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ABSTRACT 

 

Emotional intelligence (EI) has gained much attention in recent years due to its 

potential impact on job performance. In particular, its relationship with job 

performance has been a subject of interest for researchers. This study aimed to 

assess the relationship between EI and job performance in the banking sector of 

Nigeria. Utilizing a case study approach, a sample of selected bank employees in 

Nigeria was analyzed to determine the strength of the relationship between these 

twovariables.TheresultsshowedapositiveandsignificantrelationshipbetweenEI and 

job performance, indicating that employees with higher levels of EI tend to 

performbetteronthejob.Thisfindinghasimportantimplicationsfororganizations, as it 

suggests that investing in training and development programs that enhance EI may 

lead to improved job performance among employees. Further research in this area 

is recommended to gain a deeper understanding of the mechanisms behind this 

relationship and how it can be effectively utilized in the workplace. 
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CHAPTERONE 

 

INTRODUCTION 

 

1. Background of the Study 

 

An emerging concept fast gaining ground sand wider managerial attention seems 

to be the concept of emotional intelligence in a workplace. The concept appears to emerge 

as an  important but still relatively understudied element of competence. Emotional 

Intelligence is the abilities concerning recognition and regulation of emotions in self and 

others, and to use this information to guide one’s thinking and actions. 

In today's dynamic and competitive work environment, the ability to manage 

emotions and interpersonal relationships has become a crucial determinant of professional 

success. This is particularly significant in the banking sector, where employees are 

frequently faced with high-pressure situations, customer service demands ,and the need 

for teamwork. Emotional intelligence (EI), which encompasses the ability to perceive, 

understand, manage, and regular teemotions in one self and others, has gained attention as 

a vital predictor of job performance across various industries (Goleman, 1995). 

Application of emotional intelligence will support the managers and employees to 

recognizeandunderstandemotionsandusingemotionalintelligencetomanageoneselfand 

his/her relationship with others. Emotional Intelligence, it is “people – focused”, is based 

onsoundcompetencyintwomajordimensions:selfandsocial.Thehighemotional 



intelligencepersonwillhaveknowledgeandpositiveattitudeandwillalsobehaveskillfully in the 

self and social dimension (Emily, 2006). 

 

Emotional intelligence is not a simple repackaging of the “soft skills” we so often 

hearaboutinorganization.Itappearstobebasedonresearch.Goodmanagersseemtohave known 

for years that communicating effectively, treating people well, and modeling 

appropriatebehaviorthemselvesmakegoodbusinesssense.Researchlinkingemotionsand 

skillsononehandandfactsandfiguresontheotherhandwillobviouslyproofthis.There’s 

noneedtothrowawaycognitive(thinking)processes,butbythemselvesthesemaynotbe 

enoughforsuccessintheorganization.Thetruthisthatwewillneedbothrationaldataand 

emotional data in our lives if we are to be successful in business. The applications of 

emotional Intelligence in the workplace include areas like personnel selection, 

development of employees, teams and the organization. 

 

The concept of emotional intelligence was popularized by Daniel Goleman, who 

argued that EI can be more important than IQ in achieving success in both personal and 

professional contexts. Research has consistently linked higher levels of EI with improved 

workplace outcomes, including leadership effectiveness, team performance, job 

satisfaction, and stress management (Salovey & Mayer, 1990; Goleman, 1998). In the 

context of banking, where employees interact with diverse clients and must navigate 

emotionally charged situations, emotional intelligence may directly influence their ability 

to perform effectively. 

 

In Nigeria’s banking industry, characterized by constant regulatory changes, 

intense competition, and customer-centered service delivery, understanding the impact of 

emotionalintelligenceonjobperformanceisincreasinglyrelevant.Despitethis,empirical 

studies investigating this relationship within Nigerian banks remain limited. Previous 

research in Nigeria has focused more on technical competence and organizational 

structures, often neglecting the human and emotional dimensions of job performance 

(Afolabi, 2013; Ugwu & Ugwu, 2020). 



Given the growing interest in soft skills and emotional competencies in human 

resource development, this study seeks to assess the relationship between emotional 

intelligenceandjobperformanceamongselectedbankemployeesinNigeria.Thefindings could 

provide insights for human resource managers and policymakers in designing training 

programs and performance appraisal systems that incorporate emotional intelligence as a 

key factor. 

 

Financial institution may coach their employees in developing their interpersonal skills, 

otherskillsandalsocoachthemtoperformeffectivelyonthejobwithotheremployeesinthework place 

(Reuven et al, 2007). Employees need to enhance their emotional intelligence skills, apart from 

technical skills, which in turn will enhance their productivity on the job. According to 

Bob(2008),Managementofemotionalintelligencebytheteammembers willhelpindeveloping 

interpersonalskillsoftheteammembers.Therefore,organizationtobesuccessfulneedstodevelop 

employees’emotionalintelligenceskillsinordertobeabletoworkeffectivelyintheorganization. It is 

not surprising that empirical research seems to establish a linkage between emotional 

intelligenceandemployeesperformance(CoteandMiners,2006;RobinsandFerris,2006). Simply 

processing emotional intelligence may lead to higher performance in the service industry 

unlessifitaffectshowpeopleusetheiremotionsatworksetting.Apparently,employeesmay 

handletheiremotionsaccuratelyandusecertainbehavioursintheorganizationthatallowthemto 

gatherbetterinformation,gridother’sbehaviorormakebetterdecisionsabouttheiractivities,that 

resultinbetterperformancein thejob(Klim etal,2009). 

 

 

The Nigerian Deposit money bank was hitherto dominated by small assets – base 

banksthatwerenotinternationallycompetitive.Ovia(2002)notedthatinrepositioningthe 



Nigeria financial market for competitiveness in the 21st century the deployment of 

information 

technology would play dominant catalytic role in growing the market. Thus, in the eye of 

the keen competition in the service industry, market competition in the banking industry, 

mark players needs to devise new survival strategies. Financial institutions world-wide 

seem to be compelled by the emergence of emotional intelligence to fast-forward to more 

radical transformation of business systems and models. 

In the same view of Bill Gates (2001) noted that the successful banks of the next 

decades will be the ones that use emotional tools to re-invent the way they work. These 

banks may take decisions quickly, act efficiently and directly touch their customers in 

positive ways. Going emotional may put banks on the edge of the shock wave of change. 

That may shatter the old ways of doing business. Thus, this study examines the impact of 

emotional intelligence on employees’ performances in the Nigerian banking industry. 

Statement of Problem 

 

Managingworkers’ emotionscorrectlyappeartobea21stcenturychallengetothe 

managers. Although past researcher established a relationship between emotional 

intelligence and performance in the organization, little evidence is known about how 

employees translate their emotional intelligence into enhanced work outcomes in the 

banking industry. 

Inworkplaceswherepeopleareconstantlyafraidandinsecure,employeesareatrisk of 

“turning numb” to protect themselves. These are clearly seen in the black faces of sub 

staff the lack of enthusiasm by front line workers, and in the remarkably incentive ways 

managers and employees treat each other. 



