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A B S T R A C T A R T I C L E   I N F O  

Organisations have shifted from traditional beliefs to the incorporation of agile methods 

for attaining high levels of performance through its established goals and objectives. 

Emotional intelligence (EI) is envisaged to contribute to the achievement of higher 

levels of performance. With the current global economic crisis and the pandemic 

situation, it has become very critical to achieve higher levels of performance with 

limited resources. Countries confront challenges by way of attain- ing a higher level of 

emotional maturity and realisation in order to sail through the current economic storm. 

The Administrative and Diplomatic Officers (ADOs) are seen to shoulder a heavy 

responsibil- ity in materialising this shift. This study analyses the impact of EI on 

organisational performance (OP) in the Malaysian public sector. A survey 

instrumentation was distributed to 700 ADOs based in Putrajaya, within five selected 

ministries, obtaining 375 valid responses. The results attained, analysed using the 

SMART-PLS method, affirm the significant positive effect of EI on OP, suggesting the 

need for an increase in the EI of civil servants by including EI indicators and measures 

in the areas of recruitment, learning and development, workforce planning, succession 

planning, and organisational development. EI should actively be adopted to increase 

awareness and maturity, which would thus enable civil servants to embrace the current 

challenging agile environment. 
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1. INTRODUCTION 

The performance of an organisation is related to the magnitude of output in meeting its goals and 

objectives to produce the desired results. Organisations analyse outputs based on their financial position, value 

to their stakeholders, and comparative performance relative to peer organisations. On a higher level, the 

performance of a country is often related to the strength of the public sector, which in turn relies on the 

capabilities and competencies of the public administrators. In a global context, the comparative performance of 

the respective countries are mainly determined by their global economic position. Individuals with higher 

emotional intelligence (EI) display prosocial behaviours, indirectly acquiring the traits to behave appropriately 

in interpersonally challenging situations (Martin-Raugh et al.2016). The ability of the public administrators to 

steer and facilitate economic growth through respective channels and ministries require special attention. In 

addition to their role as advisors that steer and guide politicians in policymaking, they assist in the 

implementation and administration of the policies. With their role as civil servants deemed as a very critical 

one, public administrators should consist of highly mature and capable personnel of high calibre and integrity. 

In addition to the expectations of having widespread knowledge and awareness in public law and policies, and 

the capabilities of maintaining a healthy rela- tionship with the public, civil servants are excpected to possess 

high levels of EI (Lee2018) . The government administration, which provides public services, need to embrace 

the agile environment positively during these unprecedented times of global economic crisis, topped by the 

pandemic situation. Despite the stressful work environment created by the Covid-19 pandemic, employees with 
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high EI have displayed the highest levels of work performances and the least counterproductive work 

behaviours, in contrast to those with lower EI who exhibited higher stress levels at work (Sadovyy et al.2021). 

Covid-19 has had a significant impact on working conditions, the mental health of individuals, social 

interactions be- tween individuals, groups, and organisations, thus leading to a ―psychological pandemic‖; 

consequently, various mediations are expected to be implemented in order to improve this situation (Giorgi et 

al.2020). Since EI has been established as a significant psychological determinant in the workplace, it may have 

a contributing role in the Covid-19 pandemic state. The growing attention on digitalisation in the public sector 

requires an effective and efficient public service delivery (Veerankutty et al.2018). Therefore, the EI of civil 

servants has an imperative role in strengthening the performance of governmental organisations during such 

times. 

EI is the ability to perceive, access, and generate emotions to assist in the generation of corresponding 

thoughts; it is the ability to understand emotions and the knowledge they generate, and to further regulate 

emotions in an attempt to promote intellectual growth (Goleman1995). Managers with higher EI qualities 

demonstrate strong moral behaviour, implying positive professional activity at the workplace (Angelidis and 

Ibrahim 2011). Effective leaders are good communicators, have an optimistic attitude, are flexible in their 

thoughts, and are emotionally balanced (Mittal and Sindhu2012). In the context of public service,  EI can be 

defined as the ability to deal amicably with emotions at     the workplace. It consists of social awareness, self-

awareness, self-management, and relationship management (Goleman1995). Studies in various settings have 

established that EI fosters effective leadership (McCleskey2014). A significant amount of research involving 

public administrators has been conducted in the education sector, but with limited research in the public sector 

(Lee2018;Majeed et al.2017;Arfara and Samanta2016;Guy and Lee 2015).Puertas Molero et al.(2019) assert 

that EI is a key influence in the educational environment, contributing to the psychological well-being of 

educationists. This study intends to bridge this gap by highlighting the influence of EI on organisational 

performance (OP) in the public sector, particularly based on public administrators in Malaysian public service. 

According toKerr et al.(2006), integrating EI as an intervention tool in the recruitment and selection as well as 

the training and development processes of managerial personnel endorses the effectiveness of leadership skills. 

The attitude of employees in the service industry towards customers has profound long term and short-term 

impacts, as it has been proven that employees who are attentive, courteous, and responsive are integral 

components in public service (Agus et al.2007). As leadership emerges as a complex and forceful element, 

developing a global mindset and attitude requires an evidence-based strategic framework (Avolio et al.2009). 

Findings reveal that EI is highly effective in predicting organisational commitment, subsequently encouraging a 

positive OP (Adeoye and Torubelli2011). 

The Malaysia Productivity Report (MPR) issued by Malaysia Productivity Corpo- ration in 2019 

(Malaysia Productivity Corporation2019) highlighted a growth of 2.2%     in labour productivity. However, the 

productivity of domestic sectors in Indonesia and Thailand recorded a high of 3.8% and 4.5% respectively 

(Malaysia Productivity Corpora- tion2019). In comparison, this indicates Malaysia is lagging in 

competitiveness amongst its neighbouring countries. One of the solutions outlined in the Malaysian 

Productivity Blueprint, contained in the MPR (Malaysia Productivity Corporation2019), was to ―re- structure 

the workforce by raising the number of high-skilled workers, (while) tightening the entry of low-skilled 

workers and meeting future economic demands in the labour market‖ (Malaysia Productivity Corporation2019, 

p. 17) . The fact that the public sector is known to be a stimulus for growth and the various performance 

indicators of the country, including that of the private sector output,  has led to new research that examines the  

OP of the public administration. A survey questionnaire was utilised to collect relevant information from the 

public administrators in Malaysia. Data analysis was conducted using the SMART PLS software. Findings 

show a positive and significant effect of EI on the OP. Survey findings indicate that the inclusion of EI as part 

of employee performance assessment in organisations contribute to an overall higher level of productivity. 

