hey equally
found that the intensity of the organisation’s culture is pos&e}xy correlated with its
relative growth. It was also claimed that organisational c{@m attached to performance

and initiated on the apparent role that culture can pl@[\ ompetitive advantage.

The finding also wvalidates a study tﬁvestigated the relationship between
organisational culture and performa@ﬁ%’s ted that organisational culture is the set of
shared values, beliefs, and non%ﬁhat influence the way employees think, feel, and
behave in the workplad\% organisation‘s culture can have an impact on its
effectiveness. The ofy concluded with the knowledge that the culture of an
organisation @)\)@ loyees to understand both the organisation‘s history and current
metho @peration. Secondly, organisational culture can foster commitment to the
orgé%n‘s philosophy and values. Organisational culture, through its norms, serves as
Qntrol mechanism to channel behaviours toward desired behaviours and away from
undesired behaviours. Also, certain types of organisational cultures may be related

directly to greater effectiveness and productivity than others®.

Result from research question four revealed that the level of emotional intelligence of

secretaries in federal universities in South-west, Nigeria was moderately high. This

197



suggests that when secretaries are able to understand themselves and also manage a good
relationship with their colleagues and other members of staff in their organisation, they
tend to become more productive. The finding supports a study which examined the effect
of emotional intelligence (EI) on job performance of IT employees in India and it was
found that there was a positive significant relationship between emotional intelligence
and job performance of IT employees. The authors recommended thaé?&sations
should consider EI as part of recruitment and selection to emplo Jdﬁ;%bls with high
EI as it predicts better job performance. Similarly, they .autg p»qually suggested the
incorporation of EI as part of training and development todmprove the EI of the current
employees to additionally enhance their individual ,@gamance which would lead to the
growth of the organisation’. The finding als@ s a study on the impact of emotional
intelligence on job performance amoif}!(ka%gers in India and reported that there was a

positive and significant relati(%h' etween emotional intelligence and the job

performance of bank mana@tb'l' he authors concluded in the study that emotional

intelligence is conside ehg)an important attribute which is intangible in nature but
X

'\
controls an 1@

mployee). So, they concluded that the higher the emotional
intelligence)of

Q

Res& m hypothesis one showed clearly that there was a significant influence of

employees, the higher their job performance?®.

Qloyee coordination practices on job performance of secretaries in federal universities
in South-west, Nigeria. This means that being transparent and the ability to coordinate
oneself in an institution tend to have an influence on job performance. The finding
corroborates a study that investigated the influence of employee coordination practices on

job performance among employees in Germany and reported that there was a significant
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influence of employee coordination practices on job performance. The author concluded
that the ability of employees to comport and coordinate oneself in the office would
enhance effective job performance’. The finding also validates a study that was
conducted on the influence of employee coordination practices on employee performance
in The Netherlands and reported that employee coordination practices influenced
employee performance. The author concluded that the ability of employeeé'ﬁg\oordinate
themselves without any distraction tends to improve their overall | ?@rmance. The
authors therefore recommended that employers of labf)ur ‘%O'l\ﬂd ensure that they

motivate their employees as this would make them to @tra e and also put in their

best in meeting the organisational goals®. . '\QQ

Result from hypothesis two showed t ﬁg was a significant influence of
organisational culture on job perfor@%f secretaries in federal universities in South-
west, Nigeria. This means that%'. type of orgnistional culture put in place by the
management of the insti%@uld have influence on the job performance of secretaries.
The finding substantia%a\ study which examined the effect of organisational culture on
job performa@g ployees in Singapore telecommunication and reported that
organis ti@kculture such as ritual, value and heroes have a huge and significant impact
on ‘%ee performance; and through this research which shows that symbols have
@ or no impact on employee performance!® The finding equally corroborates a study
in Somalia which examined the impact of organisational culture on job performance of
employees in Somalia University. The study employed the correlation design and
convenient sampling was adopted in selecting 90 employees; and reported that there was

a significant positive influence of organisational culture on job performance. It was
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concluded that an employee’s ability to be innovative, creative, and independent of macro
management, cohesion with fellow colleagues among others, would enhance job

performance'’.

Result from hypothesis three showed that there was a significant influence of emotional
intelligence on job performance of secretaries in federal universities ine th-west,
Nigeria. This means that secretaries who have high emotional intelli &nd to be
more productive at work. The finding agrees with a study which’%% the effect of
emotional intelligence on job performance of IT employees i@iﬁ) using the descriptive
survey and simple random sampling technique. It was @%\that there was a significant
positive relationship between emotional in e@e and job performance of IT

employees. The authors recommended that sations should consolidate EI as a part

of recruitment and selection to empé)‘h@duals with high EI as it predicts better job
performance, they ought to likewiséjincorporate EI as a part of training and development
to improve the EI of th@n‘[ employees to additionally enhance their individual
performance which 18) lead to the growth of the organisation'?. The finding also
supports a sh@)@% examined the moderating and direct effects of an ability based
emotio alé&vlligence measure on individual performance. The sample of the study
incl@e employees in selected organisations. The results of the study revealed that
Qtional intelligence had direct effects on job performance than the indirect effects. So,
it was concluded that the individuals that possess emotional intelligence must be

motivated to use the intelligence'>.