The mechanism which allows a person to survive an emotionally painful 

environment also makes it difficult for them to respond sensitively and empathetically 

towards others. Some staff in the banking industry seems not to be socially aware of the 

emotions and concerns of 

others. They do not know what is socially acceptable from them in society and how they 

shouldactinthat manner.Atwork place,interactionwithotherpeopleseemstobecritical which 

may require the competency of empathy for better performance. Most banks’ 

employeesarenotsociallycompetentemployees.Theylacktheideaofputtingthemselves in 

others’ position and then may proceed to certain inappropriate action. 

Socially competent staff have the ability of understanding the overall psyche of an 

organizationandpoliticalrealitiesingroups,butmostemployeesseemnotbeawareofthis. They 

lack the ability to create organizational awareness that may enhance networking and 

coalition building which may make them to wield influence irrespective of their 

professionalrole.Organizationsregardlessofsize,technologyandmarketfocusarefacing 

employee retention challenges. Few organizations believe that the human personnel and 

employees of any organization areits main assetswhich can lead them tosuccess or if not 

focused well, to decline. 

ResearchQuestions 

 

Thisstudyisguidedbythefollowingresearch questions: 

 

 

i) Whatistheimpactofself-controlonemployees’performanceintheNigerianbanking 

industry? 

ii) Doesself-awarenesshaveanyimpactonemployee’sperformanceintheNigerianbanking 

industry? 



iii) Whatistheimpactofsocialcompetenciesonemployee’sperformanceintheNigerian 

banking industry? 

iv. Towhatextentdoesmanagingemotionofleaders’affectemployee’s 

performance in the Nigerian banking industry? 

Objectivesof the Study 

 

Thegeneralobjectiveofthisstudyistoascertaintheimpactofemotionalintelligence on 

employees’ performancein theNigerian banking industry. Thespecific objectives are 

to: 

.Investigatetheeffectofintelligenceonemployees’performanceinNigeriaBanking 

Industry 

i. Findouttheimpactofself-awarenessonemployeeperformanceinNigeriaBanking 

Industry. 

ii. ExaminetheimpactofsocialcompetencyonemployeeperformanceinNigeriabanking 

industry. 

iii. AscertaintheextenttowhichmanagingemotionaffectemployeeperformanceinNigeria 

banking industry. 

ResearchHypotheses 

H01: Thereisnorelationshipbetweenself-controlandemployee’sperformanceinthe 

Nigerian Banking Industry. 

H02: Thereisnorelationshipbetweenself-awarenessandemployee’sperformanceinthe 

Nigerian Banking Industry. 

H03: Thereisnorelationshipbetweensocialcompetenciesandemployee’sperformancein the 

Nigerian Banking Industry. 



SignificanceoftheStudy 

 

This study examines the impact of emotional intelligence on employees’ job 

performance in the Nigerian banking industry. The study will have great impact on the 

management of banks and also show the relevance of emotional intelligence on the 

performance of banks’ employees. 

Thisstudyonemotionalintelligenceinthebankingindustryhelpstoidentifysome of the 

problems of their customers which are attributable to lack of emotional intelligence in the 

industry. 

The study provides ways in which bank employees assist their customers since the 

study will help the banks managers to train their staff on how to attend to customers. 

Otherbusinessorganizationsinthecountrywillalsobenefitfromthisstudybecause it 

will help them to realize that emotional intelligence is a kind of tool and asset in the 

organization, which enables the employees to work in harmony and the organizational 

productivity will increase as well. 

Scopeofthe Study 

 

This study covers the impact of emotional intelligence on employees’ job 

performance in the Nigerian banking industry. It covers only selected banks in Ilorin, 

metropolis. The banks in Ilorin was chosen because the researcher can easily get 

informationneededforhisresearchsincetheresearcherresidesinIlorinandcanhave access 

tothestaffofthebanks.thepopulationforthisstudyislimitedtoemployeesandmanagers of the 

selected banks. The adopted indicators of emotional intelligence are limited to self- 

control;self-awareness;socialcompetenceandmanagingemotion.Itwaspresumedthat 



the indicators would make for easy measurement of emotional intelligence of employees 

andmanagersoftheselectedbanks.Andthisstudycoversaperiodofoneyear(2023/2024) 

Limitationsof theStudy 

 

In carrying out the study, the researcher was faced with some constraints. Many 

employees of banks in Guarantee Trust bank use to dislike activities that appear to be 

probing them. They seem to have special liking for secrecy, thereby tend to avoid 

researchers.Theyconsideredgivinginformationassecret.Assuch,theyrefusetogiveout 

meaningful information that would aid the researcher. 

Most customers of the bank are illiterate and therefore cannot be useful for the 

research sincethey are afraid that if theygive out right information, it will beused against 

them. This made the researcher to segregate them out of research samples due to the 

difficulty of obtaining relevant data from them. 

Some people (respondents) made it difficult for researchers to obtain research 

information. The researcher was denied access to some confidential data that were 

considered to be relevant to the study. 

0.Definitionof Terms 

 

Forbetterunderstandingofsomeofthetermsusedinthisstudy,theresearchergave the 

definitions of some terms as they connote to the study. 

Emotion:Thepart ofapersons’characterthatconcernsfeelings. 

 

Intelligence: The ability to learn, understand and think in a logical way about things, the 

ability to do this well. 

Emotional Intelligence: This refers to the abilities concerning recognition and regulation 

of emotions in self and others. 



Employees:These arepeoplewho arepaid byUBA towork inthebank. 

 

Performance:Thisistheresultorimpactofactivitiesofindividualsoveragivenperiodof time. 

Self-awareness: This is having a deep understanding of one’s own emotion as well as 

strengths, weaknesses, value and motives. It recognizes the importance of one’s own 

feelings and how it affects one’s performance. 

Socialawareness: Itismainlyaboutempathy,havingunderstandingand sensitivitytothe 

feelings, thoughts and situations of others. It means that one should know what is socially 

acceptable from him/her in society 



CHAPTERTWO 

 

LiteratureReview 

 

Introduction 

 

Inthischapter,thetheoreticalperspectiveisdiscussedandareassuchasconceptof 

emotional intelligence, history of emotional intelligence, dimensions of emotional 

intelligence,developmentofemotionalintelligence,employees’performance,theNigerian 

bankingindustry,challengesfortheNigerianFinancialmarketsinthetwenty-firstcentury, Job 

Performance and Role of Emotional Intelligence. etc. 

Conceptual Framework 

 

Emotional intelligence is the ability of understanding our emotion and others, in 

order to have more efficient relations between two parties involved. According to Bahdor 

et al (2018), Emotional intelligence consists of major characteristics like emotional 

awareness, motivation, capacity to manage anger, intuition, emotional respond to others’ 

emotions and reactions. These competencies involved meaningful sets of values. 

Concept and skills together with cognitive have been contemplate from the 

environment conditions are the main elements of emotional intelligence. Emotional 

intelligence is a recent construct and which brought to light and indeed to the business 

environment by Goleman, (2017). The study of emotional intelligence outcome from the 

works of Gardner (2018), and Williams and Sternberg (2017), who proposed broader 

approaches to understanding intelligence on how to manage it in a work place. Mayer and 

Salovery(2019)statedthatemotionalintelligenceandincludedGardner’sintrapersonaland 

interpersonal components ofthe construct. Goleman (2018) took emotional intelligenceto 

anewlevelbymakingitmoreusefulintheorganizationandbydescribingitasanimportant 



ingredient for successful business careers and as a crucial component for effective group 

performance. These people and indeed many others have attempted to explain the concept 

of emotional intelligence. 