 

2. LITERATURE REVIEW 

Employees in the public sector, especially the public administrators, are usually faced with emotionally 

intense duties and responsibilities, making EI an important factor (Lee 2018). Public service jobs mostly 

involve work demands that are emotionally intense (Guy and Lee2015). EI is an important factor that provides 

improved capabilities for achieving organisational goals and job objectives, inducing better teamwork through 

cooperation and trust (Arfara and Samanta2016). Emotionally intelligent employees tend to have a positive 

mindset, appear more contented, dedicated, and loyal to their profession and organisation, which in turn creates 

a conducive environment that effectuates improved job performances (Miao et al.2017). Burnout at the 

workplace can be decreased with the ability to manage and regulate one’s emotions (Arfara and Samanta2016). 

Employees with high EI levels have been found to have a lower burnout rate in performing tasks (Sanchez-

Gomez and Breso2020) . The absence of employee burnout while performing a task encourages employee 

engagement, allowing for consistent focus on the task at hand, thus contributing to a higher level of motivation 

in performances. The leaders in public management and administration should consider traits of EI as important 
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elements in the characteristics of personnel recruited into the public sector, mainly in terms of self- awareness 

and regulation (Lee2018;Arfara and Samanta2016).  The perceived influence of EI implicates its inclusion in 

training and development initiatives (Guy and Lee2015), which would help organisations to enhance the level 

of commitment by means of the improved individual behaviour (Majeed et al.2017) and team performance of 

emotionally strong and consistently motivated team members (Sithambaram et al.2021). EI determines the 

performance of employees; a high EI level produces high performances, while a lower level of EI breeds low 

performers (Law et al.2004;Van Rooy and Viswesvaran2004;Mayer et al.2012;Cu éllar-Molina et al.2019). In a 

broader perspective,Alkahtani et al.(2021) argued that culture is supposed to play an important role in the 

emotional capability of employees. Having been blended into organisations over time, organisational culture is 

difficult to alter over short durations. 

Control of emotions, perceptions, adjustments, self-management, interpersonal ef- fectiveness,  and 

discussion skills are traits of EI in successful organisations (Carnevale  et al.1988;Cherniss2001;Rathore et 

al.2017). Organisations that are aware of EI invest in relationship, empathy, and problem-solving training 

programmes. These traits are utilised to resolve situations and communicate requirements in a clear and 

structured way that  is well received (Pearman2011). ―EI as a moderator increases positive work attitudes, 

altruistic behaviour, and work outcomes and moderates the effect of work-family conflict on career 

commitment‖ (Carmeli2003, p. 5). However, it does not moderate job satis- faction amongst senior managers in 

local government authorities. Findings reported a positive and significant relation of EI to job satisfaction (β = 

0.32, p < 0.01), high effective commitment to the organisation (β = 0.23,  p < 0.01),  high commitment  to their  

career  (β = 0.34, p < 0.01), effectively control of work-family conflict (β = 0.31, p < 0.01), and higher levels of 

altruistic behaviour ((β = 0.54,  p < 0.001),  while it is negatively related  to withdrawal intentions from the 

organisation (β = 0.20, p < 0.01), resulting in man- agers with higher EI performing the job better (β = 

0.32, p < 0.01) (Carmeli2003). These findings suggest that EI drives employees to be more involved 

emotionally, leading to better OP.Mulla(2010) conducted EI research utilising the ability model and theWong 

and Law’s (2002) questionnaire instrumentation. The results indicated the lack of a significant relationship 

between EI and job performances. The findings revealed that interpersonal interaction, being a characteristic 

requisite in a job, moderated the relationship between EI and performances at work, concluding that individuals 

with high EI levels have excellent communication skills (Mulla2010). The importance of the effect of EI on OP 

is highlighted specifically in the role of interpersonal communications in service industries (Wong and 

Law2002;Mulla2010). However, the findings differ due to the EI dimensions used in the questionnaires of the 

respective studies. ―Schutte’s self-report 33-item questionnaire is unidimensional, consisting of optimism/mood 

regulation, appraisal of emotions, social skills, and utilisation of emotions is an addition to an overall EI 

measure‖ (Saklofske et al. 2003, p.1031). As this scale encompasses a wider definition, it contributes to the 

difference in the findings on EI and job performances of both studies (Shi and Wang2007). 

EI and recruitment have a positive significant relationship (Marzuki2012). A candidate with high EI 

increases organisational value (Blank2008). As such, the ability to determine candidates who are emotionally 

intelligent at the onset of recruitment would reduce the need for EI training, providing an opportunity for the 

organisation to focus on alternative training areas. Quantitative studies on sales professionals indicate an 

influential positive inter-relationship between EI, decision-making, and the consolidation of information. An 

analysis on dimension reveals that understanding (p < 0.05) and managing emotions      (p < 0.05) have a 

positive relationship with the sales income (Kernbach and Schutte  2005). EI influences the relationship 

between customer orientation and sales performance, resulting in a more effective job performance (Kim et 

al.2009).  The demographic data   on EI studies reveal that age has a negative relationship with EI levels; 

education level has a significant positive effect on EI; marital status has no significant relationship with the 

level of EI; and female employees tend to have higher levels of EI (Hussain-Rahim and Malik2010).  Research 

affirms that emotionally intelligent employees contribute to    a more effective work environment by remaining 

positive, even in a negative situation (Subhashini2008) , contributing to higher levels of job satisfaction, 

loyalty, and commitment (Miao et al.2017). This claim is in line withGoleman’s (1995) research that 

emphasised the importance of self-awareness in understanding the impact of moods and emotions in job 

performance. Additionally, to ensure optimum performance and remain competitive in the market, employers 

are encouraged to maximise employees’ performance (Singh2007) . Researchers highlight the inclusion of EI 

as a mediator in occupational stress due to its positive and significant correlation with job performance (β = 

0.27, p < 0.01) (Ismail et al. 2009). Emotionally intelligent individuals have greater understanding of the causes 

of stress (Miao et al.2017). Emotional labour and job stress are mediated by EI, as an inverse relationship 

between job performance and stress exist, where an increase in stress will decrease the performance of 

employees in a task (Cano and Sams2009). 

