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ABSTRACT 

The concept of emotional intelligence (EI) suggests that intelligence and emotions act 

interactively. Individuals can handle and solve technical problems far more easily than 

human problems in their personal and professional lives, which illustrates that EI is essential 

for their job-related outcomes. At the same time, it might be argued that motivational theories 

also play an essential role in the performance and satisfaction of individuals. This dissertation 

studied the moderating role of supervisory support, and product knowledge in the relationship of 

emotional intelligence, self-efficacy, and attitude with job-related outcomes (job performance and job 

satisfaction). A 33-item tool was used for measuring employees’ EI, a four-item tool for measuring 

self-efficacy, eight items tool for measuring attitude, four items tool for measuring supervisory 

support, a five-item tool for measuring product knowledge, an eight-item tool to measure the job-

related outcomes (four each for job performance and job satisfaction). The study was carried out in 

two phases: a pilot study and the main study. For the main study, 600 questionnaires were distributed 

among the participants at different intervals. Out of this pool, only 421 questionnaires were collected; 

21 questionnaires were found useless/incomplete and, thus withdrawn, and the rest of the 400 

(66.67% response rate) were utilized for data analysis. The data was analysed with the help of SPSS 

and structural equation modelling (SEM). Results showed that emotional intelligence and, self-

efficacy were positively related to job-related outcomes (job performance and job satisfaction), while 

a positive relationship was found between attitude and job performance. No relationship was found 

between attitude and job satisfaction. In advanced countries the influence of emotional intelligence, 

motivational factors, and perceived support has been studied for job-related outcomes of employees 

employed in different sectors. In the Pakistani context, limited attempts have been made to examine 

the same factors responsible for variation in job-related outcomes of the sales force of the 

pharmaceutical industry. 

Keywords: Emotional Intelligence, Self-efficacy, Attitude, Supervisory Support, Product 

Knowledge, Job-related Outcomes, Job Performance, Job Satisfaction.
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CHAPTER 1 

INTRODUCTION 

1.1 Introduction  

A leader’s role is of overriding importance for the achievement of goals at different levels, 

i.e., group, individual, and organizational. It is clear that experience, knowledge, 

responsibility, patience, commitment, and specifically the ability to work with a team for 

attaining business goals, are the qualities of a great leader (Amanchukwu, Stanley, & 

Ololube, 2015). At the same time, there are some other notable traits responsible for 

differences in leadership effectiveness, i.e. communication, consistency, conviction, 

direction, empathy, flexibility, and honesty along with interactive skills, motivation skills, 

problem-solving ability, responsibility, integrity and sympathy, that are positively related 

with effective leadership (Boyce, Jackson, & Neal, 2010; Damirch, Rahimi, & Sayyedi, 2011; 

Thanh & Anh, 2015). Likewise, researchers have mentioned some competencies that 

contribute to effective leadership, e.g., administrative competencies, being conscientious, 

efficient management, personal competence, and visionary competence (Alabi & Alabi, 

2014). 

The same can be said about emotional intelligence, since Goleman’s (1995; 1998; 2000) 

work on emotional intelligence. Emotional intelligence has shown a substantial relationship 

with leadership (Goleman, 1995; 2000; Stein, & Book, 2000), transformational leadership 

and its effectiveness (Behbahani, 2011; Rehman, & Waheed, 2012; Stanescu, & Cicei, 2012). 

Others posited a relationship between a leader’s emotional intelligence and team proactivity. 

According to Erkutlu and Chafra (2012), leaders’ EI is responsible for positive variation in 

the overall team proactivity. Leaders need to pursue goals; the overall operation of the system 

is associated with the leaders’ decision-making mode, so strengthening the link between 

decision-making and organizational performance leaders’ EI is vital (Rehman, Khalid, & 

Khan, 2012). It also has a positive relationship with optimism (Kumcagiz, Balci, Yilmaz, & 
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Eren, 2011), language proficiency (Shakib & Barani, 2011), marital satisfaction (Entezar, 

Othman, Kosnin, & Panah, 2011), job performance (Batool, 2014; Elfenbein, 2013; Ghuman, 

2016; Haakonstad, 2011; Ugwu, 2011), and job satisfaction (Fadaei & Kenari, 2014; 

Ghoniem, Elkhouly, Mohsen, & Ibrahim, 2011; Mousavi, Yarmohammadi, Nosrat, & Tarasi, 

2012; Nezad & Bahramzade, 2013).  