MayerandSalovery(2017),whointroducedemotionalintelligencesawitasaform of 

intelligence that involves the ability to monitor individual’s and others’ feelings and 

emotions, to discriminate among them and to validate this necessary information gathered 

to guide one’s thinking and actions. However, these authors then changed their view of 

emotional intelligence, and described emotional intelligence as the ability to integrate 

emotions, perceive emotions to facilitate thought, understand emotions and to regulate 

emotionstopromotepersonalgrowth.Tothem,emotionalintelligenceinvolvestheability to 

appraise, express emotions, and perceive accurately, the ability to access and generate 

feelings when they facilitate thought, the ability to understand emotions to promote 

emotionalandintellectualgrowth.Theseauthorsprovidedamodelwhichcomprisesoffour 

abilities; perception, assimilation, understanding, and regulation of emotions. 

Emotionalperceptionistheabilitytoperceiveemotionsonselfandalsoonobjects, art, 

stories, music, and another stimulus. Emotional perception consists the ability to 

differentiate between honest and dishonest expressions of emotions. The assimilation of 

emotions is the ability to generate, use and feel emotions as necessary to communicate 

feelings. 

Emotionalassimilationistheabilitytodifferentiatetheemotionsindividualfeeland to 

identify those that are influencing their thought processes. Emotional understanding is the 

ability to understand emotions, information, how emotions combine and shift across 

time,andtheabilitytoappreciateemotionalmeanings.Emotionalregulationistheability 



to stay open to people feelings and to regulate and monitor people emotions to promote 

understandingandtheirpersonalgrowth.Itisalsotheabilitytoconnectordisconnectfrom an 

emotion depends on its usefulness in a given situation. Emotional intelligence can be 

considered as conceptualized by Saddam and Muhammad (2010) ability to monitor and 

regulate people feelings and emotions to discriminate among them and to use information 

to guide their thinking and action. Mayer and Salovey (2018) stated that emotional 

intelligence is the ability to perceive accurately, appraise and express emotion, the ability 

to access and generate emotional knowledge. 

Emotional intelligence is the array of personal management and social skills that 

allows one to succeed in the organization and life in general Emily, 2018). Emotional 

intelligence often called EQ (Emotional Intelligence quotient) encompasses intuition, 

character, integrity, and motivation. It also includes good communication and relationship 

skills. The concept of emotional intelligence had an unusual important impact on 

managerial organizations have incorporated emotional intelligence into their employee’s 

developmentprogramme(FastCompany,2019),andsomebusinessschoolshaveaddedthe 

training of emotional competencies to their curriculums (Boyatzis, Stubbs and Taylor, 

2017). The appeal of emotional intelligence mayreflect the idea that success is not simply 

determined by well- known abilities such as verbal and quantitative abilities but also by 

abilities pertaining emotions. According to Giardini and Frese (2008), Emotional 

intelligencereferstoabilitiesconcerningrecognitionandregulationofemotionsinselfand 

others, and to use this information to guide one’s thinking and actions. 

 

DimensionsofEmotionalIntelligence 



Emotional intelligence, because of its “people-focus”, is based on sound 

competencyintwomajordimensions.AccordingtoEmily(2006),thehigh-EQpersonmust have 

knowledge and a positive attitude and behave skillfully in the self and social dimensions. 

DevelopmentofEmotionalIntelligence 

 

It has been always a debate issue that whether emotional intelligence capacity is 

inherent or acquired. Does a person be born with emotional intelligent (EI)? Or in the life 

time he will acquire it accordingly? Now when we understand and realize the importance 

of EI on performance and job success, the question for increasing and developing EI will 

be raised. After reviewing the past researchers and studies done by Goleman (2008) and 

Martinez and Cooper (2008), this paper found that emotional intelligence could be 

developed and enhanced. There are more studies and articles regarding developing EI 

compared to EI concept (Farham, 2006; Harrison, 2007). They found out the role and 

significant impact of childhood learning and experiences on emotional intelligence. Even 

though the main structure of person’s EI was formed during childhood, it could still be 

changed and developed (Fineman, 2007). In order to develop some aspects of emotional 

intelligenceinoneperson,atfirstweneedtomeasuretheperson’sEI,afterthatweareable to 

strengthen his weaknesses. 

AccordingtoBahdoretal(2011),developmentforemotionalintelligencewouldbe 

acquired via these five key skills: 

1. Theabilitytoquicklyreduce stress. 

 

2. Theabilitytorecognize andmanageyouremotions. 

 

3. Theability toconnect with others,using non-verbal communication. 



4. Theability tousehumorand playto dealwith challenges and 

 

5. Theabilityto resolveconflictspositively andwith confidence. 

 

Bydevelopingandpracticingthesefivekeyelements,youcouldbeexpectingyour 

emotional intelligence to be higher. Just because of knowing these steps you cannot 

guaranteethatyouwillapplythesestepsindailylife,sobypracticingthesestepscouldhelp you to 

overcome your stress and weakness. 

 

This research adopts the components of emotional intelligence of Goleman, (1995, 

1998).GolemanexpandedontheideaofEIandtailoreditmoretowardworkplacesuccess. His 

model includes five dimensions: 

 

a) Self-Awareness – This refers to the ability to recognize and understand one’s own 

emotions, drives, and their effects on others. Self-awareness is considered the 

foundational skill in emotional intelligence. According to Ashkanasy and Daus 

(2005), employees with high self-awareness are better able to assess their strengths 

and weaknesses, leading to more accurate self-evaluation and improved decision- 

making. In banking environments, where accuracy and customer interaction are 

crucial, self-aware employees are more likely to manage emotional triggers and 

maintain professionalism under pressure. 

b) Self-Regulation – This involves managing one’s internal states, impulses, and 

resources. It includes self-control, trustworthiness, adaptability, and 

conscientiousness. Lopes et al. (2006) found that individuals who can manage their 

emotional responses to stress perform better in team settings and are perceived as 

moredependable.Inthebankingsector,self-regulationisvitalforhandlingstressful 



situations, maintaining ethical standards, and adapting to customer demands and 

organizational changes. 

c) Motivation – Motivation in EI refers to being driven to achieve for the sake of 

achievement.Itincludesapassionforwork,adesiretoachievegoals,andpersistence 

inthefaceofsetbacks.Employeeswithhighintrinsicmotivationaremoreproductive 

andcommitted.Carmeli(2003)linksemotionalintelligencewithhigherlevelsofjob 

engagementandorganizationalcommitment.Inbanking,motivatedemployeesshow 

increased sales performance, customer satisfaction, and resilience in achieving 

financial targets. 

d) Empathy – Empathy is the ability to understand the emotional makeup of other 

people.Itinvolvestreatingpeopleaccordingtotheiremotionalreactions.Itiscentral to 

customer service and team collaboration. According to Kellett, Humphrey, and 

Sleeth (2002), empathetic leaders and team members create more cohesive work 

environments and are better at conflict resolution. In banking, empathy improves 

client relationships and supports cross-functional teamwork. 

e) Social Skills – Social skills refer to proficiency in managing relationships and 

buildingnetworks.Itincludespersuasion,teamleadership,andconflictmanagement. 