EI is an important element that contributes to work performance (Sanchez-Gomez and Breso2020) by 

allowing people to manage ―their emotions to cope effectively with stress, perform well under pressure, and 

adjust to organisational change‖ (Lopes et al.2006, p. 135). As such, it proves that those with higher EI levels 

have higher stress tolerance levels. An individual who possesses a high EI level has the ability to demonstrate 

this, thus improving in their social and behavioural competency at work. A quantitative study by Vigoda-Gadot 

and Meisler(2010), examining the relationship between EI and organisational politics, concluded that both 
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rational and emotional elements play an important role in managerial considerations in public 

administration.Muir(2006) emphasised incorporating EI in training sessions conducted in the 

workplace.Freshman and Rubino(2004) focused on health care administration applications to EI components,  

stressing the role of EI      in various customer orientated organisations (Deshpande et al.2005). The delivery of 

these services also ensures the provision of increased quality (of service) to the users or customers. An 

individual performing a task at the cognitive level does not require EI skills, as opposed to individuals 

performing in a team setting (Druskat and Wolff2001;Jordan and Troth2004;Hess and Bacigalupo2011). EI 

peers and managers in an organisation have better relationships, specifically in areas related to cooperation and 

conflict management (Clarke2010). 

On the contrary, some results of empirical studies do not support relationships with EI. A range of 

literature reviews have concluded that EI has no relationship with perceived leadership effectiveness, perceived 

leadership outcomes, and transformational leadership (Cavazotte et al.2012) . Additionally, the difficulties in 

measuring EI is a key problem, which hinders the development of a strong scientific base for EI (Matthews et 

al.2012; Burcea and Sabie2020). This has also been highlighted byMiao et al.(2017), who argued that 

incorporating EI as part of personality and cognitive measures can improve the analysis of job contentment, 

organisational commitment, and employee retention. Although there are a range of literature with weak 

evidence, there is sufficient evidence to suggest that EI is an important element in leadership effectiveness 

(Md-Sahidur-Rahman et al.2020). Despite these empirical constraints, vast studies acknowledge that emotions 

are embedded in interpersonal exchanges, and individuals differ in their ability to manage and perceive 

emotions, emphasising the importance of emotions in leadership research (Belfanti2017). 

 

3. HYPOTHESIS 

Findings have indicated a positive correlation between EI, performance, and leader- ship (Radhakrishnan 

and Udaya-Suriyan2010;Cherniss2001;Harms  and Cred é 2010; 

Vivian-Tang et al.2010;Shipley et al.2010;Hur et al.2011;Lopez-Zafra et al.2012;Boyatzis et al.2012). EI 

is closely associated with transformational leaderships as its baseline compo- nents consist of empathy, self-

confidence, and self-awareness, creating a systematic moral alteration in individuals and communities existing 

in social systems (Alston et al.2010;Riaz and Haider2010). Additionally, EI mediates the relationship between 

performance and leadership effectiveness, leading to effective OP (Hur et al.2011). Empirical evidence show 

that EI has a significant positive relationship with OP; accordingly, this research studies the direct effect of EI 

on OP in the Malaysian public administration. It is hypothesised that EI has a significant positive effect on OP, 

particularly within the public sector. 

Figure1displays the conceptual framework of EI used in this study, comprising the ef- fect of ―self-

awareness, self-management, social awareness, and relationship management‖ on OP. 

 

Figure 1. Conceptual framework for EI and OP (adapted fromKaplan and Norton2005;Goleman 

1995;Zeitz et al.1997). 

 

The theory of competence by Goleman used in this research integrates emotional, social, and cognitive 

intelligence competencies, which results in a theoretically coherent framework for organising the assessment 

and development of talent in the workplace (Emmerling and Boyatzis2012) . It advocates the ability to utilise 
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emotional information, social intelligence competency, and cognitive intelligence to recognise, understand, and 

create awareness in the analysis of knowledge and environments, which encourages superior performance 

(Goleman and Boyatzis2008).Goleman’s (1995) theory drives performance and EI in this model, which is able 

to predict the behavioural patterns in work and life, and its outcomes that are derived from the consequences of 

these patterns (Boyatzis2001) . Studies on OPs are vital due to the various internal and external challenges 

faced by organisations. 

 

4. METHODS 

4.1. Sampling 

In this research, the unit of analysis is the Administrative and Diplomatic Officers (ADOs) of the 

Malaysian civil service consisting of Grade 41 (entry level) positions and senior officers at Grades 44, 48, 52, 

and 54 based in Putrajaya, the administrative capital of the federal government of Malaysia. ADOs are mainly 

involved in the planning, for- mulation, and implementation of government policies in relation to various 

ministries; they formulate the main government policies that are implemented at the national, interna- tional, 

and global scales. As the sampling frame for all such officers were not accessible at the Public Service 

Department, a purposive sampling method was employed. G*Power 3.1.9 was used to guide in the minimum 

sampling size required (Faul et al.2009). As recommended byHair et al.(2014), with the power of 0.8 and an 

effect size of f 2 = 0.15, plus the predictor of the variable with the highest value of 5, the minimum sample was 

determined as 76. In order to have a more consistent model for this research,Ringle et al. (2014) highly 

recommended doubling or tripling this number, recommending between 152 and 228 respondents. Seven 

hundred respondents were targeted based on their job role and grade (public administrators), and their expected 

level of capabilities in providing the required feedback for analysis. A total of 375 prospects were available and 

agreed to commit to complete the questionnaire. This number is higher than the proposed maximum sampling 

of 228. The representatives of the five selected ministries were satisfied with this representation. 

4.2. Data Collection 

A survey questionnaire was developed, adapted from various scholars (Salovey and 

Mayer1990;Goleman1995;Zeitz et al.1997) as shown in Table1, which was used as the instrumentation to 

collect data. The full reference of the 26 EI items and 20 OP items used in the questionnaire are listed in 

TablesA1andA2, respectively, in AppendixA. 

