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Abstract
This study is focused on how Emotional intelligence relates 
to employees’ performance in the Nigerian banking industry. 
Emotional intelligence competencies studied were self-awareness, 
self-management, social awareness, and social skills. Data was 
collected from a convenient sample size of 376 employees in 
the Nigerian banking industry using an adapted questionnaire 
which was earlier developed. Descriptive and inferential statistics 
provided the basis for the analysis. The result agrees with earlier 
studies reinforcing the opinion that emotional intelligence relates 
to employees’ performance.
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I. Introduction
The world of work is changing rapidly on a daily basis as are the 
companies and people who work for them. Increasing technological 
change, competition, globalisation, the expansion of the service 
sector and delivery speed, go hand in hand with increasing 
performance demands. To deliver outstanding performance 
employees today are required to be much more involved in their 
work, not only physically, but also emotionally and mentally 
[1]. 
Emotions, according to [2] are guiding forces that help humans 
in facing predicaments and tasks that one’s intelligence alone 
cannot handle. [2] went further to say that, for better or for 
worse, intelligence can come to nothing when emotions holds 
sway; that is, when employees’ emotional states such as anger, 
anxiety, excitement and so on, control or determine the employees’ 
performance. In other words, employees need to act or lead based 
on their emotional intelligence as this will guide their actions, 
inactions and reactions to situations and people.
Emotional Intelligence is the ability to understand, accept and 
recognize our own emotions and feelings, including their impact on 
ourselves and other people and to use this knowledge to improve our 
own behaviours as well as to manage and improve our relationship 
with others [2]. It is basically the capacity for recognising our 
own feelings and those in others, for motivating ourselves, for 
managing emotions well in us and in our relationships. The term 
‘emotional’ in emotional intelligence is used broadly to refer to 
moods as well as emotions.
Emotional intelligence essentially describes the ability to 
effectively join emotions and reasoning, using emotions to 
facilitate reasoning and reasoning intelligently about emotions 
[3]. Emotional intelligence taps into the extent to which people’s 
cognitive capabilities are informed by emotions and the extent 
to which emotions are cognitively managed. Additionally, it 
should be pointed out that emotional intelligence is distinct from 
predispositions to experience certain kinds of emotions captured 
by the personality traits of positive and negative affectivity [4]
Many studies have been carried out on emotional intelligence and 

employee performance, however, there has been mixed results. 
While some past studies report a significant correlation between 
emotional intelligence and employee performance [4-6] others 
did not support a direct positive relationship between emotional 
intelligence and employee performance [7-8]. Moreover, 
majority of the studies on emotional intelligence and employees’ 
performance focus their attention on the [9] model of emotional 
intelligence. Therefore, this study is designed to examine emotional 
intelligence as it relates to employees’ performance in the Nigerian 
banking industry using the [10] model. 
The banking industry was chosen because employees in this 
industry in Nigeria mostly work in teams. This will afford a proper 
assessment of their emotional intelligence while working with 
co-workers and interacting with customers. 