Employees with strong social skills areeffectivecommunicators, collaborators, and 

influencers. According to Boyatzis et al. (2000), social skills are essential for 

leadershipandteamsynergy.Inthebankingsector,theseskillsfacilitaterelationship 

management with both clients and colleagues, which is critical for organizational 

success. 



Each dimension contributes uniquely to individual and organizational outcomes—ranging 

from self-awareness, which fosters personal accountability, to social skills, which enhance 

collaboration and leadership. 

 

Integrating Goleman’s model into employee assessment and development can provide a 

strategic advantage for banks aiming to improve service quality, employee satisfaction, and 

organizational productivity. 

 

Employees’Performance 

 

Performanceistheimpactofactivitiesofanindividualoveragivenperiodoftime. 

Managing employees’ performance is necessary in order to achieve goals. According to 

Shahzadetal(2011),assessinganemployee’scompetencyandmeasuringhisproductivity 

isessentialintheoverallplanoftheorganization.Pacingitselfproductionisimportantand cannot 

be done if the employee’s potential and his ability to perform are not measured. 

Employees’ performance is directly related to organizational productivity and its 

success. Better performance of each employee creates immense outcomes which mainly 

include congruence among employees’ quality production and commitment at work place 

(Saddam and Muhammad, 2010). 

Employee’s performance is mainly managed by using formal processes that is 

supervisor rating, management by objective, 3600 appraisals, and peers evaluation etc, to 

ensure that employees have been contributing towards their own and company’s 

development. In view of efficient performance relationship between feedback from 

supervisor, task identity and significance is very crucial (Morrison, 2003). Ashford and 

Black(2006)foundthatsupervisoryassociationdevelopmentpositivelyinfluencedjob 



performance.Forattainingofanoutstandingperformance,emotionalcompetencewhichis a 

“learned capability based on emotional intelligence” is equally important (Goleman 2008). 

This shows that apart from having technical skills and abilities employees need to have 

strong interpersonal competences to become a star performer. 

TheNigerian BankingIndustry 

 

Nigerian banking industry has made exceptional progress in last few years, even 

during the times when the rest of the world was struggling with financial meltdownThe 

size of banking among services shows a very impressive and sound growth in the banking 

sector.Howeverontheflipside,accordingtoOlofinandUdoma(2010)banksareslashing jobs 

since 2008 global credit crisis due to slowing down of operations. The loss of a lucrative 

job creates tremendous stress among employees resulting in psychological problems like 

frustration, strain, anxiety, etc, that creates a fear and may affect the performance of the 

bank employees which may ultimately affect growth of the banking sector. 

JobPerformanceand RoleofEmotional Intelligence 

 

Organizations are settings that require interpersonal interaction. Most of these 

interactions are related to the performance of job duties. According to Savaie and Brunet 

(2000), team performance assessment should include at least four different measures: 

.Group experience quality, that is, the degree upon which group experience 

contributes to wellbeing and personal growth of team members; 

a. Team output, which relies on objective, measurable and quantifiable 

performance criteria, for example, number of mistakes, waste ratio, or in the 

presentcontext,percentageoftechnicalactsmeetinghygieneandsafetystandard; 



b. Team viability, that is, the capability of the team to continue to function as 

a unit; and 

c. Team legitimacy which relates to the appraisal of team’s effectiveness by 

external actors who have close ties with it (managers, clients, suppliers, etc). 

Emotions can influence thought processes by promoting different information 

processing strategies (Forgas, 2005). For example, positive emotions tend to promote 

heuristic processing (Schwarz, 2010) and may be useful for creative tasks and short 

term memory tasks (Gray, 2004). Negative emotions promote deeper processing and 

better spatial task performance. 

Emotion and cognition can be integrated to influence performance on a variety of 

tasks. Austin (2004) examined the linkage between trait emotional intelligence and tasks 

involvingtherecognitionfacialexpressionsofemotion.Twofacialexpressionrecognition tasks 

using the inspection time (IT) paradigm assessed speed of emotional information 

processing. Quoidbach & Hansenne (2009), investigated the linkage between EI, 

performance and cohesiveness in twenty three nursing teams. Results showed that, 

emotional intelligence provided an interesting new way of enhancing nursing teams’ 

cohesionandclientoutcomes.Amongpsychologists,EmotionalIntelligenceisproposedas an 

important predictor of key organizational outcomes including job satisfaction (Daus & 

Ashkanasy,2005).KafetsiosandZampetakis(2008),testedtheextenttowhichpositiveand 

negativeaffectatworkmediatepersonalityeffectsonjobsatisfaction.Resultsindicatedthat 

positive and negative affect at work substantially mediate the linkage between emotional 

intelligence and job satisfaction with positive affect exerting a stronger influence. 

Importanceof EmotionalIntelligenceinWorkplace 



Societyistheplacethatouremotionsandqualitiescouldberevealedanddeveloped easily. 

By being in society and taking part in social activities like performing job and role in firm 

and with doing transaction with people, people could learn the strengths and weaknesses 

of their emotions and would be able to develop them. According to Mole (2016), people 

would be more effective in their performance through trials and errors in developing their 

emotions to be more interactive and more social with others. 

Nowadays people especially in the work place are more evaluated by new criteria, 

notonlywiththeiryearsofexperience,orhowmuchtrainingtheyhavehad,ortheircollege shiny 

marks, but they would also be assessed by the quality of handling relations between 

themselves and others (Hamel and Prahalad, 2011). 

Empirical Studies 

 

Atuma and Agwu (2014) undertook a study on organization emotional intelligence 

and return on investment in the Nigerian Banking industry. The purpose of the study was 

toexaminethelinkagebetweenorganizationEIandreturnoninvestmentinNigerianBanks. The 

study was guided by four research questions and four null hypotheses. 

Theresultsshowedthatthreecompetenciesofemotionalintelligenceoutofthefour; 

namelySelf-awareness,self-managementandmanagingemotionweresignificantlyrelated to 

return in investment. The interview results also supported the findings. Based on the 

results, it was concluded that organization emotional intelligence influences return on 

investment. 

Thestudy recommended that organizations should train theiremployees to acquire 

the competencies of workplaceemotional intelligenceforgreaterperformance. Uzonwanne, 

(2018)InvestigatedtheEmotionalintelligenceamongbankersinsouthwestNigeria.The 



studywascarriedouttoexaminehowemotionalintelligencecomponentrelatestobankers 

performance. 

The study was guided by four research questions and four hull hypotheses. The study 

employedthecolorationdesigntostudybankersfromKwarastatesNigeria.Thebankswere 

randomlyselectedandthereforethebankerswereconvenientlyselectedandvolunteeredto 

participate in the study. 

The following banks were selected: GT Bank,. The sample consisted of the employees 

selected from all banks mentioned. The sample was composed of both permanent and 

contract employees. The instrument used was the trait emotional intelligence scales. 