Interestingly, it might be noted that some research studies found no relationship between 

emotional intelligence and job outcomes. Some of them revealed that EI has no relationship 

with academic performance (Mitrofan & Cioricaru, 2014), and is not related to job 

satisfaction (Chiva & Alegre, 2008; Sivelingam, 2012). Another survey found that there is a 

partial relationship between emotional intelligence and job satisfaction (Cekmecelioglu, 

Gunsel, & Ulutas, 2012).  

Do other variables influence the job-related outcomes of employees in their work 

environment? This is a frequently debated question. Another possibility is that there are some 

other individual-level factors that can be taken into account along with the emotional 

intelligence of employees for variation in their job-related outcomes (Giorgi, Mancuso, & 

Perez, 2014). Another possibility is that there are some motivational factors responsible for 

positive variation in job-related outcomes of employees. For example, researchers maintained 

that self-efficacy is positively related with job performance of employees (Bande, Fernandez-

Ferrim, Varela-Neira, & Otero-neira, 2016; Iskandar & Sanusi, 2011; Lai & Chen, 2012; 

Ngang, 2011; Tabatabaei, Jashani, Mataji, & Afsar, 2013) and job satisfaction (Ngang, 2011). 

Not only is the motivational aspect is important to consider, but the attitudinal and 

behavioural components of individuals also play a critical role in performance and 

satisfaction at work environment. According to Müller and Turner (2010), manager’s attitude 

positively influences project results and business results. Bhattacharyya (2014) found a 

positive relationship between managers’ positive attitude and their sense of social 
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responsibility. Rahman, Haski-Leventhal and Pournader (2016) investigated the relationship 

of CSR attitude with job satisfaction and organizational commitment. According to Rahman 

et al. (2016) CSR attitude is positively related to job satisfaction. Some eminent researchers 

investigated the work-related attitudes. It was found that work-related attitudes positively 

predict organizational performance (Guest, 2011; Macky & Boxall, 2007; Ramsey, 

Scholarios, & Harley, 2000; Zigan, Macfarlane, & Desombre, 2007), and job performance 

(Judge, Thoresen, Bono, & Patton, 2001; Mawhinney, 2011). According to Denton (2005) 

and Choong (2014), employees’ attitude is an important component of managing 

performance system.  

Besides individual factors, organizational factors like supervisory support may influence 

job-related outcomes of employees (Hur, Han, Yoo, & Moon, 2015; Varma & Russell, 2016) 

and may moderate the relationship of their psychological capital, motivational factors (self-

efficacy) and attitudinal factors with job-related consequences. Thus, this research study is 

planned to examine the moderating role of supervisory support and product knowledge in the 

relationship of emotional intelligence, self-efficacy, and attitude with job-associated 

outcomes of pharmaceutical sales representatives of companies operating in Khyber 

Pakhtunkhwa (Pakistan). 

1.2 Statement of Problem  

Pharmaceutical selling is a motivationally-challenged job for sales representatives. The 

most frequently discussed question regarding sales representatives is “what propels 

(motivates) the field sales force to do better?” The answers are legion, i.e. salary, incentives, 

good work environment, conducive work culture, and especially manager-subordinate 

relationship (Sahoo, Routray, & Dash, 2014). Researchers have also proved that emotional 

intelligence is important for job-related outcomes like job performance (Batool, 2014; 

Ghuman, 2016; Haakonstad, 2011; Love, Edwards, & Wood, 2011; Jorfi, Jorfi, & 
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Moghadam, 2010; Shahhosseini, Silong, Ismail, & Uli, 2012; Ugwu, 2011) and job 

satisfaction (Fadaei & Kenari, 2014; Ghoniem et al., 2011; Mousavi et al., 2012; Nezad & 

Bahramzade, 2013). The researchers are indecisive regarding the elements that can be 

deemed responsible for variation in performance and satisfaction of employees at their 

workplace. Therefore, it could be maintained that other than emotional intelligence and 

motivational factors, there are some personal and organizational factors that strengthen the 

relationship of emotional intelligence and motivational factors with the job-related outcomes 

of employees (Hur, et al., 2015). 

Thus, this research proposes to investigate and evaluate the relationship of emotional 

intelligence, self-efficacy, and attitude with job-associated outcomes of pharmaceutical sales 

representatives, with the moderating role of supervisory support (as organizational factor) and 

product knowledge (as personal agent) (Hur et al., 2015). 