Result from hypothesis four revealed that there was combined influence of employee

coordination practices, organisational culture and emotional intelligence on job
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performance of secretaries. The finding lends credence to a study that reported that
employee relations practices followed in the organisation had a direct effect on the
performance of workers in the organisation. Employees with higher level of satisfaction
with the existing organisation practices are more productive and resistant towards
changing the current organisation. The study also revealed that improving the employee
relations practices of an organisation could improve the performance of %@U(by‘ees and
thereby the overall productivity of the organisation'4. The finding a ) 'gg in line with a
study that investigated the impact of organisational culture on plgyee performance and
found that there was a significant relationship betw}e{%\rganisational culture and
employee performance!®. The finding supports a stud&%ich examined the influence of
emotional intelligence on job performance @aff of Ondo Civil Service using the

survey design and purposive sampljng‘\% nique and it was found that there was a

significant influence of emotionalNntéHigence on job performance!'®.
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Chapter Five
Conclusion

This chapter presents and discusses the summary of findings, conclusion and offers
valuable recommendations. It further presents the contributions to knowledge and

suggestions for further studies.

5.1 Summary of Findings

QP

S

The study investigated the influence of employee coordination pl%%?Qrgamsatlonal
culture and emotional intelligence on job performange@@cretarles in federal
universities in South-west, Nigeria. The descriptive sum@esearch design was adopted
in order to achieve the purpose of the study. It Wa.s'@pted mainly because it was useful
in collecting data on phenomena that c be directly observed without any
manipulation. The population of the @:prlsed secretaries in federal universities in
South-west, Nigeria. The sample%g of the study was two hundred and seventeen (217)
secretaries who were sele%%ng stratified proportionate sampling technique. The total
number of respondents was, two hundred and fifteen (215) which comprised 60 males and

155 females. Q’%,mterpretatlon of analyses of data collected and findings of the

study, the wing are the main findings of the study:
1. %el of job performance of secretaries in federal universities in South-west,
1ger1a is moderate.
ii.  Roles and responsibilities, participation in decision making and transparency are the

employee coordination practices that exist among secretaries in federal universities in

South-west, Nigeria.
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iil.

1v.

Vi.

Vii.

Viii.

Rules and values are the two organisational cultures in place and are well followed
and maintained by secretaries in federal universities in South-west, Nigeria.
The level of emotional intelligence of secretaries in federal universities in South-west,
Nigeria is moderate.
There was a significant influence of employee coordination practices on job
performance of secretaries in federal universities in South-west, Nigeri&')&\
There was a significant influence of the organisational culture 0 y rformance of
secretaries in federal universities in South-west, Nigeria.
. "
There was a significant influence of emotional inte’{@we on job performance of
secretaries in federal universities in South-west, N&%‘{a.
Employee coordination practices, organ@ culture and emotional intelligence,
when taken together, inﬂuencei){& b performance of secretaries in federal
universities in South-west, Nigeriay”and the three independent variables (employee
coordination practices o@aﬁonal culture and emotional intelligence) accounted
for 64.2% in the p&%ﬁof job performance of secretaries.
5.2 Conclusio
R

Based on the “findings of the study, it could be concluded that when employee

coor@n practices are well practiced in an organisation coupled with the fact that if

%gture of the organisation suits both the secretaries and employers of labour, it is

expected that the job performance of secretaries could be heightened as this would make
the federal universities in South-west, Nigeria to achieve their mission and vision
statements. Also, having a high emotional intelligence such as possessing good social

skills, good relationship management among colleagues and visitors and the ability to be
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aware of the one’s needs and that of others, could enhance job performance of secretaries.
It could be concluded therefore that employee coordination practices, organisational
culture and emotional intelligence have significant influence on job performance of
secretaries in federal universities in the South-west, Nigeria.

5.3 Recommendations

The following recommendations were made based on the findings of the st@g:\oO

i.  When introducing changes to the current culture in an organi . % is important
to inform the employees in good time, involve thegc'txively throughout the
process and educate them intensively on the K@katlons to be made. This
would help minimise resistance and av@gegative effects on the overall
performance of the institution since%r would influence the performance of
the secretaries which has inﬂuen@the mission and vision of institutions.

ii.  Secretaries and other empgge)should be bounded to corporate culture of their
various institutions %%s would encourage consistency and thus enhance
commitment th %holding of corporate values and employee performance.

X

i, Managq)%'%

ma ocess of such institutions as this would make them to be committed and

St
‘%Jrn enhance their job performance.

@Q Efforts should be made by the management of the institutions to help secretaries

e institutions should allow secretaries to partake in the decision

develop their skills, career growth and conducive work environment for

secretaries as this could in turn enhance their job performance.
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v.  The management of the universities should communicate clearly the goals,
structure, responsibilities and culture to secretaries as this could improve their job
performance.

vi.  Management of universities should strive continually to build an organisational
culture that will enhance high job performance of secretaries; and put in place
capacity building programmes such as workshops, seminars, and %@Mences to
help secretaries develop a high level of emotional intelligenc y \%or which is a
requite that would make them to perform their jobs opti all.\<.

vii.  Secretaries should carry out self-developmet&%x the areas of emotional
intelligence, communication, interpersonat @g&‘s, and so on, rather than wait
for their employers to train or devel&@ . Secretaries should be proactive in

taking up training and any su\@gogrammes that could improve their job
performance. E C-)

5.4 Contribution to Knowle@'
The findings from thi s:g\ugr provide valuable insight into the job performance of
secretaries in d%’Qn ersities. This thesis has successfully developed a theoretical
framework that is"helpful for future research in this area. Besides, this study has provided
new f@“ on those factors that could enhance job performance of secretaries in federal
%@sities. The literature reviewed in this study has given a better understanding and
knowledge of job performance of secretaries in federal universities. The study has further
proven that job performance of secretaries is very germane if the universities are desirous

of achieving their mission and vision statements. In general, the study has filled a

research gap which sought for the need to adopt more of this research in job performance
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studies. This study has also contributed to the existing body of knowledge on job
performance of secretaries in federal universities not only in the South-west, Nigeria but
on a global scale.