II. Review of Related Literature

A. Emotional Intelligence
Emotional intelligence plays an important role in ensuring success 
in the workplace [11]. It is an array of non-cognitive skills, 
capabilities and competencies that influence a person’s ability to 
cope with environmental demands and pressures. 
As earlier stated, emotional intelligence tap into the extent to 
which people’s cognitive capabilities are informed by emotions 
and the extent to which emotions are cognitively managed. It is 
believed that emotional intelligence allows an individual other 
ways of being and behaving as compared to those emphasized 
by traditional ideas of intelligence. It is thus possible for a person 
to develop these alternative ways of being in order to become 
more effective and efficient in both day-to-day living and in the 
workplace [11]. 
[10] outlines four competencies that are associated with emotional 
intelligence: self-awareness; self-management; social awareness 
(empathy); and social skills (relationship management). He 
suggests that these four components of emotional intelligence 
can have a great impact on the individual’s perception and reaction 
to organisational events. 
According to [10], self-awareness is the cornerstone of emotional 
intelligence. He defines self-awareness as knowing one’s internal 
states, preferences, resources, and intuitions. It is concerned with 
recognising one’s emotions, strengths and weaknesses, self-worth 
and capabilities. This is important to psychological insight and 
self-understanding. Individuals with accurate self-awareness are 
aware of their competences which mainly include self-confidence, 
self-assessment and emotion handling. 
Self-management enables the individual to manage his own internal 
states, impulses and controls. It also involves self-monitoring, 
which allows the individual to adjust his behaviour according 
to external, situational factors. It helps in self-governing by 
managing one’s own values, impulses, resources and disciplines. 
According to [12], self-management is an ongoing process which 
directly affects the performance of employees. For instance, while 
facing job stress, a strong sense of control over one’s beliefs 
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can help to manage anger and depression at work place which 
acts as a strong tool for better performance. The element of self-
management includes aspects such as trustworthiness, self-control, 
conscientiousness, adaptability and innovation [10]
Social awareness or empathy, implies an awareness of other 
people’s feelings. It comprises adeptness at recognising and 
responding to changes in the emotional states of other people by 
means of sensitivity and social self-confidence. Social awareness 
involves understanding others, developing others, having a service 
orientation, leveraging diversity, and possessing a keen political 
awareness. [12]opines that social awareness means that one should 
know what is socially acceptable from him/her in the organisation 
and how he/she should act in that manner. A socially aware person 
puts himself in other’s position and then proceeds for certain 
appropriate action(s). Empathy is an essential tool to measure 
social awareness [10]. Empathy is particularly important today 
as a component of leadership for at least three reasons: increasing 
use of the talents, rapid growth of globalization; and the growing 
need to retain talent [10].
Lastly, Social skills can be defined as the effective handling 
of interpersonal relationships, to induce desirable responses in 
others. [10]believes that social skills involve influencing tactics; 
effective communication; conflict management skills; leadership 
abilities; change management skills; instrumental relationship 
management; collaboration and co-operation abilities; and 
effective team membership capabilities. Effective social skills 
help in developing others which is a hallmark of good manager 
[12]. The ability to sense other people’s reactions and fine tune 
responses and be persuasive is a significant characteristic of star 
performers.
Emotional intelligence does not only entail being aware of one’s 
own emotions, but also using these emotions in functional ways. 
First, emotions can be useful in terms of directing attention to 
pressing concerns and signaling what should be the focus of 
attention [6].Second, emotions can be used in choosing among 
options and making decisions; being able to anticipate how one 
would feel if certain events which took place can help decision 
makers choose among multiple options [5]. Third, emotions 
can be used to facilitate certain kinds of cognitive processes. 
Positive moods can facilitate creativity, integrative thinking, and 
inductive reasoning, and negative moods can facilitate attention to 
detail, detection of errors and problems, and careful information 
processing [13]. Lastly, shifts in emotions can lead to more flexible 
planning, the generation of multiple alternatives, and a broadened 
perspective on problems [9]

B. Emotional Intelligence and Employees’ Performance 
Organisations are settings that require interpersonal interactions. 
Most of these interactions are related to the performance of job 
duties. Emotions can influence thought processes by promoting 
different information processing strategies [7]. For example, 
positive emotions tend to promote heuristic processing [11] and 
may be useful for creative tasks and short-term memory tasks 
[14]. 
Emotion and cognition can be integrated to influence employees’ 
performance on a variety of tasks [14]. [15], examined the 
relationships between trait emotional intelligence and tasks 
involving the recognition of facial expressions of emotion. Two 
facial expression recognition tasks using the inspection time (IT) 
paradigm assessed speed of emotional information processing. 
Results showed that, general emotion-processing ability contributes 
to performance on these tasks. 

[16]investigated the relationships between emotional intelligence, 
performance, and cohesiveness in 23 nursing teams. Results showed 
that, emotional intelligence provided an interesting new way of 
enhancing nursing teams’ cohesion and patient/client outcomes. 
Among psychologists, emotional intelligence is proposed as an 
important predictor of key organisational outcomes including 
job satisfaction and employees’ performance [17-18, 21], tested 
the extent to which positive and negative effect at work mediate 
emotional intelligence on employees’ performance. Results 
indicated that positive and negative effect at work substantially 
mediate the relationship between emotional intelligence and 
employees’ performance with positive affect exerting a stronger 
influence. 
[8] investigated how salespersons’ emotional intelligence affects 
adaptive selling and positive emotional expression during the 
process of interaction with customers, and how such adaptive 
selling and positive emotional expression affect the quality of 
service perceived by customers. The results showed those greater 
salespersons’ emotional intelligence results in better adaptive 
selling and positive emotional expression. He found that a person 
with positive emotional intelligence in work has better sales. 
Some research revealed 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 
adept at regulating their own emotions and managing others’ 
emotions to foster more positive interactions, which could lead 
to more organisational citizenship behaviours that contribute to 
performance [20]. [18]also found a positive relationship between 
“empathy” (a sub dimension of emotional intelligence) and 
performance in employees’ teams. 
[14] demonstrated a relationship between emotional intelligence 
and customer service teams. According to these authors, two 
of emotional intelligence factors: understanding emotions 
and managing emotions were positively correlated with some 
performance measures related to customer service. [12] discussed 
that 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. Emotional intelligence may also 
contribute to employees’ performance by enabling employees 
regulate their emotions so as to cope effectively with stress, perform 
well under pressure, and adjust to organisational change.