1.3 Objectives of the Research 

The objectives of this study are: 

1. To examine the effect of emotional intelligence on job-related outcomes (job 

performance and job satisfaction). 

2. To examine the effect of self-efficacy on job-related outcomes (job performance and 

job satisfaction). 

3. To examine the effect of attitude on job-related outcomes (job performance and job 

satisfaction). 

4. To examine the moderating effect of supervisory support in the relationship between 

emotional intelligence and job-related outcomes (job performance and job 

satisfaction). 

5. To examine the moderating effect of supervisory support in the relationship between 

self-efficacy and job-related outcomes (job performance and job satisfaction). 
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6. To examine the moderating effect of supervisory support in the relationship between 

attitude and job-related outcomes (job performance and job satisfaction). 

7. To examine the moderating effect of product knowledge on the relationship between 

emotional intelligence and job-related outcomes (job performance and job 

satisfaction). 

8. To examine the moderating effect of product knowledge in the relationship between 

self-efficacy and job-related outcomes (job performance and job satisfaction). 

9. To examine the moderating effect of product knowledge in the relationship between 

attitude and job-related outcomes (job performance and job satisfaction). 

1.4 Research Questions 

In next lines the questions were developed to achieve the target objectives as: 

1. Does emotional intelligence affect job-related outcomes (job performance and job 

satisfaction)? 

2. Does self-efficacy affect job-related outcomes (job performance and job satisfaction)? 

3. Does attitude affect job-related outcomes (job performance and job satisfaction). 

4. Does supervisory support moderate the relationship between emotional intelligence 

and job-related outcomes (job performance and job satisfaction)? 

5. Does supervisory support moderate the relationship between self-efficacy and job-

related outcomes (job performance and job satisfaction)? 

6. Does supervisory support moderate the relationship between attitude and job-related 

outcomes (job performance and job satisfaction)? 

7. Does product knowledge moderate the relationship between emotional intelligence 

and job-related outcomes (job performance and job satisfaction)? 

8. Does product knowledge moderate the relationship between self-efficacy and job-

related outcomes (job performance and job satisfaction)? 
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9. Does product knowledge moderate the relationship between attitude and job-related 

outcomes (job performance and job satisfaction)? 

1.5 Preliminary Conceptual Framework of the Study 

As this study is designed to investigate the moderating role of supervisory support, and 

product knowledge in the relationship of emotional intelligence, self-efficacy and attitude 

with job-related outcomes, the diagrammatical view of the same is given below, followed by 

the hypotheses.  

 

Figure 1. Preliminary Conceptual Framework 

H1a: Emotional intelligence is positively related with job performance. 

H1b: Supervisory support positively moderates the link between emotional intelligence and 

job performance. 

H1c: Product knowledge positively moderates the link between emotional intelligence and 

job performance. 

H2a: Emotional intelligence is positively related with job satisfaction. 

H2b: Supervisory support positively moderates the link between emotional intelligence and 

job satisfaction. 
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H2c: Product knowledge positively moderates the link between emotional intelligence and 

job satisfaction. 

H3a: Self-efficacy is positively related with job performance. 

H3b: Supervisory support positively moderates the link between self-efficacy and job 

performance. 

H3c: Product knowledge positively moderates the link between self-efficacy and job 

performance. 

H4a: Self-efficacy is positively related with job satisfaction. 

H4b: Supervisory support positively moderates the link between self-efficacy and job 

satisfaction. 

H4c: Product knowledge positively moderates the link between self-efficacy and job 

satisfaction. 

H5a: Attitude is positively related with job performance. 

H5b: Supervisory support positively moderates the link between attitude and job 

performance. 

H5c: Product knowledge positively moderates the link between attitude and job performance. 

H6a: Attitude is positively related with job satisfaction. 

H6b: Supervisory support positively moderates the link between attitude and job satisfaction. 

H6c: Product knowledge positively moderates the link between attitude and job satisfaction. 

1.6 Significance of the Research 

The research in hand contributes to the body of knowledge in several ways. In advanced 

countries, the influence of emotional intelligence, motivational factors, and perceived support 

has been studied for job-related outcomes of employees in different sectors (Bande et al., 

2016; Giorgi et al., 2014; Hur et al., 2015; Lai, & Chen, 2012; Tabatabaei, Jashani, Mataji, & 

Afsar, 2013; Ngang, 2011). In the Pakistani context, limited attempts have been made to find 
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the same factors responsible for variation in job-related outcomes of the sales force of the 

pharmaceutical industry.   