 

Table 1. Development of the questionnaire (adapted fromSalovey and Mayer1990;Goleman1995;Zeitz et 

al.1997). 

 

 

The EI questionnaire consisted of 26 items and the OP questionnaire consisted of   20 items.  This 

measurement tool was chosen as it provided the capabilities of captur-  ing a broader spectrum of dispositions 

related to emotions and social conditions at the workplace (O’Connor et al.2019). The questionnaire was 

developed using close-ended questions. A five-point Likert or Likert-type scale employed on 46 items were 

utilised, using a combination of the following options: 

 Never, Rarely, Sometimes, Often, and Consistently; 

 Strongly Disagree, Somewhat Disagree, Neither Agree Nor Disagree, Somewhat Agree, and 

Strongly Agree. 
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The researchers briefed, clarified, and explained the objectives of the survey to the representatives during 

a face-to-face meeting. The researchers had several discussions with the administrative executives, where the 

administrative executives jointly selected five ministries within the administrative capital of Malaysia 

(Putrajaya) to be included for the collection of survey responses. The decision was made based on the role, 

responsibilities, level of impact on public policies, overall performance of the ministries, and their level of 

economic impact on the government. The administrative executives requested for anonymity of the selected 

ministries, thus restricting the researchers from completing a comparison of performances between the five 

selected ministries. 

Table 2. Demographics of the Survey Respondents. 

 

As government departments are controlled areas, it was not possible for the re- searchers to enter their 

premises to interview the potential respondents themselves. As a result, a face-to-face meeting was held with 

key representatives from the five ministries to brief them on the objectives and expectations of the survey in 

August 2017, when the questionnaires were handed to them. The representatives consequently distributed the 

survey questionnaires to the selected respondents, giving them a grace period of 4 weeks. Follow-ups by the 

researchers with the representatives were conducted on a fortnightly basis to check on the status of the survey 

responses. Questionnaire completion was closed by the end of March 2018, and 375 completed questionnaires 

were collected from the repre- sentatives of the five ministries in April 2018. To ensure the confidentiality of 

responses, the respondents were provided with a sealable envelope, requiring them to seal their individual 

completed questionnaires before returning them to the representatives. This process allowed their responses to 

remain confidential and anonymous. The response rate was at 53%. 

The 375 questionnaires returned to the researchers were found to be completed prop- erly, as per the 

initial expectations of the study. The data from the questionnaires were tabulated in a spreadsheet, and 

subsequently entered into the Statistical Package for the Social Sciences (SPSS) version 23.0 software 

produced by IBM Corp in Armonk, New York, USA, first released in 2015.  The next section of data analysis 

provides information on  the steps taken to further refine the data. Data from these studies were collected from 

Malaysian Administration and Diplomatic Officers. Four EI perspectives will be anal- ysed to determine their 
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effect on OP. The results of this study are limited to the public administration function based in Putrajaya, 

Malaysia. 

4.3. Data Analysis 

The seven demographic items of the questionnaire were gender, age, marital status, number of children, 

level of education, years of working experience in their current job, and current position/grade held in the 

organisation, as shown in Table2. Upon analysis of gender, it was noted that 61.9% were female employees and 

38.1% were male employees, which apparently reflects the common scenario in the Malaysian public sector. 

This shows a gender imbalance in the respondents to the survey questions. The largest age category comprises 

those 31–40 years of age, which represents 48.3%of the overall sample. The next largest group of respondents 

(29.3%) is between 41 and 50 years of age. 

Married respondents constitute 82.4%of the total sample. The number of respondents who are single 

constitute 17.1%of the total respondents. Most of the respondents have children, with a majority of respondents 

having two children, comprising 37.0% of the total sample.  Respondents who are married and without any 

children constitute 7.4%.  In analysing the educational level, a majority of the respondents (78.7%) have a 

bache- lors’ degree, which most likely made it easier for them to comprehend the contents and language of the 

questionnaire and provide valid and correct responses. This is consid- ered advantageous as they exhibit the 

competencies in understanding the expectations of the survey. 

In terms of work experience, respondents with 6–10 years of experience constitute most of the sample at 

43.5%, which is much higher than those with less than five years, or more than 15 years of work experience. 

The varying levels of years of work experience of the respondents assisted in providing different perspectives 

in the responses, which is deemed to afford added value to the analysis of the overall data. From the 

perspectives of position, the respondents from grade M44 are the largest in proportion (44%) to have answered 

the questionnaires. Only one person belonging to Grade 54 participated  in this study. 

 

Table 3. Construct Validity of the Measurement Model for Emotional Intelligence (EI). 

 

 

Structural Equation Modelling (SEM) was used to ascertain the effect of EI on OP. SEM is a tool that is 

used for testing the overall fit of the model, including the structural model simultaneously (Gefen et al.2000). 

SEM is a popular multivariate technique that is used in evaluating the overall linkage between components and 

the linkage that exists between a component and its corresponding measures. Two main approaches are 

commonly  used in SEM: a component-based approach being a partial least square (PLS-SEM), and  a co-

variance-based approach (CB-SEM) (Fornell and Bookstein1982;Marcoulides and Saunders2009;Wetzels et 

al.2009). The two methods differ by their underlying statistical assumptions, which are fit analysis models. This 

research utilises the partial least square approach to test/predict the theoretical model derived from the 

literature, and it is not geared towards the identification of the model that would fit best (Sosik et al.2009). 

There are two steps in assessing the data, the first being the assessment of the measurement model that involves 

internal consistency, indicator reliability, convergent validity, and the discriminant validity of the measurement 
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model for EI and for OP. The second step is the assessment of the effect of EI on OP via the structural model. 

The overall measurement model of EI was evaluated using relevant variables consisting of self-awareness 

(emotional self-awareness (ESA) as an indicator), self-management (achievement orientation (AO) and 

emotional self-control (ESC) as indicators), social awareness (empathy (EMP) as an indicator), and relationship 

management (influence (INFL) as an indicator). 