III. Hypothesis Formulation
This study is aimed at examining the relationship between 
emotional intelligence and employees’ performance. Therefore, 
based on the foregoing literature, this study propose the following 
hypothesis:

There is no significant relationship between self-awareness 1. 
and employees’ performance;
There is no significant relationship between self-management 2. 
and employees’ performance;
There is no significant relationship between social awareness 3. 
and employees’ performance; and
There is no significant relationship between social skills and 4. 
employees’ performance.

IV. Methodology
The study was conducted in Akwa Ibom, a state located in the 
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Niger Delta region of Nigeria. The target population of the study 
comprised all the employees in the banking industry. Akwa Ibom 
State was chosen for this study because all the different banks in 
the Nigerian banking industry have their branches in the state. 
Given the large size of the population, a sample of 400 employees 
in the banking industry was selected using the convenient sampling 
technique. This sample was drawn from the different banks that 
make up the industry.
Emotional intelligence was measured by means of the Emotional 
Competency Inventory (ECI). This is a multi-rater survey 
instrument based on the Self-Assessment Questionnaire (SAQ) 
developed by Boyatzis, the emotional competencies identified 
by [10], as well as on competencies from Hay/McBer’s Generic 
Competency Dictionary [21]. Items in the ECI are divided into 
four clusters, namely self-awareness, self-management, social 
awareness and social skills. Previous research has shown the 
ECI to have an overall average internal consistency coefficient 
of 0.85 for other ratings and 0.75 for self-ratings [24]. Studies 
indicated that the ECI has satisfactory levels of validity [14, 16, 
22]. Therefore, since its administration is uncomplicated and it 
is specifically designed to assess emotional competence in the 
workplace, the ECI was the instrument of choice for this study.
Copies of the questionnaire were administered to the respondents 
at their respective branches of the banks during official hours. 
This was done by the researcher with the help of four (4) research 
assistants. 376 copies of the questionnaire representing 94% were 
completed and returned. Descriptive statistics (simple percentages 
and frequencies) and Pearson Product Moment Correlation 

coefficient were used to analyse the data.

V. Data Analysis and Results
Table 1: Respondents’ profile

S/N Sample 
Characteristics 

Number of 
Respondents Respondents (%)

1 Sex 
Male 243 64.6

Female 133 35.4
2 Age 

21-30 13 3.5
31-40 126 33.5
41-50 218 58.0

Above 50 19 5.0
3 Education 

ND/NCE 47 12.5
HND/B.Sc. 196 52.1
M.Sc./MBA 120 31.9

PhD 13 3.5

From the results of analysis in Tables 1, male and female 
respondents constituted 64.6% and 35.4% respectively; 3.5% 
were aged between 21 and 30 years,33.5% respondents were 
aged between 31 and 40 years, 58.0% were aged between 41 
and 50 and 5.0% were above 50 years of age. Also, 12.5% were 
holders of NCE/ND, 52.1% were holders of HND/B.Sc., while 
31.9% were holders of M.Sc/MBA certificates, and 3.5% were 
holders of Ph.D.

HO1: There is no significant relationship between self-awareness and employees’ performance
Table 2: Correlation Between Self-Awareness and Employees’ Performance

Employees’ performance Self-awareness

Pearson’s r

Employees’                       Correlation coefficient
performance                      Sig. (2 tailed)
                                          N

1.000
.
376

.543**

.000
376

Self-awareness                  Correlation coefficient
                                          Sig. (2 tailed)
                                          N

.543**

.000
376

1.000
.
376

**correlation is significant at 0.05 level (2 tailed)

From Table 2, the correlation (r) value of 0.543 indicates that there is a strong relationship between self-awareness (x) and employees’ 
performance (y). Also, since the p-value (0.000) is less than the level of significance (α = 0.05), we therefore, reject the Ho1 and conclude 
that there is significant relationship between self-awareness and employees’ performance in the Nigerian banking industry.