Second, this research thoroughly studies the influence of emotional intelligence, self-

efficacy and attitude on job performance and job satisfaction and the moderating influence of 

supervisory support, product knowledge on the relationship among the same variables. 

Knowledge in this context is informative and useful for the management of pharmaceutical 

companies to focus on the emotional, motivational, and behavioural aspects of their sales 

force. Thus, this study will explain the importance of PSRs’ emotional intelligence, self-

efficacy, and attitude for achieving their sales target and work satisfaction.  

Third, this study also explains the moderating influence of PSRs’ product knowledge and 

supervisory support on the relationship among independent and dependent variables. This 

study will highlight and explain the importance of supervisor support and product knowledge 

for pharmaceutical sales representatives. Research has proved that supervisory support and 

knowledge regarding the drugs they offer for sale to the patients through the physicians is 

useful for patients, physicians, and pharmaceutical sales representatives. 

1.7 Operationalize Definition of the Variables 

Researchers have defined the aforesaid variables of the study, according to their own 

experience, knowledge, understanding and perception. However, the variables can be defined 

as below. 

1.7.1 Emotional Intelligence  

Emotional intelligence is the ability that enables one to perform highly in their work 

environment. According to Cherniss and Goleman (2001), “Emotional intelligence (EI) is 

linked to abilities that involve skill in managing emotion in oneself and others and that are 

predictive of superior performance in work roles.” This study has adopted the 33-item scale 
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of Schutte et al. (1998) for measuring emotional intelligence, which includes the appraisal 

and expression of emotion, the regulation of emotion, and the utilization of emotion. 

1.7.2 Self-efficacy  

According to Brown, Cron and Slocum (1997), self-efficacy of salespersons is “the 

perception of their own ability or belief that they have the skills necessary to sell or to do a 

task” (as cited by Lussier, n.d.). The self-efficacy of pharmaceutical sales representatives was 

measured in terms of their confidence, ability to perform the job well, and knowing the 

selling situation. 

1.7.3 Attitude  

According to Robbins et al. (2009), attitude can be defined as “Evaluative statements or 

judgements concerning objects, people or events” (p. 79). In order to measure the attitude of 

pharmaceutical sales representatives towards their jobs, they were asked about their ideas, 

feelings, and thoughts. 

1.7.4 Supervisory Support  

According to DeConinck and Johnson (2009), supervisory support can be defined as “The 

extent to which the supervisor values the employee’s contributions.” The pharmaceutical 

sales representatives were asked about the support, well-being and help they perceive from 

their bosses. 

1.7.5 Product Knowledge  

Different authors have defined product knowledge differently (Iqbal, Malik, & Khan, 

2012; McGuinness, & Hutchinson, 2013). In this study, product knowledge can be defined as 

the overall knowledge of pharmaceutical sales representatives about the drugs/products they 

offer to the patients through physicians—that is product development, product delivery 

process, product features and benefits, products' performance, and need specifications of 

consumers. 
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1.7.6 Job-Related Outcomes  

As this study has adopted the 8-item scale of Hur et al. (2015) to measure the job 

performance and job satisfaction of pharmaceutical sales representatives, both the variables 

were defined on the basis of Hur et al.’s (2015) research work. 

1.7.6.1 Job Performance 

Job performance can be defined as “The salespeople’s job performance as including both 

its outcomes and behavioural dimensions” (Hur et al., 2015; Low et al., 2001). Salespeople’s 

performance are measured in two aspects: behavioural dimension and outcome dimensions. 

Behavioural dimension means knowing and understanding customer needs and work 

processes. Outcome dimension includes end results/outcomes, e.g., increasing market share 

and sales volume (Hur et al., 2015). 

1.7.6.2 Job Satisfaction  

Job satisfaction is the perception of the sales staff about their jobs and how much value 

they give to their jobs. The sales representatives were asked about their jobs, whether they are 

worthwhile, could be better or worse and if they are a waste of time (Hur et al., 2015).  

1.8 Outline of the Thesis 

The chapters of the thesis are arranged and outlined as below:  

Chapter 1: This chapter provides information on the introduction of the issue, knowledge gap, 

questions and objectives of the research, theoretical framework and hypotheses.  

Chapter 2: This chapter presents review of the detailed literature. 

Chapter 3: This chapter presents a detailed explanation of the research methodology followed 

during the course of research. 