Table3shows that all components of the EI model have an acceptable level of Average of Variance 

Extracted (AVE), which are between 0.502 (self-awareness) to 0.559 (relationship management). It shows that 

the outer loading of variables in the initial and modified measurement model fulfils the requirement of 0.5, 

except for ESA3, ESA4, ESA5, AO4, AO5,  AO6,  EMP4,  EMP5,  EMP6,  INFL3, and INFL5.  As a loading 

of 0.5 for an item does not contribute to the construct of the variable (Hair et al.2017), these items were 

subsequently excluded/omitted. The other important requirement to fulfil convergent validity is the composite 

reliability (CR). All indicators of EI have CR levels that are acceptable (0.828–0.842), and can be broken down 

as follows: ESA (0.828), INFL (0.829), AO (0.840), and EMP (0.842). The composite reliability ranges from 0 

to 1, whereby the higher the value, the higher the reliability level. Composite reliability below 0.6 indicates a 

lack of internal reliability and consistency (Hair et al.2017). The acceptable composite reliability value for an 

exploratory research is between 0.6 and 0.7 (Hair et al.2017).  As the items  in Table3fulfil the conditions of 

convergent validity, we will next look at the construct validity of the measurement model for OP to determine 

if it fulfils these requirements as well. The overall measurement model of OP was evaluated using relevant 

variables that consisted of learning and growth (LG), internal process (IP), financial perspective (FP), and 

stakeholder perspective (SH). The overall measurement model of this questionnaire for OP consists of the 

above subscales, which are also measured using Smart-PLS. The measurement model determines the extent to 

which these four constructs measure the variables (items), as shown in Table4. 

 

Table 4. Construct Validity of the Measurement Model for Organisational Performance (OP). 

 

As the outer loading for the measurement of the modified model was 0.5 for LG1, LG2, LG3, IP3, IP4, 

IP5, FP1, FP3, SH1, SH4, and SH6, they were omitted. A loading of 0.5 for an item does not contribute 

to the construct of the variable (Hair et al.2017). If the dele- tion does not influence content validity, and the 

value of the composite reliability does not increase, with the outer loading 0.4, then the item need not be 

omitted (Hair et al.2017). This applies to LG2, FP4, and SH1. Table4displays OP items with an acceptable 

level of AVE, between 0.514 (FP) and 0.600 (LG). All items of OP have an acceptable level of CR (0.750–

0.808); FP (0.750), IP (0.765), LG (0.817), and SH perspective (0.808). As the items in Table4fulfil the 

condition of convergent validity, the construct validity of the measurement model for OP is then determined if 

it fulfils these requirements as well. 

Based on the analysis in Figure2, the ―Stakeholder Perspectives‖ draws the greatest concern for the 

ADOs, followed by the ―Financial Perspectives‖, indicating that the per- formance of an organisation is 

impacted by the perceptions of the stakeholders and the financial standings of the organisation. ―Internal 

Processes‖ and ―Learning and Growth‖ draw moderate concerns; however, these items should not be neglected. 

Based on Figure3, from the perspectives of EI, the survey respondents gave high importance to 

―Relationship Management‖ and ―Social Awareness‖. This indicates that good relationship management with 

the stakeholders and a high level of awareness on social elements promote a higher OP rate. ―Self-Awareness‖ 

and ―Self-Management‖ are also crucial in maintaining a high level of OP, which should not be neglected. The 

next step was to ascertain the effect of EI on OP. This was achieved by assessing the structural model. Smart 
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PLS 3.2.7 was able to test the significance level and generate t-statistics for all paths by means of 

bootstrapping. Based on the results generated for the t-statistics output, the significance level of each 

relationship was determined. 

Table5displays the results on the path-coefficients, observed t-statistics, and sig- nificance level for the 

entire hypothesized path, which determines the acceptance of the proposed hypothesis. 

 

 

Figure 2. Areas of concern regarding the impact on Organisational Performance (OP). 

 

 

Figure 3. Areas of concern regarding the impact on Emotional Intelligence (EI). 
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≤ 

Table 5. Structural Model—Direct Effect Results of Emotional Intelligence (EI) on Organisational 

Performance (OP). 

 

The bootstrapping procedure was used to generate t-samples, with 5000 resamples to assess the 

hypothesis. Firstly, the effect of EI on OP was examined. EI (β = 0.67, p < 0.05) had a positive and significant 

effect on OP, thus being able to moderately explain 26 percent of the variance of OP.Hair  et al.(2017) advised 

researchers using PLS-SEM to depend   on the model’s predictive capabilities to assess the model’s quality, 

instead of the global goodness of fit. The predictive capability of this model is shown in Table5. In addition to 

evaluating the R2, the effect size, f2, determined the change in the R2 value when a specified exogenous 

construct was excluded from the model, and to the extent of its importance to the endogenous constructs. The 

determination of effect size is vital as both the substantive significance (f2) and the statistical significance (p-

value) reflect the strength of the model (Sullivan and Feinn2012). The guidelines for assessing f 2 are the 

values of 0.02, which signifies a small effect; 0.15, which signifies a medium effect; and 0.35, which signifies a 

large effect of the exogenous latent variable (Cohen1988). The effect size of less than 0.02 can be considered as 

having no effect. Table5further indicates that the exclusion of EI had an important effect on OP (f2 = 0.85). The 

Q2 value shown in Table5, ―determined by the blindfolding procedure, predicts the relevance of the structural 

model in predicting the indicators of endogenous constructs‖ (Hair et al.2014, p. 265). This technique omits 

part of the data matrix, and the estimated models are used to forecast the omitted portion. The blindfolding 

technique is suitable for reflective measurement models and can be used for a single or multiple items (Hair et 

al.2014). ―The value of Q 2 > 0 has sufficient predictive relevance, and the value of Q2 < 0 shows a lack of 

predictive relevance‖ (Fornell and Cha 1994, p. 54). As shown in Table5, Q 2 = 0.06, indicating that there is 

sufficient predictive relevance for EI on OP. 