HO2: There is no significant relationship between self-management and employees’ performance

Table 3: Correlation between self-management and employees’ performance
Employees’ 
performance Self-management

Pearson’s r

Employees’                      Correlation coefficient
Performance                     Sig. (2 tailed)
                                          N

1.000
.
376

.589**

.000
376

Self-management             Correlation coefficient
                                          Sig. (2 tailed)
                                          N

.589**

.000
376

1.000
.
376

**correlation is significant at 0.05 level (2 tailed)
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From Table 3, the correlation (r) value of 0.589 indicates that there is a strong relationship between self-management (x) and 
employees’ performance (y). Also, since the p-value (0.000) is less than the level of significance (α = 0.05), we therefore, reject 
the Ho2 and conclude that there is significant relationship between self-management and employees’ performance in the Nigerian 
banking industry.

HO3: There is no significant relationship between social awareness and employees’ performance

Table 4: Correlation between social awareness and employees’ performance
Employees’ 
performance Social awareness

Pearson’s r

Employees’                     Correlation coefficient
performance                    Sig. (2 tailed)
                                        N

1.000
.
376

.461**

.000
376

Social awareness             Correlation coefficient
                                         Sig. (2 tailed)
                                         N

.461**

.000
376

1.000
.
376

**correlation is significant at 0.05 level (2 tailed)

From the result of analysis as shown in Table 4, the correlation coefficient (r) is 0.461. This indicates that there is a strong relationship 
between social awareness (x) and employees’ performance (y). Also, since the p-value (0.000) is less than the level of significance 
(α = 0.05), we therefore, reject the Ho3 and conclude that there is significant relationship between social awareness and employees’ 
performance in the Nigerian banking industry.

HO4: There is no significant relationship between social skills and employees’ performance.

Table 5: Correlation between social skills and employees’ performance
Employees’  performance Social skills

Pearson’s r

Employees’                     Correlation coefficient
performance                    Sig. (2 tailed)
                                        N

1.000
.
376

.433**

.000
376

Social skills                     Correlation coefficient
                                        Sig. (2 tailed)
                                        N

.433**

.000
376

1.000
.
376

**correlation is significant at 0.05 level (2 tailed)

From Table 5, the correlation (r) value of 0.433 indicates that there 
is a strong relationship between social skills (x) and employees’ 
performance (y). Also, since the p-value (0.000) is less than the 
level of significance (α = 0.05), we therefore, reject the Ho1 and 
conclude that there is significant relationship between social skills 
and employees’ performance in the Nigerian banking industry.

VI. Discussion
Results from Tables 2, 3, 4 and 5 show significant correlation 
between the studied emotional intelligence factors i.e. self-
awareness, self-management, social awareness, social skills 
and employees’ performance respectively. This implies that 
there is significant relationship between emotional intelligence 
and employees’ performance in the Nigerian banking industry. 
However, the results of analysis of this study as shown in Table 
3 indicate that the cluster of self-management (r = 0.589) shows 
the strongest relationship with employees’ performance in the 
Nigerian banking industry. This suggests that self-management 
is highly significantly related to employees’ performance in this 
industry. This finding corroborates the finding of [24] who similarly 
found a strong relationship between emotional intelligence cluster 
of self-management and job performance. According to [24], this 
finding emphasises the importance of managing one’s emotions 
through self-discipline, integrity, and motivation towards goals in 

order to perform at optimal effectiveness. It could be inferred from 
these results that the competencies in the self-management cluster 
operate together in an integrated fashion, forming a meaningful 
pattern of abilities that facilitates successful performance in the 
Nigerian environment. Also, this result is in agreement with the 
findings of [13, 16-19] who found that emotional intelligence is 
significantly related to employees’ performance and opine that 
clusters of emotional intelligence allow assessment of the synergy 
derived from a combination of emotional competencies that enable 
exceptional employees’ performance. 

VII. Conclusion and Recommendations
This study concludes that there is significant relationship between 
emotional intelligence and employees’ performance since all the 
emotional intelligence factors studied are positively correlated 
with employees’ performance. Research has shown that emotional 
intelligence can be developed and improved at any stage of life 
through a systematic and consistent approach [10, 25]. Therefore, 
it is recommended that organisations in the Nigerian banking 
industry develop training programmes in order to develop the 
emotional intelligence of their employees. Since social and 
emotional learning is more complex than cognitive learning, 
training in emotional competencies for the successful development 
of emotional intelligence in organisations should be undertaken 
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according to specific guidelines.
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