5.5 Suggestions for Further Studies

The following suggestions are hereby made for further studies:

i.  The influence of employee coordination practices, emotional intel@\?&md job
satisfaction on job performance of secretaries in federal uy@%in other geo-
political zones of Nigeria. i -

ii.  The influence of employee coordination practices %thonal intelligence and job

satisfaction on job performance of secret%%g in state and private-owned

universities in South-west, Nigeria. @

iii.  Demographic factors, emotjo @Sntelligence and reward system on job

performance of secretaries\ ral universities.

iv.  Employee coordinat@b‘practices, organisational culture and emotional

intelligence or%b erformance of secretaries in polytechnics and colleges of
"
¢

educatic)@

v. Influenc

ia.

of employee coordination practices, emotional intelligence and job
‘%%ction on job performance of secretaries in state universities in Nigeria.

@Q Influence of employee coordination practices, emotional intelligence and job

satisfaction on job performance of secretaries in private universities in Nigeria.
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Appendix I
RESEARCH QUESTIONNAIRE

LEAD CITY UNIVERSITY, IBADAN
FACULTY OF COMMUNICATION AND INFORMATION SCIENCES
DEPARTMENT OF INFORMATION MANAGEMENT

Dear Respondent,

I am a Ph.D student from the above-named university and this questionnaire is’ %gned to
elicit information on influence of Employee Coordination Practices, % sational
Culture and Emotional Intelligence on Job Performance of Secretatries/ in federal
universities in South-west, Nigeria. Your timely response to issues m below will
contribute immensely to meeting the set objectives of the research wqQrk: All information
supplied will be treated with confidentiality as they will be used fogﬁcagsemic purpose only.

Thank you. &é\\d

e

Virginia O. Onche

SECTION A: Demographic Data of Respondem@Q
This section intends to gather data on the res.pgn%*ﬁts to assist the Researcher on the varied

secretaries in federal universities in South‘we%, igeria.

Instruction: please tick v ) the c@option to the following questions:

1. Gender: a. Male () b.&gpﬁale ( )

2. Age: a. 20-30 years (). b. 331—40 years () c.41-50 years () d. 51-60 years () e.
61 years and above ( |

3. Highest Educatio @a ication: a. SSCE( ) b.OND ( )c. HND ( )d.B.Sc( )
e. Masters () £, Others ()

4. Years in Service;,a. 1-5 years () b. 6-10 years () c. 11-15 years () d. 16-20
years ( 25years () f. 26 years and above ()

QQ
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SECTION B: Job Performance Scale (JPS)

The statement in this section concerns job performance of secretaries in federal universities in

South-west, Nigeria. Using the 4-point Likert-type scale provided, please indicate the level of

job performance in relation to your university (answer by selecting one of the alternatives)

NOTE: Very High (VH) High (H) Low (L) Very Low (VL)

S/N ITEMS VH - %LL VL
D

Job-specific task proficiency 8\ 4

1. Ability to perform office routine works \‘Q_?Q'

2. | Attending to information requests v

3. Ability to attend promptly to requests from other staff -

4. Ability to separate official issues from side issues at woi]\ ’

5. Ability to keep my job skills up-to-date A(“Oy
Non-job specific task proficiency . & (64

6. Management of office facilities and equipment .{\\

7. Providing input to growth of the departmefﬂ{\\\y

8. Coordinating social events for the department™

9. Exhibiting attendance at work beysmzia rm

10. | Volunteering to do things not fgrrw required by the job
Communication skill

11. | Using communication slgillso\\o"

12. | Effective use of informz?ﬁql/‘?gols and technologies

13. | Effective dissemination qf memos within the department

14. | Effective dissemi,ri@n f information amongst colleagues
Personal di@fi\n}‘

15. Performing(w\ﬁk/ schedule on time

16. Punct@@d regular attendance at work

17. Eth team spirit with colleagues

18. 1&@iﬁg assistance to other staff where necessary

19. \Qpility to perform my work well with minimal time and effort
Administration

20. | Taking initiative to orientate new employees

21. | Making innovative suggestions to enhance individual performance

22. | Managing more responsibilities than typically assigned

23. | Ability to coordinate the unit/department effectively

24. | Anticipating and proffering solutions to problems

25. | Giving direction on specific tasks
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SECTION C: Employee Coordination Practices Scale (ECPS)

The statement in this section concerns employee coordination practices which exist among
secretaries in federal universities in South-west, Nigeria. Using the 4-point Likert-type scale
provided, please indicate the extent to which you agree or disagree with each statement in

relation to your university (answer by selecting one of the alternatives).

NOTE: SA = Strongly Agree, A=Agree, D = Disagree, SD = Strongly Disagree .

S/N ITEMS SAC ,Q SD
/’ \

Roles and responsibilities L G\:‘

1 I always take the minutes of meetings in my department S H Y

2 I retrieve and review all correspondence for my boss N

3 I keep confidential files, diary or documents of future ac_tiy%'\

4 I prepare annual reports of activities for my department A

5 I am responsible to all committees’ correspondenk@m my
department y
Participation in decision making o

6 I am involved in important decisions that the institution

7 Decisions are arrived at with consultations members of the
department

8 1 have opportunity to solve problem’s ted with my work

9 I give critical considerations  te_ decisions that affect the
institution

10 My participation in decision (g@mg in this institution improve my
performance
Transparency V

11 | I am open to all mem%m of staff of this institution

12 | People in my institution should know what I do and why I do it.