The research obtained permission from the management of the vary banks to 

administer the psychological batteries on the randomly selected bankers for the various 

banksandtheinstrumentwascollectedaftertheirresponse.Thedataobtainedwasanalyzed using 

the regression method of data analysis and tested at 0.05 level of significance. The 

findingsofthestudyshouldthatallthecomponentofemotionalintelligencewasrelatedto 

employee performance. 

Muhammed and Mahmoud (2018)investigated that the linkagebetween emotional 

intelligence which consisted of four components: self-emotion awareness, self- 

management, regulation of emotion, use of emotion and job performance on 100 

respondents in frication network (M). The main purpose of the study was to identify the 

strength of relationship between emotional intelligence component and Job performance. 

The study used two phases of process in gathering data pilot study and the actual 

study. Sample size was determined by Isaac and Michael’s (2017) sample size chart. A 

normalitytestwasconductedviausingskewnessandkurtosistest.Reliabilitythe 



instrument was determined using the cronbach alpha method and the correlation between 

variables was determined using person product moment correlation (r) result showed that 

there was a strong significant relationship between emotional intelligence component 

intelligence and job performance. Mai & Nguyen (2015) investigated the factors of leader 

emotional intelligence affecting employee organizational commitment through the 

moderation of employee openness to experience. 

In addition, the empirical results indicated that thereweresignificantly moderating 

effectsofemployeeopennesstoexperiencetraittowardsthelinkagebetweenleaders’self- 

motivation, self-esteem, self-management, change resilience, inter personal relation and 

integration of head and heart and the employee organizational commitment. 

It was suggested that asking mangers should compare themselves to be more 

sensitive to their employees’ feelings and emotions and the employees openness to 

experiencetraitmayalsohelpmanagerssucceedinimplementingorganizationchangesand 

increasing employee organizational commitment. 

TheoreticalFramework 

 

Severaltheoriesunderpinemotionalintelligence(EI)andhelpexplainhowandwhyEI affects 

individual behavior, relationships, and performance—especially in work contexts like 

banking.Belowarethe most relevanttheoriesapplicabletoemotionalintelligence,alongwith brief 

explanations and citations: 

 

Salovey&Mayer(1990, 1997)’sAbility-BasedTheoryofEmotionalIntelligence 



This is the foundational theory of EI, viewing it as a set of mental abilities rather than traits or 

personality characteristics. It defines EI as the ability to: Perceive emotions, use emotions to 

facilitate, thinking, understand emotions and manage emotions 

 

This theory supports the view of EI as a measurable intelligence, similar to cognitive 

intelligence (IQ). It is especially useful in structured assessments like the MSCEIT (Mayer- 

Salovey-Caruso Emotional Intelligence Test). 

 

DanielGoleman(1995,1998)’s MixedModelof Emotional Intelligence 

 

 

Goleman'smodelblendscognitiveabilitieswith personalitytraitsandsocialcompetencies.He 

identified five components: 

 

 Self-awareness 

 

 Self-regulation 

 

 Motivation 

 

 Empathy 

 

 Socialskills 

 

 

Popular in organizational psychology and human resource management. It emphasizes 

performance at work and leadership effectiveness, making it relevant to studies involving bank 

employees or other corporate sectors. 

 

Petrides&Furnham(2001)’sTraitEmotionalIntelligenceTheory 

 

 

ThistheorydefinesEIasaconstellationofself-perceptionsrelatedtoemotionalabilities.Ittreats EI as 

part of personality, not cognitive ability, and includes traits like: 



 Assertiveness 

 

 Emotionalself-perception 

 

 Empathy 

 

 Adaptability 

 

 

It is measured by self-report instruments like the TEIQue (Trait Emotional Intelligence 

Questionnaire).Itisusefulinpredictingjobsatisfaction,stresslevels,andworkplaceadjustment. 

Inbanks,thiscanexplainwhysomeemployeesremaincalmandcooperativeevenunderpressure. 

 

Boyatzis,Goleman&Rhee(2000)’sEmotionalCompetence Framework. 

 

 

This theory extends Goleman’s work by categorizing emotional intelligence into clusters of 

competencies: 

 

 PersonalCompetence(self-awareness,self-regulation,motivation) 

 

 SocialCompetence(empathy,socialskills) 

 

 

Thismodeliswidelyusedintrainingandleadershipdevelopmentprograms,makingitpractical for 

HR departments in the banking sector to assess soft skills and design employee development 

interventions. 

 

EdwardThorndike(1920)’sSocialIntelligenceTheory 

 

 

Thorndike originally defined social intelligence as "the ability to understand and manage 

people."Golemanlaterexpandedonthistoincludesocialawareness,empathy,andrelationship 

management 



This theory helps explain the interpersonal aspect of EI—why emotionally intelligent 

individuals succeed in leadership, teamwork, and client relations, particularly important in 

customer-facing roles like banking. 

 

The basis of this study is hinged on emotional intelligence as a necessity for 

repositioningthebankforsoundeconomicsupport.Reformisamechanismusedtodriveadesired 

change; a shift from one normative course of action to another in a social or economic system so 

astocontroltheoperationsandoperatorsofthesystemandenhancesystemperformance.Banking 

reforms,accordingtoOkafor(2019),“refertochangesorshiftinbankingprocessesandpractices 

imposedonbanksbybankingsystemregulators”.Bankingreformcanbecategorizedintosystemic 

andbig-bangbankingreforms.Thesystemicbankingreformsrefertoareformdesignedtoresolve a 

combination of banking sector or economy wide problem(s). This normally takes the forms of 

liberalization, recapitalization, and deregulation of interest and credit operations (Okafor, 2019). 

Thebig-bang reform is targeted to achieve aparticular course (for example: increase capital base 

of banks). 

The bank recapitalization exercise (which this study investigated its impact) is a 

good exampleofthebig-bang reform. The research is informedby the phenomenal rate of 

increase in the capital base of the banks: as high as 1150% increase in the minimum 

capitalizationtobeachievedwithin18months(Okafor,2019).Agoodnumberoftheories exist 

formodelingbankingsectorreforms.Theissueiswhetherbanksshouldbesubjected to direct 

bank regulation or not (i.e. market based regulation). One of the theories is based on the 

doctrine of necessity. It posits that banks are the hub of every economy and as such plays 

a vital role to the survival of the entire economic system. The larger economy 

thereforedependson thebankingsystem.Forthisreason,itbecomesnecessarytoregulate 



the activities of the banks to fit into the economic policies of the government. As a result, 

banking regulations and control as well as banking reforms appear to be unavoidable 

instruments not only of banking sector management but of national macroeconomic 

management (Fries and Taci, 2002, cited in Okafor, 2019) 

SummaryofLiteratureReview 

 

The literature reviewed suggests that many of the characteristics that describe 

emotionalintelligencearealsothoughtasthenecessarycharacteristicsthatmanagersinthe 

banking industry in Nigeria should possess which may have beneficial effects for 

subordinates. As leaders’ strive to become more in touch with subordinate in the banking 

industry, the need for being aware of emotion, managing emotion, and understanding 

emotion could be a critical focus. The reviewed literature showed that there is a gap with 

respecttotheimpactofemotionalintelligenceonemployeeperformancethisresearchstudy 

examined the effects of four concepts of emotional inteliency, self- management, social- 

awarenessandrelationshipmanagementasindependentvariableonemployeeperformance 

asdependentvariable.Nevertheless, researchontheeffectsofleaders’ emotionalskillson 

employees’emotionsandworkattitudesislimited(Bono,Foldes,VinsonandMuros2016). 