Chapter 4: This chapter entails the information about the data gathered and its analysis 

through different tests. 
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Chapter 5: The fifth chapter presents the discussion, conclusions drawn from the results of 

the study, limitations, and suggestions for future studies.  

References: This section provides information on the sources cited in the thesis, i.e. list of 

books, journal papers, websites, working papers, and master and PhD reports.  
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CHAPTER 2 

LITERATURE REVIEW 

2.1 Introduction  

As this research study intends to study the moderating role of supervisory support and 

product knowledge in the relationship of emotional intelligence, self-efficacy and attitude 

with job related outcomes of pharmaceutical sales representatives. This chapter opens with 

the background knowledge of emotional intelligence, how and where emotions get birth, 

models of emotional intelligence, review of past empirical studies on emotional intelligence, 

followed by self-efficacy and review of related studies on self-efficacy, attitude and review of 

related past studies on attitude, supervisory support and review of empirical studies on 

supervisory support, product knowledge and review of empirical studies on product 

knowledge, and finally the explanation of past studies on job related outcomes.  

2.2 Birth of Emotions 

It is surprising that where the emotions stem from? Goleman (2003) in his book “Working 

with Emotional Intelligence” wrote about the birth of emotions. According to Goleman 

(2003), Amygdala is the inner brain region, situated just above the end of the spinal cord near 

pituitary glands that gives birth to memory, sense of smell, and emotions or gut feelings. 

Goleman further maintained that Amygdala is the storage of accumulated life experience. As 

the age increases, the life experience adds up to this storage. Amygdala sometimes allows one 

to say about things that, “This does not look right”. The prefrontal area of the Amygdala is 

related to working memory, which is necessary to keep information in mind and pay 

attention. Impulsive individuals express in emotional tones, and a stressful situation resists 

the brain from functioning rationally. Goleman named such situations as “Amygdala 

Hijacks”, which negatively influence the performance of individuals at workplace, like 

shouting on bosses, or subordinates, acting inappropriately with colleagues, losing courage in 

exam and feeling fright in presentation to the audience. Goleman further argued that high 
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performers have good qualities of self-awareness which enables them to control their 

emotions and avoid harmful emotional situations. Ali (2009) and Nasir (2011) found that 

emotions may be negative or positive. McColl-Kennedy and Anderson (2002) found that 

negative emotions lead to low performance. Goleman (2003) exhorts that emotional 

intelligence is paramount for success in the professional career of individuals or institution.  

Hassan, Sulaiman and Ishak (2009) depicted the emotional intelligence in the business 

environment. Hassan et al. (2009) found that individuals with high emotional intelligence can 

better manage their emotions and consequently lead to high level of performance. Emotional 

intelligence also positively affects self-efficacy (Gürol, Ozercan, & Yalçin, 2010; Mouton, 

Hansenne, Delcour, & Cloes, 2013; Rathi, & Rastogi, 2009), attitude (Ngah, 2009), and job 

satisfaction (Mousavi et al., 2012). Other empirical studies have also examined the 

importance of emotional intelligence to some other personal level variables like 

transformational leadership (Siegling, Nielsen, & Petrides, 2014), decision making process 

(Hess, & Bacigalupo, 2011), subordinates’ trust on leaders (Xiaqi, Kun, Chongsen, & Sufang, 

2012), personal development and skill competency (Mustafa, Nasir, Aziz, & Mahmood, 

2013), psychological resilience (Armstrong, Galligan & Critchley, 2011), and coping 

stressful events and appraising the events as challenge (Mikolajczak, & Luminet, 2008). It 

shows that emotional intelligence has influence on personal level variables, therefore, this 

study is designed to examine emotional intelligence, self-efficacy, and attitude as 

independent/personal constructs in relationship with job related outcomes (job performance, 

and job satisfaction) as dependent variables, supervisory support and product knowledge as 

moderating variables in the same relationship (Hur et al., 2015).  

In this context, it is important to distinguish between different models of emotional 

intelligence. The next lines entail different models of emotional intelligence, and past 

literature on emotional intelligence.  
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2.2.1 History and Models of Emotional Intelligence  

Gardner (1983) proposed seven multiple intelligences related with every human being. He 

discussed seven different varieties of intelligence, important for life success (Goleman, 

1995). Gardner’s (1983) varieties of intelligence (as cited in Feldman, 2003, p. 236) are 

Verbal/Linguistic Intelligence, Logical/Mathematical Intelligence, Visual/Spatial 

Intelligence, Bodily/Kinesthetic Intelligence, Musical/Rhythmic Intelligence, Interpersonal 

Intelligence, and Intrapersonal Intelligence. Among these seven types of intelligences, the 

concept of intrapersonal intelligence is the ability of one to know about one’s own emotions, 

and to know about others’ emotions and intentions. 

