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Abstract

This study aims to present a model of managers' emotional intelligence in terms of its impact
on the organizational behavior of employees of the National Bank of Iran's branches in
Tehran. The research is applied in nature and, from a philosophical standpoint, is grounded in
pragmatism. Methodologically, it follows an inductive approach and employs a mixed-
methods research strategy. Participants in the qualitative phase included experts—namely
university professors and senior human resource managers in governmental organizations—
who were selected purposively using the snowball sampling technique. Thematic analysis
was used to interpret the qualitative data. In the quantitative phase, the statistical population
consisted of all employees of Bank Melli branches in Tehran (20,439 individuals), from
which a sample of 377 was selected using Cochran’s formula for finite populations. Data
were gathered by self-administered questionnaire. After confirming the reliability and
validity of the questionnaire, the structural equation modeling technique and SPSS and
LISREL software were used to test the hypotheses. According to the results obtained, it was
found that all dimensions of emotional intelligence, including empathy, motivation, social
skills, self-regulation, and self-awareness, have a positive and significant effect on all three
variables of commitment, organizational justice, and employee citizenship behavior.
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Extended Abstract

Presenting a model of emotional intelligence of managers in terms of its impact on the
organizational behavior of employees of the National Bank of Iran, Tehran branches

Introduction

One of the main problems of organizations in today's rapidly changing and rapidly
changing world is identifying factors that can affect the emergence of organizational
citizenship behavior, which is an emerging phenomenon. Among these factors is the
emotional intelligence of employees. Emotional intelligence is the ability to recognize,
understand, and regulate emotions and use them in life, which causes people to be motivated
and use emotions in relationships with others. In service organizations, especially banks,
where employees are at the forefront of providing services to customers and face-to-face
encounters with clients, issues such as inappropriate customer relations, fatigue and work
pressure, lack of self-confidence, etc. cause service failure. Therefore, it is necessary to
identify factors that affect the performance of employees and their citizenship behaviors so
that by emphasizing these factors, the performance of human resources and their behaviors
can be improved. The high rate of customer dissatisfaction with the banking system is
evidence of the fact that not much attention is paid to the psychological issues of employees
in Iranian banks; This not only causes customer dissatisfaction but also has negative
consequences for the bank such as lack of loyalty, customer churn, etc., which severely
affects the performance of banks. Considering numerous reports on the importance of
emotional intelligence as a potential factor affecting employee behavior and commitment,
and considering the inattention of bank managers to banking intelligence, this study aimed to
present a model of managers' emotional intelligence in terms of its impact on the
organizational behavior of employees of the National Bank of Iran in Tehran branches.

Methodology

This research is applied in terms of purpose; in terms of research philosophy, it is under
pragmatic studies and in terms of approach, it is conducted inductively. The strategy used
in this research is mixed. Participants in the qualitative part of this research include
experts, including professors and senior human resources managers in government
organizations, who were selected purposefully and using the snowball technique.
Sampling of experts in this research continued until the exploration and analysis process
reached theoretical saturation. This research reached theoretical saturation by conducting
15 interviews. Semi-structured interviews were used to collect data. Two methods, test-
retest and double-coder agreement, were used to determine the validity and reliability of
the interviews. Thematic analysis was used to analyze qualitative data. Data analysis was
performed using MAXQDA 2020 software.

1Fef Gl y ¢F o low ¥ 0450



In the quantitative section, the statistical population includes all employees of the
branches of Bank Melli in Tehran, numbering 20,439 people. The Cochran formula was
used to calculate the sample size. Using the random sampling method, 377 people were
finally selected. For greater certainty, 400 questionnaires were distributed randomly. In
this study, a questionnaire based on the basic themes collected in the qualitative section
was used. The questionnaire questions were arranged based on a five-point Likert scale.
To examine the validity of the questionnaire, construct validity (external model),
convergent validity (AVE) and divergent validity were used. To calculate reliability,
composite reliability (CR) and Cronbach's alpha coefficient of each factor were
calculated. The composite reliability and Cronbach's alpha of all dimensions must be
greater than 0.7. The results of the questionnaire validation are presented in the model
validation section. Descriptive statistics methods such as frequency distribution tables
were used to examine and describe the general characteristics of the respondents, and
inferential statistics methods and structural equation modeling techniques were used to
examine the research hypotheses. The obtained data were also analyzed using the
statistical software Spss23 and Lisrel.

Discussion and Results

In the qualitative section, 5 dimensions and 15 themes were categorized. To examine the
normality of the data in this study, the valid Kolmogorov-Smirnov test was used. Based on
the results obtained, it was determined that all data follow a normal distribution; therefore,
the structural equation modeling technique can be used. To better understand the results of
confirmatory factor analysis, the factor loadings of the questions along with the significance
statistics, Cronbach's alpha, composite reliability, and mean variance for each indicator are
given in Table (1). Considering the values of the factor loadings, it is clear that; the factor
loadings of all questions are above 0.5. Therefore, the questions have appropriate validity.
On the other hand, the value (t-statistic) in all cases is greater than the critical value of 1.96,
which indicates that the correlation between the observable variables and the latent variables
related to them is significant. Therefore, it can be concluded that each main variable has been
measured correctly. Cronbach's alpha for all constructs is above 0.7, which indicates high
convergent validity. Also, composite reliability values for all constructs are reported to be
above 0.7, which indicates that the constructs have appropriate composite reliability.
Convergent validity exists when the composite reliability is greater than 0.7 and the average
variance extracted is greater than 0.5. Also, composite reliability must be greater than AVE.
In this case, the condition of convergent validity will exist. According to the results obtained,
the above condition is met, so the questionnaire has convergent validity. According to the
results obtained, it was determined that all dimensions of emotional intelligence, including
empathy, motivation, social skills, self-regulation, and self-awareness, have a positive and
significant effect on all three variables of commitment, organizational justice, and employee
citizenship behavior.

Conclusion
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Bank Melli branch managers in Tehran are advised to understand employees' feelings, talk
face-to-face as much as possible, and abandon the habit of sending emails to colleagues who
are close to them. Managers should also consider time for each employee to discuss work
issues individually. Bank Melli branch managers in Tehran are advised to be more sensitive
to paying salaries and material benefits based on skills, work style, and professionalism.
Managers should also take measures such as creating a pleasant environment, having a
flexible work schedule, creating breaks for rest, and providing benefits that meet employees'
daily needs to commit them to achieving organizational goals. Bank Melli branch managers
in Tehran are advised to provide both job security for employees and continuous training and
development opportunities for employees to create long-term cooperation between the
organization and human resources. Managers can also create synergy in the group to achieve
collective goals through training and career development measures.
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