Thefew existing studiesexamining such questions typically conclude thatleaders’overall 

EI is positively related to both leaders’ and subordinates’ well-being and performance at 

work (Sy, Tram, & O’Hara, 2006; Wong & Law, 2002). 



CHAPTERTHREE 

 

ResearchMethodology 

 

Introduction 

 

This study has its main objective to establish the relationship between emotional 

intelligenceandemployees’jobperformanceintheNigerianbankingindustry.Thischapter 

provides the methods adopted in carrying out the study. Therefore, the procedures applied 

in the study include the following:- 

.Researchdesign 

 

 

ii. Thepopulation of thestudy 

 

 

iii. Samplingtechnique 

 

iv. Researchinstrument 

 

 

v. Reliabilityofresearch instrument 

 

 

vi. Datacollection methods 

 

ResearchDesign 

 

The survey research design method was employed for this study. This method was 

consideredtoberelevanttothestudybecausethemethoddoesnotonlyconsiderthesample 

sizeofthepopulationbutalsohowtoensurethattheresultantsamplesufficientlyrepresents the 

population. 

Because of its descriptive nature, it would be useful for generating new facts and 

naturalexperimentationwithoutintentionalmanipulationofthevariableoftheresearch. 



The descriptive survey design will help in adopting a variety of data and information 

gatheringinstrumentsneededasabasisforgeneralizingtheresearchfindings.Thismethod is 

needed in generating information, directly from the sample objects. 

Finally,the research isinterestedin observing whatishappening tosample objects 

withoutanyattempttomanipulateorcontrolthemandthismakestheselectedsurveydesign the 

most appropriate for this study. 

populationofthestudy 

 

The study population is made up of top and middle level employees of selected banks in 

Ilorinwho are all together 20 in numbrs 

SamplingTechnique 

 

Taking into consideration that the target population for the research is 20 twenty 

which is considered too small, the use of any form sampling may not be necessary. This 

study therefore, decided to employ census. By so doing, the entire 20 member of staff of 

Guarantee Trust bank Tanke Ilorin have been considered for the research. 



ResearchInstrument 

 

Questionnaire was the instrument employed in this study for data collection. 

Olannye (2006) stated that questionnaire is an instrument for gathering data from 

respondents to aid in finding solution to research problems. 

The questionnaire was divided into two sections A and B. section A contains 

questions relating to the respondents, profile while section B contains analysis of other 

research data. The questionnaire consists of a five (5) point linkert-type question ranging 

froma1-StronglyDisagreeto5-StronglyAgree.Itwassuitableforthisstudybecauseitis 

particularly suitable for obtaining the response evaluation of an object (Yomere and 

Agbonifoh,1999and Olannye,2006).A totalof210setsofquestionnaireswas distributed 

DataCollection Methods 

 

Theinstrumentusedforcollectionofdatainformationwasthequestionnairewhich was 

distributed to respondents and served as a source of primary data. Business journals, 

newspaper, dailies, and magazines consulted from the library constituted the secondary 

source of data collection. 

MethodofDataAnalysis 

 

Thedatacollectedwasanalyzedusingcorrelationandregressiondataanalysis.Data 

analysisistheengineroomofeveryresearch(Nwadinigwe,2002:78).Analysisofdatahas to do 

with rational processing of data with the use of statistical tools, to produce information. 

The aim of the statistical analysis of data with regards to this research study was to assist 

(enable) the researcher make sense of the data and helps the researcher make conclusions 

that are valid and lead to good decision (Olannye, 2006:164). 



A statistical technique of data analysis was used in this study. The list includes: 

descriptivestatistics,relativefrequency, correlationandregressionanalysiswasemployed to 

establish the nature of relationship between emotional intelligent and employee 

performance in Nigeria banking industry. All analysis was run using version 20 of the 

Statistical the questionnaire. Regression and correlation analysis test were appropriate as 

the study seeks to unveil the impact of emotional intelligent on employee performance in 

NigeriabankingIlorinTankebranch,DeltaState.AccordingtoOlannye(2006),correlation is 

used to show the relationship between variables, while regression on the other hand, is 

used for prediction of outcome, it does not only show positive, negative or no relationship 

but also tells the strength of that relationship. 



CHAPTERFOUR 

 

Data Presentation and Analysis 

 

Introduction 

 

This chapter focuses on the presentation and analysis of data and information 

collected through questionnaires administered to management/staff of selected banks 

operators in Guarantee Trust Bank Tanke Branch. 

The data presented and analyzed in this study is categorized into three parts: the first is 

thedescriptiveanalysisofrespondent’sprofilewithpercentageweightingattached.Thesecond is the 

correlation and regression of the research questions with their respective variables. The third is 

the testing of hypotheses formulated for the study. 

AnalysisofRespondentsProfile Table 

Analysis of Respondents Profile 

 

Se 

x 

Frequenc 

y 

Percentage 

(%) 

Male 75 40.32 

Female 111 59.68 

Total 186 100 

Source:AnalysisofFieldSurvey,2025 

 

From table 4.2 above, 75 (40.32%) were males and 111 (59.68) were females. This 

indicatesthatthefemalerespondentsweremoreinnumberthanthemalerespondents. 



Table4.3: AgeDistribution ofRespondents 

 

Age 

Ranges 

Frequenc 

y 

Percentage 

(%) 

21 –30 years 60 32.26 

31 –40 years 86 46.24 

41and above 40 21.50 

Total 186 100 

Source:Analysisoffieldsurvey,2025. 

 

Thetableaboveshowstheagedistributionofrespondentswhichwasspreadacrossvarious age 

ranges/brackets. It shows that the highest concentration of respondents fell within the age 

range of 31-40 years (46.24%) of the respondents. It also shows that 21-30 years account 

for 60 (32.26%) while 41 and above years account for 40 (21.50%). 

Table 4.4:Marital status of Respondents. 

 

Marital 

status 

Frequenc 

y 

Percentage 

(%) 

Married 144 77.42 

Single 42 22.58 

Total 186 100 

Source:AnalysisofFieldSurvey,2025 

 

Table4.4revealsthemaritalstatusoftherespondents.Itwasobservedthat144(77.42%) of the 

respondents were married while 42 (22.58%) were single. 

Table4.5:EducationalQualification of Respondents 

 

Educational 

Level 

Frequenc 

y 

Percentage 

(%) 

OND/NCE 55 29.57 

HND/B.Sc. 88 47.31 



MBA/MSC 33 17.74 

Others 10 5.88 

Total 186 100 

Source:AnalysisofFieldSurvey,2025 

 

Table4.5showstheeducationalleveloftherespondents,itshowsthatthegreaterputofthe respondents 88 

(47.31%) had HND/B.Sc., OND/NCE holders account for 55 (29.57%) and 

33(17.74%)oftherespondentshadMBA/M.Sc.qualificationwhile10(5.38%)ofthe respondents indicates 

other educational qualification 

4.6 

 

HYPOTHESISTESTING 

 

TestforHypothesis1 

 

H01Self-controlhasnosignificanteffectonEmployeesperformance. 