Gardner’s theory of multiple intelligences explored the intelligence that can be utilized in 

emotions and the state when the emotions can be dealt intelligently (Goleman, 1995, p. 43). 

Gardner’s theory of emotional intelligence did not flourish but it provided base for the 

existence of emotional intelligence. Gardner’s theory of multiple intelligence was followed 

by Salovey and Mayer’s theory of emotional intelligence (1990). 

The term “Emotional Intelligence” was used by Salovey and Mayer for the first time in 

1990. Salovey and Mayer (1990, p. 189) described the term as, “The ability to monitor one’s 

own and others’ feelings and emotions, to discriminate among them, and to use this 

information to guide one’s thinking and action.” Salovey and Mayer’s (1990) model was 

composed of three sub dimensions i.e. appraisal and expression of emotion, regulation of 

emotion, and utilization of emotions in solving problems. Salovey and Mayer (1997) 

presented a revised model of emotional intelligence containing four sub elements, i.e. 

perceiving emotions, using emotions, understanding emotions, and managing emotions. 

Salovey and Mayer’s idea of emotional intelligence was further strengthened by working 

with two other scholars, Caruso, and Sitarenios. Both Salovey and Mayer, and Caruso and 
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Sitarenios (2001) designed a test called Mayer-Salovey-Caruso Emotional Intelligence Test 

(MSCEIT) for measuring emotional intelligence.  

Salovey and Mayer’s model of emotional intelligence is widely utilized for studying in 

relationship with organizational and individual level constructs. Salovey and Mayer’s model 

has also been studied in relationship with job related outcomes. Ali (2013) utilized Salovey 

and Mayer’s model of emotional intelligence in relationship with performance of employees 

working in Higher education institutions.  

A psychologist Daniel Goleman (1995) wrote about the two states of emotional 

competencies that is related to every human being, i.e. personal competencies and social 

competencies. The personal competencies describe how one manages one’s own emotions. It 

includes self-awareness, self-regulation, and motivation. Social competencies include 

competencies to handle relationships with others. It includes empathy and social skills of 

individuals. Goleman model of EI is widely utilized, and flourished in the subject of 

psychology as well as the business world. 

Goleman model of emotional intelligence also served as a fit model for research in 

relationship with other individuals and organizational level factors. Goleman model of 

emotional intelligence also supports dependent variables of this research, as Ealias and 

George (2012) used the Goleman model in relationship with job satisfaction.   

Bar-On presented his theory of emotional intelligence on the basis of health, personality, 

and well-being. According to Bar-On (1997, p. 14) emotional intelligence is “An array of non 

cognitive capabilities, competencies and skills that influence one’s ability to succeed in 

coping with environmental demands and pressures.” Bar-On presented 133-items consist of 

15 different scales based on the study of literature and his personal experience. Bar-On 

argued that emotional intelligence is not specifically cognitive. But it encompasses the 

abilities as assertiveness, emotional self-awareness, empathy, flexibility, happiness, impulse 
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control, independence, interpersonal relationship, problem solving, reality testing, self-regard, 

self-actualization, social responsibility, stress tolerance, and optimism. 

Bar-On’s model is of paramount importance for measuring the emotional intelligence and 

job related outcomes of individuals like performance and job satisfaction. This model was 

applied by Enhelder (2011), Farnham (2012), and Gahan (2012) to check the relationship 

with the performance of the sales force. The same model was applied to study relationship 

with job satisfaction by Hosseinian, Yazdi, Zahraie, and Fathi-Ashtiani (2008), and Jorfi, 

Yaccob, Bin, and Shah, (2011).  

Schutte et al. (1998) criticized all the aforementioned models of emotional intelligence, 

and presented their own model for measuring emotional intelligence. Schutte et al.’s (1998) 

model was composed of one factor solution containing 33-items for comprehensive and better 

measurement of emotional intelligence. This model depicted all the categories and 

components of Mayer and Salovey’s (1990) model of EI in one whole. In order to get an 

exact measurement tool for EI, Schutte and her team conducted factor analysis for the data 

collected from 346 participants through a pool of 62 items. Thus, in this way a 33-item tool 

was finalized and derived from the same analysis for measurement of EI. 