13 | I am accountabléuto people in this institution for my actions.

14 |1 try to uq{}sﬁa’nd how the institution’s decisions affect people
like me. (N

15 e-useful information to people for making informed

S.

NN
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SECTION D: Organisational Culture Scale (OCS)

The statement in this section concerns the organisational culture which is in place among
secretaries in federal universities in South-west, Nigeria. Using the 4-point Likert-type scale
provided, please indicate the extent to which you agree or disagree with each statement in

relation to your university (answer by selecting one of the alternatives).

NOTE: SA= Strongly Agree, A=Agree, D = Disagree, SD = Strongly Disagree « (n_

S/N ITEMS SA |A D()
Rules . QY
1 The performance of secretaries is emphasised as an %Q‘O
important goal
2 Actions are taken whenever individuals or procedures \\ "
seem to be unproductive '(\, 3
3 The leadership of this university communicates clearl)('o"
the goals and culture to secretaries Q)V

4 Responsibilities of secretaries are clearly defined \/\
5 Secretaries understand their role and the e é\@?ﬁelr

authority
6 Secretaries are aware of the structure 0({&& university
Values
7 This university respects secretaries for their expertise
8 This university encourages the gﬁth of secretaries

9 This university is an abow career growth and

development of secretar:
10 | The right secretaries are ointed to the appropriate

places Q )

11 | Efforts are made Ip secretaries develop their skills
that would el(ﬁﬁn job performance

12 | In this university/ dems10ns on promotion are fair

13 | In this.uni ity, ideas are encouraged from everyone

14 |In %\hﬂversity, secretaries cooperate with one

another
15 ries’ technical knowledge is valued

16 W overall values of this university are clearly
understood by all secretaries

17 |1 do not allow personal feelings to interfere with my
standards of excellence
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SECTION E: Emotional Intelligence Scale (EIS)

The statement in this section concerns emotional intelligence of secretaries in federal
universities in South-west, Nigeria. Using the 4-point Likert-type scale provided, please
indicate the extent to which you agree or disagree with each statement in relation to your

university (answer by selecting one of the alternatives).

NOTE: SA= Strongly Agree, A=Agree, D = Disagree, SD = Strongly Disagree -

S/N | ITEMS SA |A kDv'|SD
Self-awareness A@"

1 I perceive myself as a self-confident person N
I pay attention to the feelings of others %

3 I recognise that my feelings and emotions affect others at )
work \‘*”

N ¢

4 I understand clearly how to meet the goals of the g
institution o’&
5 I am able to motivate myself to do difficult tasks 4\
6 I take time to think about my emotions N\

7 I have a guiding awareness of my values arfd goals
8

9

I recognize how my feelings affect my job«performance
I am aware of my strengths and wea ‘R\Jin this
institution \

10 | I am reflective and try to learn m%erience
Relationship management "

11 | I can effectively persuad m@dfs of my unit/department
to work towards a shared “Wisjon and goal

12 | I have a good relatio%p,\with the management team of
my institution a)

13 | I am able to \ifféctively to support the goals of
my institutio )

14 | I have goo yport with a wide circle of colleagues

15 | I hav é expertise in building and leading teams

QQ
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Appendix 11
Sample Size Table

@

Sample Size Table*
From The Research Advisors

Table 3.1

Table for Determining Sample Ske of a Known Population
N 3 N = N = N = N =
10 10 100 80 280 162 D0 260 2800 338
15 14 110 28 200 165 850 263 30 341
20 19 120 o2 300 169 00 269 3500 348
25 24 130 o7 320 175 050 274 4000 351
30 28 140 103 340 131 100 278 4500
33 32 150 EREE 360 186 1100 285 S0 357
40 36 160 113 380 121 12040 201 G030 361
45 40 170 118 400 196 1300 297 TR0 364
30 44 180 123 420 201 1400 302 (00 367
33 48 190 127 440 205 1500 306 (0
30 32 200 132 460 210 1600 310 IREELE 370
63 36 210 136 480 214 1700 313 15000 373
T 39 220 140 300 217 1800 317 2R 377
713 33 230 144 350 226 1940 320 30 379
a0 66 240 143 GO0 234 200 322 A0 330
B3 70 230 152 650 242 2200 327 SO0 381
a0 73 260 133 T00 248 2400 331 T30 382
o3 76 270 139 130 2154 2600 333 1 GO0 384

Nope: N s Population Sike; § it Saomple SkEe Source: Erejcie & \dorgan, 19270

Source: Krejcie and Morgan, 1970 * Copyright, 2006, The Research Advisors (http://research-
advisors.com), All rights reserved.
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APPENDIX III