 

Model Summary 
 

Mod 

el 

R R 

Square 

Adjusted R 

Square 

Std.Errorof 

the Estimate 

1 .588a .922 .342 1.04629 

a. Predictors:(Constant),Self-control 

The model summary as indicated in table 4.3.1.1above shows that R Square is 0.92; this implies 

that 92% of variation in the dependent variable (Self-control) was explained by the independent 

variable (Employees performance) while the remaining 8% is due to other variables that are not 

included in the model. This mean that the regression (model formulated) is useful for making 

predictions since the value of R2 is close to 1 



ANOVAa 

 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

 Regression 99.667 1 99.667 91.043 .000b 

1 Residual 188.293 283 1.095 

 Total 287.960 284  

a. DependentVariable:Employee’s performance 

b. Predictors:(Constant),Self-control 

 

Thetableabovesummarized theresults ofan analysis ofvariation in thedependent variablewith 

large value of regression sum of squares (99.667) in comparison to the residual sum of squares 

with value of 188.293 (this value indicated that the model does not fail to explain a lot of the 

variationinthedependentvariables.However,theestimatedF-value(91.043)asgiveninthetable above 

with significance value of 0.000, which is less than p-value of 0.05 (p<0.05) which means that 

the explanatory variable elements as a whole can jointly influence the increment in the dependent 

variable (Employees performance). 

 

 

Coefficientsa 

 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

 (Constant) .618 .282  

 

.588 

2.192 .030 

1 Self- 

control 

 

.613 
 

.064 
 

9.542 
 

.000 

a. DependentVariable:Employeesperformance 

 

Interpretation 

 

Thedependentvariableasshownemployees’efficiency.Thiswasusedasayardsticktoexamine the 

impact between the two variables (i.e. Transitional change management and Employees 

performance).ThepredictorsofPerformanceevaluation,itisobviousthatthereisadirect 



relationship Transitional change management and Employees performance. This means that an 

utmost adoption of the satisfying employee by the sampled organization can help to increase 

Employees performance for the organization. 

According to the result in the table above Performance evaluation t-test coefficient is 9.542 and 

the P-value is 0.000 which is less than 0.05 (i.e. P<0.05). This means that these variables are 

statistically significant at 5% significant level. 

DecisionRule 

 

As a result of the outcome, the Null Hypothesis (HO1) is rejected on the basis that the p-value is 

less 0.05. Hence the alternative hypothesis is accepted, that employees Transitional change 

management has significant effect on Employees performance in Kwara state internal revenue 

services.Hence,itexplainshowsignificanthypothesisoneistoberecommendedtoOrganization 

Performance. 

TestforHypothesis 2 

 

H02.Thereisnorelationshipbetweenself-awarenessandemployee’sperformanceintheNigerian 

Banking Industry. 

Model Summary 
 

Mod 

el 

R R 

Square 

Adjusted R 

Square 

Std.Errorof 

the Estimate 

1 .788a .620 .618 1.04369 

a.Predictors:(Constant), self-awareness management 

The model summary as indicated in table 4.4.2.1 above shows that R Square is 0.62; this implies 

that 62% of variation in the dependent variable (Employees performance) were explained by the 

independent variable (self-awareness) while the remaining 8% is due to other variables that are 

not included in themodel. This mean that theregression (model formulated)is usefulformaking 

predictions since the value of R2 is close to 1 



ANOVAa 

 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

 Regression 305.953 1 305.953 280.875 .000b 

1 Residual 187.357 253 1.089 

 Total 493.310 254  

a. DependentVariable:Employeesperformance 

b. Predictors:(Constant),self-awareness 

 

Thetableabovesummarized theresults ofan analysis ofvariation in thedependent variablewith 

large value of regression sum of squares (305.953) in comparison to the residual sum of squares 

with value of 187.357 (this value indicated that the model does not fail to explain a lot of the 

variation in the dependent variables. However, the estimated F-value (280.875) as given in the 

table above with significance value of 0.000, which is less than p-value of 0.05 (p<0.05) which 

meansthattheexplanatoryvariableelementsasawholecanjointlyinfluencetheincrementinthe 

dependent variable (Employees performance). 

Coefficientsa 

 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. Error Beta 

 (Constant) .737 .256  

 

.788 

-2.877 .005 

1 self- 

awareness 

 

1.138 
 

.068 
 

16.759 
 

.000 

a.DependentVariable:Employeesperformance 

 

Interpretation 

 

ThedependentvariableasshownaboveisEmployeesperformance.Thiswasusedasayardstick to 

examine the impact between the two variables (i.e. self-awareness and Employees performance). 

The predictors is Job satisfaction it is obvious that there is a direct relationship betweenself-

awarenessandEmployeesperformance.Thismeansthatanutmostadoptionofthe 



satisfyingemployeebythesampledorganizationcanhelptoincreaseEmployeesperformancefor the 

organization. 

According to the result in the table above performance evaluation t-test coefficient is 9.542 and 

the P-value is 0.000 which is less than 0.05 (i.e. P<0.05). This means that these variables are 

statistically significant at 5% significant level. 

DecisionRule 

 

As a result of the outcome, the Null Hypothesis (HO1) is rejected on the basis that the p-value is 

less0.05.Hencethealternativehypothesisisaccepted,thatTransformationalchangemanagement has 

significant effect on Employees performance of staff in Kwara state internal revenue service 

Company. Hence, it explains how significant hypothesis two is to be recommended to 

Organization Performance. 

Hypotheses3 

 

HO3There is no relationship between social competencies and employee’s performance in the 

Nigerian Banking Industry. 

Model Summary 
 

Model R R Square AdjustedR Square Std. Error of the 

Estimate 

1 .645a .523 .520 1.00185 

a. Predictors:(Constant),socialcompetencies 

 

 

The model summary as indicated in table 4.3.1.1above shows that R Square is 0.523 this implies 

that 52% of variation in the dependent variable (Employees performance) were explained by the 

Independent variable (Incremental change management) while the remaining 8% is due to other 

variables that are not included in the model. This mean that the regression (model formulated) is 

useful for making predictions since the value of R2 is close to 1 



ANOVAa 
 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

 Regression 122.839 1 122.839 122.385 .000b 

1 Residual 172.638 283 1.004 

 Total 295.477 284  

a. DependentVariable:social competencies 

b. Predictors:(Constant),Employees performance 

 

Thetableabovesummarized theresults ofan analysis ofvariation in thedependent variablewith 

large value of regression sum of squares (122.839) in comparison to the residual sum of squares 

with value of 172.638 (this value indicated that the model does not fail to explain a lot of the 

variation in the dependent variables. However, the estimated F-value (122.385) as given in the 

table above with significance value of 0.000, which is less than p-value of 0.05 (p<0.05) which 

meansthattheexplanatoryvariableelementsasawholecanjointlyinfluencetheincrementinthe 

dependent variable (Employees performance). 