 

5. DISCUSSION 

The findings of this study have important implications as they reveal that the EI of the ADOs has a 

positive and significant direct effect on OP (β = 0.67, p 0.05). The results are consistent with previous 

findings where EI, comprising self-awareness, self-management, social-awareness, and relationship 

management, has a positive effect on OP (Kerr et al. 2006;Agus et al.2007;Avolio et al.2009;Adeoye and 

Torubelli2011;Angelidis and Ibrahim 2011;Mittal and Sindhu2012;McCleskey2014;Martin-Raugh et 

al.2016;Baczyn´ska and Thornton2017;Bozionelos and Singh2017). Findings byPekaar et al.(2018) highlighted 

that the appraisal of emotions as part of EI is more effective in predicting OP, suggesting that analysing the 

skills of public administrators from the perspective of EI will allow public services to be equipped with a more 

capable administrative team. This team will have greater capabilities in producing a higher level of OP, 

navigating the organisation towards achieving greater success. In the context of this study, emotionally 

intelligent ADOs are expected to influence organisational performances, as the result of the study indicates a 

strong inter-relationship. Higher levels of EI will directly produce higher levels of OP. 

The positive significant effect of EI on OP in public administration assists in advanc- ing the 

organisation’s objectives, leading to an improved delivery of services within the organisation and its 

stakeholders. EI is envisaged to generate a catalysing effect by means of its influence on the intellectual 

capabilities of the employees, leading to the achievement of a competitive advantage. The positive significant 

effect of EI on learning and growth allows the ADOs to have a better sense of control of their learning 

capabilities, leading the self-confidence of ADOs in achieving the organisation’s objectives. An individual who 

has a high level of self-awareness is expected to know their own limitations, as well as the weaknesses and 

limitations of their team members and department, thus enabling them to analyse training needs and acquiring 

skills and new knowledge to foster greater levels of performance. Teamwork requires EI management, as team 

members are required to comprehend and respond positively to team goals; therefore, managing the emotions 

of the team members is seen to be an important element in promoting OP (Sithambaram et al. 2021). ADOs 

with high levels of self-awareness possess the experience and opportunity to acknowledge the processes and 

behaviours which are conducive for them to fulfil their responsibilities. The experience gained will encourage 

them to be flexible and creative in problem solving, in addition to being effective in decision-making. 

The positive significant effect of EI on OP enhances the internal processes, which is one part of OP. 

ADOs who liaise effectively with colleagues, relevant stakeholders, and the pub- lic will be able to encourage 

their team and obtain productive and constructive feedback, creating an avenue for enhancing and improving 

the processes. This includes feedback through social media such as websites, messenger applications (such as 

WhatsApp, Viber, MS-Messenger, Telegram, Facebook, Twitter, and Instagram) and other forms of 

communication that aim to improve the OP of the public administrative function. The challenges faced by the 

ADOs in their workplace require the ability to make a swift search for ap- propriate information for decision 
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making, recognising stakeholders’ state of emotions and utilising the information obtained appropriately by 

accessing its nature, thoroughness, reliability, and appropriateness in resolving public issues. The information 

and feedback provided by the customers will assist in making decisions at the international level when the 

senior officials or the ministers attend conferences, meetings, and seminars representing Malaysia. Hence, they 

must have the ability to communicate with their superiors, peers, subordinates, and the public in such a way as 

to achieve the set goals and to attain the desired effect consisting of changes in behaviour, thoughts, ideas, and 

attitudes. The ADOs in this context of relationship management are expected to influence and tactfully 

convince stakeholders, while ensuring the needs of the public are addressed. 

Social awareness in the context of EI discloses a positive significant effect on OP, revealing that the 

ADOs are able to empathise with the needs of the public. Communication with the public provides them with 

an opportunity to directly recognise the issues, needs, and challenges faced by the public. This enables them to 

implement the relevant policies that reduce the burden of the public. The ability to empathise creates a sense of 

urgency in fulfilling the needs of the public, leading to accelerated actions in resolving the issues at hand, 

having a positive effect on OP. Emotionally intelligent ADOs who self-manage their emotions positively are 

able to respond appropriately to public issues. This creates a positive work ethic in the professional 

environment, yielding an increase in OP. The positive significant contribution of EI to OP reveals that ADOs 

are afforded an environment where rewards and recognition are given priority, leading to a better work 

situation. EI, practised by the ADOs, create an opportunity to overcome and achieve goals and objectives, 

leading to effectiveness in OP that directly leads to better rewards or recognitions as the needs of the 

stakeholders are achieved. This cycle creates motivation amongst the ADOs, paving the way for better OP that 

directly focuses on achieving organisational goals to balance the needs of the stakeholders and the public 

administrators. 

Based on Figures2and3, which show high perceived values for stakeholders and financial perspectives for 

OP, and social awareness and relationship management for EI, we conclude that the Malaysian government, 

through its ADOs, should give importance to these areas. The public servants should have high social 

awareness in terms of knowing the issues and problems faced by the public, and the correct ways to address the 

issues. They should also create a good relationship with their main customer, the public, who can be classified 

as the most important stakeholder. By encouraging and promoting these EI values, the organisation will be able 

to obtain a higher level of performance. This will in turn increase the level of public trust in the governmental 

function, which will in turn increase the financial position of the organisation through a higher level of 

compliance and adherence to the government policies. Next in importance are the investors—stakeholders who 

establish the financial means in the country for domestic and international trade. With a high level of EI, the 

ADOs will be able to foster good relationships with them, encouraging higher investment values as they gain 

trust in the administration of the country. 

There are various opportunities for enhancing the EI levels in the Malaysian civil service. This can be 

achieved by including EI indicators and measures in various policies in the areas of recruitment, learning and 

development (L&D), workforce planning, succession planning, and organisational development. During the 

recruitment process, in addition to assessing the candidates based on their qualifications, experience, 

knowledge, and skills, their emotional maturity level should also be assessed. This can be performed by 

including a psychometric test,  requiring the individuals to answer relevant EI questions related   to their 

emotional capabilities and behavioural aspects in various workplace settings in order to determine their EI 

level. As change is constant, the required EI assessment tool must reflect the most recent and relevant scenarios 

in dealing with emotions,  in order   to ensure that organisational objectives are met. The EI traits should be 

incorporated  into the employee onboarding or induction programme and re-emphasised through L&D 

initiatives by incorporating EI elements into regular employee development programmes. The inclusion of EI in 

the context of L&D provides a platform for the exchange of conformed behaviours expected from the ADOs. 