Age
Cumulative
Frequency Percent Valid Percent Percent

Valid  20-30year 23 10.7 10.7 10.7

31-40years 30 14.0 14.0 24.7

41-50 84 39.1 39.1 63.7

51-60years 65 30.2 30.2 94.0

60yearsabove 13 6.0 6.0 100.0

Total 215 100.0 100.0

Highest Education @
Cumulative
Frequency Percent Valid Percent Percent

Valid  SSCE 28 13.0 13.0 13.0

OND 19 8.8 8.8 21.9

HND 38 17.7 17.7 39.5

BSc 80 37.2 37.2 76.7

Master 31 14.4 14.4 91.2

Other 19 8.8 8.8 100.0

Total 215 100.0 100.0

Y
Q-
Years in Service
Cumulative
Frequency Percent Valid Percent Percent

Valid  6-10years 47 21.9 21.9 21.9

11-15years 68 31.6 31.6 53.5

16-20years 58 27.0 27.0 80.5

21-25years 8 3.7 3.7 84.2

26yearsabove 34 15.8 15.8 100.0

Total 215 100.0 100.0
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JOB PERFORMANCE

Bl Bl | BI | Bl | BI | Bl | Bl | B2
Bl [B2fB3[B4|B5|B6|B7|B8|B9|Bio] 1 |Bi2|Bi3|4|5]6] 7] 8] 9] o0]B2|B2]| B3| B4 | B2
N Vali
215|215 [ 215 | 215 215 | 215 | 215 | 215 | 215 [ 215|215 215| 215|215 215|215 215|215 ) 215|215 | 215 215| 215 215 215
d
Miss
ol of o] of o] of of o] o o] o 0 ol of o] of o] of o] o 0 0 0 0 0
ing
Mean 3.8 2.7 3.8
385] 37| 38 37 36 |36 3.1 | 3.48 3.60 [3.54 |36 3.7 |37 |36 .76 | 3.6 [3.61 ].561
312 269 3.58 116 3.6749 p.62  [3.6374
35| 62107418 749 | 107 719 | 1 27 18 | 418 726 | 097 | 916 [19 |48 |07 o
1 8 16 0
Std. Deviation 398 43| 43| 45| 39| 51| 60| 66| 76| 689 53| 519 508 | 49| 46| 46| 48| s0| 43| 53| 534 .652] 5018 5114
59783
21 719 | 868 | 821 [ 050 ] 104 | 828 | 401 315] 35]094| 68 48]689]643)550]793f289)996[696] 69f 18 1 2
O
A
B1
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 184 85.6 85.6 85.6
Agree 30 14.0 14.0 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
N
B2
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 165 76.7 76.7 76.7
Agree 49 22.8 22.8 99.5
Disagree 1 5 5 100.0
Total 215 100.0 100.0
B3
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 177 82.3 82.3 82.3
Agree 36 16.7 16.7 99.1
Disagree 1 5 5 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
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B4

Frequency Percent Valid Percent Cumulative Percent

Valid Strongly Agree 162 75.3 75.3 75.3

Agree 51 23.7 23.7 99.1

Disagree 2 9 9 100.0

Total 215 100.0 100.0

O
AS
B5
Frequency Percent Valid Percent Cumulative Percent

Valid Strongly Agree 179 83.3 83.3 83.3

Agree 35 16.3 16.3 99.5

Disagree 1 5 5 100.0

Total 215 100.0 - - 100.0

« A\\
B6
Frequency Percent Valid Percent Cumulative Percent

Valid Strongly Agree 146 67.9 67.9 67.9

Agree 67 31.2 31.2 99.1

Disagree 1 5 5 99.5

Strongly Disagree 1 5 5 100.0

Total _ 215 100.0 100.0

'Y
B7
Frequency Percent Valid Percent Cumulative Percent

Valid Strongly Agree 144 67.0 67.0 67.0

Agree 59 27.4 27.4 94.4

Disagree 11 5.1 5.1 99.5

Strongly Disagree 1 5 5 100.0

Total 215 100.0 100.0
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B8

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 26 12.1 12.1 12.1
Agree 105 48.8 48.8 60.9
Disagree 84 39.1 39.1 100.0
Total 215 100.0 100.0
- A
B9
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 72 335 33.5 33.5
Agree 120 55.8 55.8 89.3
Disagree 11 5.1 5.1 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 S 100.0
\
N\
B10
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 127 59.1 59.1 59.1
Agree 66 30.7 30.7 89.8
Disagree 21 9.8 9.8 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
O
B11
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 128 59.5 59.5 59.5
Agree 85 39.5 39.5 99.1
Disagree 1 5 .5 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0
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B12

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 130 60.5 60.5 60.5
Agree 84 39.1 39.1 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0 bd
MR
N
B13
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 118 54.9 54.9 54.9
Agree 96 44.7 44.7 99.5
Disagree 1 5 5 100.0
Total 215 100.0 — 100.0
A A\\
B14
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 142 66.0 66.0 66.0
Agree 71 33.0 33.0 99.1
Disagree 2 9 9 100.0
Total 215 100.0 100.0
A .y
B15
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 180 83.7 83.7 83.7
Agree 32 14.9 14.9 98.6
Disagree 1 5 .5 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0

240




B16

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 168 78.1 78.1 78.1
Agree 45 20.9 20.9 99.1
Disagree 1 5 5 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0 (b‘
O
QN
S
B17
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 153 71.2 71.2 71.2
Agree 61 28.4 28.4 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
WO
AR
B18
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 151 70.2 70.2 70.2
Agree 62 28.8 28.8 99.1
Disagree 1 5 .5 99.5
Strongly Disagree 1 5 .5 100.0
Total \_/ 215 100.0 100.0
WV
~O
B19
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 164 76.3 76.3 76.3
Agree 50 23.3 233 99.5
Disagree 1 5 .5 100.0
Total 215 100.0 100.0
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B20