 

Coefficientsa 

 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

 (Constant 

) 
1.686 .155 

 

 

 

 

.645 

10.887 .000 

1 social 

competen 

cies 

 

.465 
 

.042 
 

11.063 
 

.000 

a. DependentVariable:Employeesperformance 

 

Interpretation 



The dependent variable as shown is Employees performance. This was used as a yardstick to 

examine the impact between the two variables (i.e. social competencies and Employees 

performance).Thepredictorissocialcompetencies,asdepicted,itisobviousthatthereisadirect 

relationshipbetweensocialcompetenciesmanagementandEmployeesperformance.Thismeans that 

an utmost adoption of the satisfying employee by the sampled organization can help to increase 

Employees performance for the organization. 

AccordingtotheresultinthetableaboveIncrementalchangemanagementt-testcoefficientis 

11.063andtheP-valueis0.000whichislessthan0.05(i.e.P<0.05).Thismeansthatthese variables are 

statistically significant at 5% significant level. 

DecisionRule 

 

As a result of the outcome, the Null Hypothesis (HO1) is rejected on the basis that the p-value is 

less 0.05. Hence the alternative hypothesis is accepted, that social competencies has significant 

effect on Employees performance of employees in Kwara state internal revenue services. Hence, 

it explains how significant hypothesis four is to be recommended to Organization Performance. 

DISCUSSIONOF RESULTS 

This study examines ‘effect of Emotional intelligence on employee’s performance’ The X 

construct is Emotional intelligence in which three variables were to demystify the concept of 

Emotional intelligence which are self-control, self-awareness and social competencies. while Y 

construct also which is employees Performance. The study tries to examine whether change 

management affects the staff of Guarantee Trust Bank Plc. The findings however shows a linear 

relationship between variables used to measure the two constructs after the postulation of four 

hypotheses which invariably declares that change management plays an important role in 

contributingtoperformanceof GuaranteeTrustBankPlcalsofrominformationgatheredthrough 

questionnaires distributed within the staffs of this organization. It was detected that change 

managementplaysapivotalroleintheperformanceofstaffinGuaranteeTrustBankPlcNdahiro, Shukla 

and Oduor (2015) conducted research titled Effect of change management on the 

performanceofgovernmentinstitutionsinRwandaandthefindingsofthestudywasthatchange 

management has an effect on the performance of the organization, and this made significant 

base changes made in RRA in the past four years have been well planned and implemented. In 



thestudyconductedbyPieterse,Caniëls,andHoman(2017)showsthatfutureresearchregarding change 

management should incorporate linguistics and discourse analysis. 

Thetableaboveshowstheagedistributionofrespondentswhichwasspreadacrossvarious age 

ranges/brackets. It shows that the highest concentration of respondents fell within the age 

range of 31-40 years (46.24%) of the respondents. It also shows that 21-30 years account 

for 60 (32.26%) while 41 and above years account for 40 (21.50%). 



CHAPTERFIVE 

 

Summary,ConclusionandRecommendations 

 

Introduction 

 

This Chapter gives a concise and vivid summary of the study and conclusion were 

drawnonthebasisofthefindings.Onthebasisoftheconclusiondrawninthestudy,some 

recommendations were made. 

SummaryoftheFindings 

 

Based on the analysis, the following findings emerged that: emotional inteligency 

was significantly related to employee’s performance on the Nigerian Banking Industry. 

Strongmotivationexhibitedinapassionforworkcanalsobeinfectious,helpingtopersuade 

others in pursuit of a common goal or organizational mission. Therefore, intelligence of 

employees has to do with trustworthiness conscientiousness, adaptability, achievement 

drive, and initiative. Self- awareness was significantly related to employee’s performance 

in the Nigerian Banking Industry. 

Self-awareness is the most crucial competency associated with work place 

emotionalintelligence.It consistsofemotionalabilitiesthatenableustobemoreeffective and 

form outstanding relationships in the work place. Self-awareness is the ability for one to 

recognize his or her emotions and their effects. People who are aware of their emotions 

are more effective in their jobs. 

They recognize and understand their moods, emotions and needs and can perceive 

and anticipate how their actions affect others. There is a significant relationship between 

social competences and employee performance in the Nigerian Banking Industry. It is an 

arrayofemotionalandsocialknowledgeandabilitiesthatinfluenceouroverallabilityto 



effectively copewith environmental. Thereis asignificant relationship between managing 

emotion and employee’s performance in the Nigerian Banking Industry. Most effective 

peoplesenseothers’reactionsandfine-tunetheirownresponsestomoveinteractioninthe best 

direction. Creating an atmosphere of openness with clear lines of communication is a 

keyfactorinorganizationalsuccessmanagingemotiondealwithdifficultissues,listenwell and 

welcome sharing information, and foster open communication and stay receptive to good 

news as well as bad news. This competence builds on both managing one’s own emotions 

and empathy 

Conclusions 

 

Basedonthefindingsof thisstudy,thefollowingconclusionwas raised; 

 

There is a relationship between self-control and employees performance in the Nigerian 

BankingIndustry.Itimpliedthatitisfundamentallyimportantinprincipleandpracticefor leaders 

to have self-control towards employees which would therefore increase their work 

attitude. Leaders with self-control are skilled at persuasion and rapport building which is 

related to ideal influence. It also implied that self-control will improve managing emotion 

which would help leaders inspire subordinates emotionally. 

Thereisapositiverelationshipbetweenself-awarenessandemployeesperformance in 

the Nigerian Banking Industry. Self-awareness skills of leaders significantly affect 

employee performance and had some management implications. It implied that positive 

effects of self- awareness skills on leader, bring about sound and outstanding employee 

because management is expressed in terms of emotions and satisfaction, towards the 

organization.Italsoimpliedthatincreasedself-awarenesswouldboostmoraleand attitude 



that would provide a happy, productive and performing employee as a result of job 

satisfaction towards achieving organizational goals and objectives. 

There is a positive relationship between social competencies and employees 

performance in the Nigerian Banking Industry. It implied that the social competencies of 

emotional intelligence skill of a leader can lead to more committed, better satisfied, better 

performing employees and potentially better financial performance for an organization. It 

also implied that subordinates’ work group would be less formal and less ambiguous, 

That managing emotion of the leaders significantly affect subordinates’ work attitude 

which influence their performance in the banking industry in Nigeria. Leaders with this 

competence are skilled at persuasion and rapport building which is related to ideal influence. 

Meaning that managing emotion would help leaders inspire subordinate to perform better. This 

would bring about a high desire to achieve optimum organizational objectives 

Recommendations 

 

Basedonthefindings/conclusions,thefollowingrecommendationswere made: 

 

It is recommended that strategic managers in the banking industries studied should be 

backed by policy: 

.Self-awareness skills of leaders should be encouraged to improve subordinates’ work 

attitude. 

i. Social awareness skills of leaders should be maintained to make the subordinates’ 

participate effectivelytowardsthe attainmentoforganizationalgoalsandobjectives.Soas 

tobeawareoftheirstrengthsandweaknesses,reflective,learningfromexperienceandopen to 

candid feedback. 



ii. Organizationsshouldpioneertheskillofself-controloftheleaderssoastobringabout 

emotional balance of subordinates’ work attitude. 
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