An additional way of incorporating EI in the L&D policy would be to provide training to key employees who 

are expected to model this behaviour in their daily tasks, and train or coach the rest on being EI-conscious. The 

implementation of a proper L&D policy will allow the senior public administrators who are EI-savvy to mentor 

the new recruits, hence the opportunity to create an EI culture. Upon completing the EI training, an evaluation 

on its effectiveness should follow. This can be accomplished formally via feedback from superiors, peers, 

subordinates, and other stakeholders. It should further be included in their appraisal to encourage this behaviour 

and to ensure it becomes part of the work culture. 

Succession planning should consider EI as an important trait of the future leaders of the organisation, not 

only focusing on incumbents with an excellent performance track record, but also on possessing high levels of 

EI based on their emotional capabilities and behavioural aspects. An EI assessment must be included in the 

succession planning policy. Leaders are expected to tap into their emotional intellect,  to understand and be 

aware   of the feelings and emotions of their colleagues, over and above their skills, knowledge, and experience. 

This can lead to better organisational success, reducing resistances from the employees. As ADOs are closer to 

the people on the ground, they will be the most ideal source of information for improving relevant policies 

affecting the economic and social development of the country. This can mainly be achieved by the 
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implementation  of EI in all dimensions,  where both bottom-up and top-down approaches are utilised.   In the 

public administration domain, organisational development remains the backbone, encompassing many facets, 

mainly improving the attitude and behaviour of the employees. As such, EI must be included in the 

organisational development policy. The assimilation of EI in organisational development policies strengthens 

the contribution via employees’ participation. The main objective of any organisational development initiative 

is to be successful in engaging employees and providing them with an opportunity to embrace change with 

positive contributions, apart from reinforcing procedures and processes. Employees with the ability to be aware 

of organisational changes and the impact these bring to the task, environment, and processes of the organisation 

as a whole can play the role of change agents. They can be proponents of change, simultaneously translating 

into organisational development. This can be achieved when EI is made a part of organisational development, 

ensuring there is less resistance to change. In addition, employees lack effectiveness when their thoughts, 

feelings, and actions differ. Leaders who differ in portraying their emotions and actions lack the ability to 

effectively influence employees in achieving organisational goals. The existing job rotation policy within the 

Malaysian civil service provides the opportunity for the ADOs to systematically move from one ministry to 

another. This is a good strategy for maintaining consistent inter-departmental EI levels. The results of the study, 

showing consistency in responses across the five ministries, reflect the impact of the job rotation strategy and 

the value it should rightfully have in order    to maintain a consistent and high EI level throughout the 

Malaysian civil service. This exposure allows the ADOs to share experiences in utilising EI when dealing with 

different people in different settings, exposing them further to acquire an even higher level of EI, befitting them 

with superior leadership qualities. 

In private organisations and corporate firms, performance is mainly driven by the quest to attain greater 

profits, driven by Key Performance Indicators (KPIs) and Service Level Agreements (SLAs), supported by 

organisational goals and company strategies. This makes it less tedious for private corporations to achieve high 

levels of OP, which does not in any way discount the importance of EI. In a non-profit setting, performances 

are normally driven by motivational elements of leaders, political ties with other governmental organisations, 

and the level of competition with neighbouring countries and other nations of common trade and development 

avenues and initiatives. The core motivational element for performance is the total compensation package 

offered; however, it does not determine the level of teamwork the individual adheres to. Individual performance 

and OP are two very different aspects, which may not necessarily yield similar expectations and results. 

Therefore, it is perceived that having a high level of EI creates the probability of a higher level of performance 

delivered by the organisation. This concept will evidently be more critical in the civil and public services arena, 

particularly in a government administration setting. Governments should strive for high levels of EI, especially 

amongst their adminis- trative and management teams, to garner greater levels of success in implementing 

policies, achieving objectives, maintaining diplomatic ties and relationship, and performing its ardent duties of 

providing public services, national security, economic security, economic assistance, leadership, and 

maintaining order. 

 

6. CONCLUSIONS 

Public sectors across various nations have adopted competency development as a key strategy of public 

sector reform (Belfanti2017). Additionally, managers with emotional capabilities have been found to positively 

influence the organisational capacity for change, and subsequently, positively influencing OP (Sukoco et 

al.2021).  As such, the findings  of this research may be applicable to the international arena, where it can be 

used in a more generic context to identify the relationship between EI and OP in other countries, especially in 

the public administration sector. The findings in this study show that EI positively and significantly affects OP. 

We hope that the results of this study will be a useful platform for future researchers to revisit and improvise 

the findings in relation to EI in the workplace. The precise ability to use these emotions accurately, in 

accordance with the various circumstances, is crucial for achieving the goals and objectives of public 

organisations. With the current depth and breadth of development in Artificial Intelligence (AI), Internet of 

Things (IoT), digital era, data science, and analytics, EI is envisaged to play an even more important role in 

determining performance and success. Therefore, studies in EI will become increasingly essential, deemed as a 

very important element in the workplace. As organisations are becoming more global, and countries are 

becoming more tightly connected,  public administrators are expected to deliver and perform on    a global 

scale,  as per the expectations of the stakeholders.   It is hoped that the ADOs,   as frontline managers in the 

public sector, will be able to contribute to the efficient and effective governance of the country. This in turn 

will lead to better performance of the governmental organisation. In Malaysia, this factor has been deemed even 

more important after the last General Election (GE), which was the 14th GE held in 2018, which experienced a 

major change in government leadership. This drastic shift made evident that the citizens (voters) are becoming 

more prudent, with renewed demands for changes in the manner the country is administered, and its objectives 

delivered.  ADOs are required to possess  a high level of EI when executing their tasks in order to be able to 

contribute to a higher level of OP. Individuals with a higher level of EI are deemed to be better administrative 

leaders in the civil service. 
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The call for change is also expected in the performance of the civil servants, particu- larly in fulfilling 

their responsibilities when delivering the objectives of the government, as per the expectations of the public. 

Being the main stakeholders, the citizens expect accountability and responsibility on the part of the civil 

servants, who represent the various ministries. The awareness of EI is deemed relevant and timely as it provides 

an opportunity for the civil servants to engage in introspection with regard to their role in the previous 

government, and to accept unavoidable changes, as policies and processes are transformed with the election of 

the new government. As civil servants are expected to be impartial, the effect of EI on OP becomes more 

important and relevant in achieving the objectives of the government. An increase in their performance will 

elevate the economy of the country as public resources are utilised efficiently. In the future, government 

policies need to be aligned with the need to recruit public administrators who are emotionally intelligent in 

order to enhance performances. The existing public administrators should be trained on the importance of EI 

and performance, which may be considered an up-skilling initiative. 