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 142 66.0 66.0 66.0
Agree 69 32.1 32.1 98.1
Disagree 3 1.4 1.4 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0 (b‘
O
25
S
B21
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 135 62.8 62.8 62.8
Agree 77 35.8 35.8 98.6
Disagree 2 9 9 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
2
C™N
B22
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 138 64.2 64.2 64.2
Agree 60 27.9 27.9 92.1
Disagree 16 7.4 7.4 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0
Ny
B23
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 146 67.9 67.9 67.9
Agree 66 30.7 30.7 98.6
Disagree 3 1.4 14 100.0
Total 215 100.0 100.0
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B24

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 147 68.4 68.4 68.4
Agree 55 25.6 25.6 94.0
Disagree 13 6.0 6.0 100.0
Total 215 100.0 100.0
AL
N
B25
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 138 64.2 64.2 64.2
Agree 76 353 353 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 — 100.0
>
EMPLOYEE COOMIWION PRACTICES
LD
Statistics
Cl C2 C3 C4 C5 C6 C7 C8 C9 | Cl10 | Cl11 Cl12 | C13 | C14 | CI5
N Valid 215 215 215 215 215 215 215 215 2151 215| 215 2151 215| 215 215
Missing 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Mean 3.31 3.241 | 3.27 | 341 329 |3.24 |3.523
3.2601 |3.2140 3.6211 [3.2809 184 3.10177 [3.57123 | 3.3911 51 349 | o7 3.3726 e 1ss1 |-
Std. Deviation .843 7470 773 | .808 .848 | .873| .6253
.83981 1.61615| .52385| .92032 97575 77726 | 70697 .85918
— 12 3 05 78 64 88 7
~
C1
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 98 45.6 45.6 45.6
Agree 86 40.0 40.0 85.6
Disagree 19 8.8 8.8 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
C2
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 61 28.4 28.4 28.4
Agree 139 64.7 64.7 93.0
Disagree 8 3.7 3.7 96.7
Strongly Disagree 1 5 5 97.2
11.00 6 2.8 2.8 100.0
Total 215 100.0 100.0 b‘
TN
25
S
C3
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 136 63.3 63.3 63.3
Agree 77 35.8 35.8 99.1
Disagree 1 5 5 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0{/ 100.0
o
A
C»
C4
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 117 54.4 54.4 54.4
Agree 53 24.7 24.7 79.1
Disagree 33 153 15.3 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
C5
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 118 54.9 54.9 54.9
Agree 48 223 223 77.2
Disagree 47 21.9 21.9 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
Co
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 94 43.7 43.7 43.7
Agree 69 32.1 32.1 75.8
Disagree 32 14.9 14.9 90.7
Strongly Disagree 20 9.3 9.3 100.0
Total 215 100.0 100.0
.
QO
L5
C7
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 85 39.5 39.5 39.5
Agree 85 39.5 39.5 79.1
Disagree 43 20.0 20.0 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
\7
BN
C8
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 110 51.2 51.2 51.2
Agree 79 36.7 36.7 87.9
Disagree 25 11.6 11.6 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
\\/
4 M\
C9
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 89 41.4 41.4 41.4
Agree 92 42.8 42.8 84.2
Disagree 31 14.4 14.4 98.6
Strongly Disagree 3 1.4 1.4 100.0
Total 215 100.0 100.0
C10
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 96 44.7 44.7 44.7
Agree 84 39.1 39.1 83.7
Disagree 31 14.4 14.4 98.1
Strongly Disagree 4 1.9 1.9 100.0
Total 215 100.0 100.0
.
QO
L5
Cl1
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 120 55.8 55.8 55.8
Agree 75 349 349 90.7
Disagree 8 3.7 3.7 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
\7
BN
C12
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 121 56.3 56.3 56.3
Agree 64 29.8 29.8 86.0
Disagree 18 8.4 8.4 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
\\/
~S
C13
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 105 48.8 48.8 48.8
Agree 79 36.7 36.7 85.6
Disagree 19 8.8 8.8 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
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C14

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 103 47.9 47.9 47.9
Agree 72 335 335 81.4
Disagree 29 13.5 13.5 94.9
Strongly Disagree 11 5.1 5.1 100.0
Total 215 100.0 100.0 (b‘
O
25
S
C15
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 122 56.7 56.7 56.7
Agree 86 40.0 40.0 96.7
Disagree 3 1.4 1.4 98.1
Strongly Disagree 4 1.9 1.9 100.0
Total 215 100.0 100.0
o
o3
ORGAN I%‘ IONAL CULTURE
.
Statistics
D1 | D2 | D3 | D4 D5 D6 D7 D8 D9 [D10]| D11 |DI12|D13| D14 | D15 | D16 D17
N v
ali] 215| 215| 215 215 215 215 215 215 215|215 215 215) 215 215| 215| 215 215
d
M
is
. 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
ng
Mean 34
3.72 s 47 3.60 [3.59 |3.783 | 3.551 35077 3.531 | 3.39 907 3.40 (3.3 |3.33 [3.38 [3.45 |3.41 35611
11 - 47 093 |3 4 8 140 0 60 344 |05 233 |35 360
Std. AS9| 54| 579 520 .4284| 1.418 6248 .607 [ .61| .625( .76 .60 .613| .623| .663
.57903 .85240
Deviation 86| 496 22 52 5 05 5 42| 803 02| 491 | 455 26 28 32
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D1