2.2.2 Critical Review of Theories of Emotional Intelligence  

Bar-On’s Emotional Quotient Inventory is composed of 133-item self-report measure and 

a lengthy model. And this is the drawback of a lengthy model that may make the participants 

bore to answer and may lead to biased information, on the basis of which, Schutte et al. 

criticized Bar-On model of EI. They also criticized the model of Gardner (1983), because 

Gardner’s model was not a rational one for the better measurement of emotional intelligence; 

however, it provided base for other latter models of emotional intelligence. 

As Schutte et al.’s (1998) model is more advanced and best suited for this research study 

to measure the emotional intelligence of pharmaceutical sales representatives in relationship 
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with job related outcomes (job performance and job satisfaction), and also widely accepted 

for measuring emotional intelligence in relationship with other organizational and individual 

constructs at the business/work environment. Schutte et al.’s model of emotional intelligence 

was linked with job satisfaction of individuals by Ali (2009), Anari (2012), Carmeli (2003), 

and Ignat and Clipa (2012), and found a suitable measurement instrument for emotional 

intelligence.  

2.2.3 Related Literature of Emotional Intelligence  

According to Groves, McEnrue and Shen (2008), the qualities of emotional intelligence of 

leaders can be developed deliberately. Essentially, it is needed to look at Thanh and Anh’s 

(2015) work on leadership effectiveness. Thanh and Anh (2015) contend that there are some 

vital components responsible for difference in leadership effectiveness. According to them, 

traits like empathy, consistency, honesty, direction, communication, flexibility, and 

conviction, as well as skills like interactive skills, motivation skills, problem solving, 

responsibility, integrity and sympathy are positively related to effective leadership. Focusing 

on the quality of emotional intelligence of leaders in the construction sector, Chinowsky 

(2006) found that emotional intelligence has a significant relationship with transformational 

leadership behaviours for executives in the construction sector (as cited by Love, Edwards, & 

Wood, 2011). Similar to Chinowsky (2006), Hopkins, Neil and Williams (2007) found that 

there is a positive relationship between emotional intelligence (self-awareness, self-

management, social awareness, and relationship management) and school board members’ 

practice domains of acting strategically, authority exercise, connecting to the community, 

decision making, functioning as a group, and working toward board improvement. The 

aforesaid studies revealed that emotional intelligence and transformational leadership are 

positively related, but it should also be noted that emotional intelligence moderates the 

relationship of transformational leadership and decision making style (Rashid, 2012). The 
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moderating role of emotional intelligence might be noted in relationship of organizational 

factors and personal factors. Vigoda-Gadot (2010) established that emotional intelligence 

moderates the relationship of organizational politics with emotional commitment and 

absenteeism. Moreover, Rashid (2012) found that transformational leadership is a strong 

antecedent of dependent and rational decision making style, and the weak antecedent of 

intuitive and spontaneous decision making. One of the prominent studies carried out by 

Siegling, Nielsen, and Petrides (2014) found out the relationship of trait emotional 

intelligence with leadership, and that trait emotional intelligence is positively related with 

leadership. Furthermore, Siegling et al. (2014) contended that emotional intelligence 

distinguishes leaders from non-leaders. Nordin (2011) found the issue of work related 

behaviours i.e. emotional intelligence, organizational commitment, and transactional and 

transformational leadership behaviours. Nordin found that these behaviours are positive and 

moderately associated with organizational readiness for change. The issue of the relationship 

between emotional intelligence and organizational commitment was studied by Fadai and 

Kenari (2014), and Khan, Masrak and Nadzar (2014). According to Fadaei and Kenari (2014) 

and Khan et al. (2014) emotional intelligence predicts organizational commitment positively. 

It may be well asked that what is the role of emotional intelligence in decision making 

process? Focusing on the role of emotional intelligence in decision making process, Hess and 

Bacigalupo (2011) found that practical application of emotional intelligence to the decision 

making process not only enhances the process itself, but also beneficial outcomes and helps 

in the attainment of goals. There were other factors which were taken into account for 

variation because of leaders’ emotional intelligence. These factors are subordinates’ trust on 

leaders, abusive supervision and leader-member exchange (Xiaqi et al., 2012). According to 

Xiaqi et al. (2012) emotional intelligence of leaders has positive impact on the subordinates’ 

trust on leaders, and both the abusive supervision and leader-member exchange has a partial 
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mediating role in EI and subordinates’ trust. Xiaqi et al. (2012) further added that low level of 

emotional intelligence predicts high level of abusive supervision. Mustafa, Nasir, Aziz and 

Mahmood (2013) investigated the importance of emotional intelligence, and proved that the 

higher the emotional intelligence the greater the personal development and skill competency 

(counselling leadership competency).  