In creating an environment that emphasises EI, it is hoped that there will be a positive significant effect 

that can influence performances and increase the productivity of the ADOs in the Malaysian government. 

The findings of this study contribute to practical and theoretical implications. From the perspective of 

practical implications, the findings show a positive relationship between EI and OP. EI can be included in 

recruitment, L&D, workforce planning, succession planning, and organisational development as part of 

government transformation policies across various departments, thus yielding better OP. EI should be practised 

by every individual and be implemented top down. Key personnel should apply this in their daily interactions 

and dealings with individuals in public service to further enhance OP. From the perspective of theoretical 

implications, researchers can further examine other indicators of EI that may influence OP. Additionally, this 

research can be extended to both public and private service, and within different types of organisations. 

Researchers may further enhance the theoretical framework. In short, this study illustrates the importance of EI 

at the workplace, specifically the public sector due to its diversity in policies, procedures, and the vast variety 

of people they interact with daily. 

The global outbreak of the Covid-19 pandemic saw the disruption of the way work is performed. During 

the many phases of the Movement Control Order (MCO) imposed in Malaysia since early 2020, the functions 

of the public service was performed remotely; employees were empowered to work from home (WFH) in order 

to reduce the proportion of the workforce at the office. The WFH concept was highly dependent on the 

capabilities of individuals to perform work remotely via effective and efficient communication platforms. The 

contributing factors include the availability of internet and intranet facilities with the required bandwidth, 

cloud-based applications, portability of services via online interfaces for performing administrative tasks and 

public services, and the inclination of the public in accepting these services. The way civil servants worked 

during the pandemic was unprecedented, neglecting most of the well-planned studies and theories, shifting 

them into oblivion. The episodes they went through during the pandemic forms a new plethora of performances 

within a vicinity that is currently being studied extensively and globally by various scholars and professionals 

alike. However, the pandemic is not expected to prevail. Once it is over, the organisations will take the natural 

tendency of reverting to regular methods of work, enlivening the organisational culture and natural job 

demands. At the workplace, regular human interactions, face to face meetings, and communication protocols 

will soon commence, with decision making processes accomplished through various methods of interactions 

between individuals in the workforce. The findings of this study will apply to such conditions, as an 

emotionally intelligent and highly skilled workforce will need to be highly productive in a renewed competitive 

environment and work culture. The mindset of the civil servants is expected to be undeterred once they are 

back to the old ways of working, proving the study results to be applicable and valid post- pandemic in the 

regular work environment. Malaysia’s experience during this pandemic is not in isolation from other countries, 

allowing for the global applicability of these findings. 

 

7. LIMITATIONS AND FUTURE RESEARCH 

This research has had some limitations. Understanding the limitations and their possible effect on the 

results and the conclusion is vital to understanding the problem investigated. Firstly, this research was 

conducted in the public administration of five ministries. Hence, the sample did not include public 

administrators from other ministries. Being a cross-sectional research, it allowed the study to be concluded in a 

shorter timeframe. On the contrary, a longitudinal study demanding a longer timeframe may improve or offer 

different results, providing an opportunity for the observation of individuals at work. Secondly, the name of the 

five ministries and the breakdown of the respondents from the respective ministries were not available to the 

researchers due to restrictions and anonymity. Thirdly, as the data was collected through a questionnaire 

survey, respondents may have been cautious or might have acted conservatively when providing their answers. 

Finally, this research accounts for certain dimensions of EI based on the definition provided by Goleman et 

al.(2002), and did not include dimensions of EI highlighted byBar-On(2012), Petrides and 

Furnham(2000,2006), and other scholars. However, the ability test is an appropriate tool for research work 
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related to attitudes such as job satisfaction and work performance (O’Boyle et al.2010;Miao et al.2017), which 

can be a prospective area for future research. The results of the study may be fortified should differing 

dimensions of EI be used. 

This study recommends that future research be performed on other government de- partments outside of 

Putrajaya, the administrative capital of Malaysia, and within the state governments, to establish the contribution 

of EI on a broader scale. The scope of this research can be extended beyond ADOs, to the officers and 

managers in the public admin- istration. The EI of different grades with different job scopes may serve to 

provide a better check and balance on the findings. Expanding the dimensions of the demographic data (i.e., 

collecting information about the respondents’ ministry/department) will allow for a deeper analysis of the 

results that could produce different perspectives on the discussion. Future research may explore various 

dimensions of EI to ascertain the success of various al- ternative scopes of EI at the workplace. Future research 

may also be conducted on different industries, targeting organisations in the private sector, to establish the 

direct effect of EI on OP. Another suggestion is to conduct a qualitative research through interviews in order to 

further attain additional information that may produce improvised results. In order to achieve this, the 

questionnaire can be amended to suit the organisational environment, the participants’ levels, and other relevant 

scenarios. On a greater scale, an inclusive study can be undertaken to include the staff of various governmental 

organisations by extending the study to the representatives of other countries through the respective embassies, 

con- sulates, and commissions. This will present a great opportunity to investigate the global perspectives of 

governments and their performances. 

Emotionally intelligent public administrators, who are well versed in the digitalisation of processes and 

policies, are naturally aware of their emotions and the emotions of others, avoiding a robotic environment. This 

creates an element of motivation and determination amongst the public administrators at work. The 

digitalisation of the organisation is en- visaged to have an impact in the way data is collected, stored, and 

analysed. From the EI perspectives of the public administrators, or the employees of organisations at large, this 

presents itself as another broad area for future research in the promising digital age. 

 

Appendix A 

TableA1lists the questionnaire items that were mapped to the EI variables and the respective indicators. 

 

Table A1. Questionnaire items addressing the EI variables and indicators. 

 

TableA2lists the questionnaire items that were mapped to the OP variables and the respective indicators. 
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Table A2. Questionnaire items addressing the OP variables and indicators. 

 

Table A2. Cont. 
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