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 156 72.6 72.6 72.6
Agree 58 27.0 27.0 99.5
Disagree 1 .5 .5 100.0
Total 215 100.0 100.0
.
el
D2
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 105 48.8 48.8 48.8
Agree 107 49.8 49.8 98.6
Disagree 2 9 9 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
WO
A
D3
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 137 63.7 63.7 63.7
Agree 70 32.6 32.6 96.3
Disagree 7 33 33 99.5
Strongly Disagree 1 5 5 100.0
Total \J 215 100.0 100.0
A
D4
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 129 60.0 60.0 60.0
Agree 85 39.5 39.5 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
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DS

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 168 78.1 78.1 78.1
Agree 46 21.4 21.4 99.5
Disagree 1 .5 .5 100.0
Total 215 100.0 100.0
.
e
D6
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 135 62.8 62.8 62.8
Agree 67 31.2 31.2 94.0
Disagree 9 4.2 4.2 98.1
11.00 4 1.9 1.9 100.0
Total 215 100.0 100.0
WO
AR
D7
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 116 54.0 54.0 54.0
Agree 92 42.8 42.8 96.7
Disagree 6 2.8 2.8 99.5
Strongly Disagree 1 5 5 100.0
Total \J 215 100.0 100.0
N
~O
D8
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 128 59.5 59.5 59.5
Agree 74 34.4 34.4 94.0
Disagree 12 5.6 5.6 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0
D9
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 95 442 44.2 442
Agree 110 51.2 51.2 95.3
Disagree 8 3.7 3.7 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
.
QO
L5
D10
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 119 55.3 55.3 55.3
Agree 84 39.1 39.1 94.4
Disagree 11 5.1 5.1 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0
O
D11
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 101 47.0 47.0 47.0
Agree 100 46.5 46.5 93.5
Disagree 13 6.0 6.0 99.5
Strongly Disagree 1 5 5 100.0
Total ij 215 100.0 100.0
AN
D12
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 107 49.8 49.8 49.8
Agree 73 34.0 34.0 83.7
Disagree 33 15.3 153 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
D13
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 87 40.5 40.5 40.5
Agree 115 53.5 53.5 94.0
Disagree 12 5.6 5.6 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
.
QO
L5
D14
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 96 44.7 44.7 44.7
Agree 104 48.4 48.4 93.0
Disagree 15 7.0 7.0 100.0
Total 215 100.0 100.0
>
N4
D15
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 110 51.2 51.2 51.2
Agree 92 42.8 42.8 94.0
Disagree 12 5.6 5.6 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
C Yy
D16
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 109 50.7 50.7 50.7
Agree 87 40.5 40.5 91.2
Disagree 18 8.4 8.4 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
D17
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 129 60.0 60.0 60.0
Agree 81 37.7 37.7 97.7
Disagree 3 1.4 1.4 99.1
Strongly Disagree 1 5 5 99.5
11.00 1 5 5 100.0
Total 215 100.0 100.0 6
v &
%.\ %
EMOTIONAL INTELLIGENG§‘%"
[ ]
Statistics
El E2 E3 E4 ES E6 E7 ES8 E9 E10 Ell E12 E13 El4 E15
N Vali
215 215 215 215] 215 215 215 215 215 215 215 215 215 215 215
d
Mis
0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
sing
Mean 3.76 [3.724 3.52 | 3.57 | 3.561 | 3.664 3.670 3.561 | 3.540 | 3.551
3.3344 3.6831 3.7198 3.4706 | 3.5481
19 4 11 29 9 2 2 9 5 2
Std. Deviation 460 | 477 640 | 514 .6303 | .5901 5862 | 1.3968 | .5512| .7018 | .6529
85710 57394 61754 .61648
71 58 01 43 2 5 7 5 2 5 5
)
E1l
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 165 76.7 76.7 76.7
Agree 49 22.8 22.8 99.5
Strongly Disagree 1 5 5 100.0
Total 215 100.0 100.0
E2
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 158 73.5 73.5 73.5
Agree 56 26.0 26.0 99.5
Strongly Disagree 1 5 .5 100.0
Total 215 100.0 100.0
E3
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 113 52.6 52.6 52.6
Agree 71 33.0 33.0 85.6
Disagree 19 8.8 8.8 94.4
Strongly Disagree 12 5.6 5.6 100.0
Total 215 100.0 100.0
NIE)
)
E4
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 129 60.0 60.0 60.0
Agree 69 32.1 32.1 92.1
Disagree 17 7.9 7.9 100.0
Total 215 100.0 100.0
E5
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 125 58.1 58.1 58.1
Agree 88 40.9 40.9 99.1
Disagree 2 9 9 100.0
Total 215 100.0 100.0
~Q
E6
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 135 62.8 62.8 62.8
Agree 66 30.7 30.7 93.5
Disagree 13 6.0 6.0 99.5
Strongly Disagree 1 .5 5 100.0
Total 215 100.0 100.0
E7
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Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 152 70.7 70.7 70.7
Agree 54 25.1 25.1 95.8
Disagree 7 33 33 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
.
QO
L5
E8
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 156 72.6 72.6 72.6
Agree 53 24.7 24.7 97.2
Disagree 3 1.4 1.4 98.6
Strongly Disagree 3 1.4 1.4 100.0
Total 215 100.0 100.0
\7
BN
E9
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 157 73.0 73.0 73.0
Agree 45 20.9 20.9 94.0
Disagree 13 6.0 6.0 100.0
Total 215 100.0 100.0
Q 3
PNV
E10
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 152 70.7 70.7 70.7
Agree 57 26.5 26.5 97.2
Disagree 2 9 9 98.1
11.00 4 1.9 1.9 100.0
Total 215 100.0 100.0
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E11

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 124 57.7 57.7 57.7
Agree 89 41.4 41.4 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
Y
K2
E12
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 140 65.1 65.1 65.1
Agree 53 24.7 24.7 89.8
Disagree 20 9.3 9.3 99.1
Strongly Disagree 2 9 9 100.0
Total 215 100.0 100.0
O
N
E13
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 135 62.8 62.8 62.8
Agree 65 30.2 30.2 93.0
Disagree 13 6.0 6.0 99.1
Strongly Disagree 2 9 9 100.0
Total \, 215 100.0 100.0
N
E14
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 116 54.0 54.0 54.0
Agree 85 39.5 39.5 93.5
Disagree 14 6.5 6.5 100.0
Total 215 100.0 100.0
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E15

Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 131 60.9 60.9 60.9
Agree 70 32.6 32.6 93.5
Disagree 14 6.5 6.5 100.0
Total 215 100.0 100.0
Hypotheses Q’)&\
HO1:  There will be no significant influence of employee’s coordination %&n job
performance of secretaries in federal universities in South- west 1ge ia
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .7002 490 482 5.76191

a. Predictors: (Constant), transparency, Roles_responsibility,

decision_making

ANOVA?

Model Sum of Squares Df Mean Square F Sig.

1 Regression 6720.547 3 2240.182 67.476 .000°
Residual 7005.109 211 33.200
Total 13725.656 214

a. Dependent Variable: Job_Performance
b. Predictors: (Constant),‘t‘ransparency, Roles_responsibility, decision_making
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 17.890 1.346 13.290 .000
Roles_responsibility .763 .240 244 3.177 .002
decision_making 1.031 .205 448 5.038 .000
Transparency 149 .201 .059 .740 460

a. Dependent Variable: Job_Performance
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HO2:  There will be no significant influence of organisational culture on job performance of

secretaries in federal universities in South-west, Nigeria

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate . (b
1 .6672 446 440 5.99140

a. Predictors: (Constant), values, rules

Model Sum of Squares Df Mean Square F Sig.
1 Regression 6115.516 2 3057.758 85.182 .000°
Residual 7610.140 212 35.897
Total 13725.656 214
a. Dependent Variable: Job_Performance
b. Predictors: (Constant), values, rules
AW
O
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 14.930 1.557 9.590 .000
rules 1.858 312 446 5.955 .000
values .365 .102 .269 3.589 .000

a. Dependent Variab%lob_Performance

QQ
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HO03. There will be no significant influence of emotional intelligence on job performance of
secretaries in federal universities in South-west, Nigeria.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8232 .677 .674 4.57453

a. Predictors: (Constant), relationship_management, self_awareness

NN)

A
>

Model Sum of Squares Df Mean Square F Sig.
1 Regression 9289.270 2 4644.635 221.952 .000°
Residual 4436.385 212 20.926
Total 13725.656 214
a. Dependent Variable: Job_Performance
b. Predictors: (Constant), relationship_management, self_awarenes's\y
A
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 16.809 .984 17.090 .000
self _awareness 123 124 .071 .995 321
relationship management 2.183 .206 762 10.605 .000

a. Dependent Variable: Job_Performane

HO4

Ther

QJQY

Qe no significant combined influence of employee coordination practices,

Q@ational culture and emotional intelligence on job performance of secretaries in

federal universities in South-west, Nigeria.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8052 .647 .642 4.78978

a. Predictors: (Constant), Emotional_intelligence, Org_Culture,

Employee_coordination
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ANOVAa

Model Sum of Squares Df Mean Square F Sig.

1 Regression 8884.904 3 2961.635 129.093 .000°
Residual 4840.752 211 22.942
Total 13725.656 214

a. Dependent Variable: job_performance

b. Predictors: (Constant), Emotional_intelligence, Org_Culture, Employee_coordination

.
N
Coefficients?
Standardized
Unstandardized Coefficients Coefficients

Model Std. Error Beta T Sig.

1 (Constant) 12.917 1.225 10.541 .000
Employee_coordination .005 .079 .006 .067 .947
Org_Culture .257 .071 .238 3.617 .000
Emotional intelligence .703 .075 .628 9.424 .000

a. Dependent Variable: job_performance
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gathering data for her Doctoral Degree thesis entitled “Employee Coordination Practices,
Organizational Culture and Emotional Intelligence as determinants of Job Performance
among Secretaries in Federal Universities in South West, Nigeria”.
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I write to introduce Virginia Ochanya ONCHE, a Ph.D. student of the Department of
Information Management who is currently working on her Thesis. She is in the process of
gathering data for her Doctoral Degree thesis entitled “Employee Coordination Practices,
Organizational Culture and Emotional Intelligence as determinants of Job Performance
among Secretaries in Federal Universities in South West, Ni)geria”.

We hereby appeal for your cooperation in this regard. Kindly note that the information
collected is strictly for research purpose.

Thank you in anticipation of your kind consideration.
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Lead City University, Ibadan
Faculty of Communication and Information Sciences
Department of Information Management

Dear Sir/Madam,
Research Project Attestation Form

The bearer is a student of the above named University and Department. She is conducting
research and your establishment has been selected as one of her research sample. Kindly grant
her all necessary assistance to make the exercise a success.

Please complete the following attestation form for the student on completion of the exercise. The
completion of the form serves as evidence that the student actually carried out part of the work in
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