It is important to note that emotional intelligence is of paramount importance for 

difference in personality types. According to Greven, Chamorro-premuzic, Arteche and 

Furnham (2008) emotional intelligence (global trait EI, well-being, self-control, emotionality, 

and sociability) fully mediated between Big-Five dimensions of personality and general 

health. At the same time, Greven et al. (2008) found that emotional intelligence partially 

mediates between neuroticism and general health, and Big-Five and humour styles. It should 

also be noted that Greven et al. (2008) also found that emotional intelligence positively 

predicts general health, humour style (self-enhancing, aggressive, and self-defeating), and the 

Big-Five dimensions (Neuroticism, Extraversion, Openness to Experience, Agreeableness 

and Conscientiousness). The role of emotional intelligence was measured for borderline 

personality disorder. According to Gardner and Qualter (2009) individuals with Borderline 

Personality Disorder (affective instability, identity disturbance, negative relationships, and 

self-harm) are deficient in dimensions of trait emotional intelligence especially perceiving 

emotions, managing others’ emotions, utilizing emotions, and emotion management. 

According to available statistics, emotional intelligence (intrapersonal, interpersonal, 

adaptability, and general mood) positively predicts extraversion type of personality, and 

likewise between feeling and interpersonal scale (Leary, Reilly, & Brown, 2009). It should 

also be noted that Perreault, Mask, Morgan, and Blanchard (2014) found that emotional 

intelligence mediate the relationship between General Self-Determination and psychology 

well-being. Reference should also be made to individuals’ education level in relationship 



20 
 

with emotional intelligence. According to Suliman and Al-Shaikh (2007), education is 

significantly related to self-rated emotional intelligence than a manager-rated emotional 

intelligence. Suliman and Al-Shaikh contend that the higher the emotional intelligence (self 

and supervisor rated) the higher the readiness to create and innovate, and the smaller the 

amount of frustration, goal conflict, and work-family conflict. 

Biggart, Corr, O’Brien and Cooper (2010) studied the relationship of trait EI factors, 

emotionality, self-control, sociability, and well-being with work-family conflicts. They found 

that trait EI is negatively related with work interfering with family and family life interfering 

with work. They also added that self-control and emotionality were moderately related with 

work interfering with family and family life interfering with work, and sociability factor was 

weakly related with work interfering with family and family life interfering with work. 

Another personal factor, openness to change was studied by Fitzgerald and Schutte (2010) in 

relationship with emotional intelligence. They found that the higher the emotional 

intelligence the greater the level of openness to change. Armstrong, Galligan and Critchley 

(2011) have expanded the role of emotional intelligence in the psychological resilience after 

facing negative events of life. Armstrong et al. (2011) proved that EI (self-awareness, 

emotional expression, self-control, and self-management) has positive relationship with 

psychological resilience after experiencing negative events. The abilities to deal with stressful 

events are of paramount importance for individuals. According to Mikolajczak and Luminet 

(2008), people with the highest score on trait emotional intelligence (perceiving emotions, 

processing of emotions, regulation of emotions, and utilizing emotional information) easily 

cope stressful events and appraise the events as a challenge rather than a threat. Davis and 

Humphrey (2012) investigated the issue of emotional intelligence in relationship with 

stressors, and mental health in adolescence. They found that high level of trait emotional 

intelligence weakens the relationship between stressors and mental health in adolescence. 
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Belova, Sabirova and Malykh (2014) explored the role of emotional intelligence in 

relationship with depressiveness. Belova et al. (2014) found that emotional intelligence 

(adaptation, interpersonal abilities, intrapersonal abilities, coping with stress, and general 

mood) is negatively related with depressiveness, and both the coping stress and intrapersonal 

ability correlated with life events that depend on one’s behaviour. 

Emotional quotient was not left unsearched ethnographically. Similar to Saibani et al. 

(2012), Nachiappan, Andi, Veeran, Ahmad and Zulkafaly (2014) while studying emotional 

quotient and spiritual quotient found that soft skills as element of emotional and spiritual 

quotient composed of community programmes, education and production, and motivation, 

were found high for Indian people as compared to others (Aborigines, Chinese, and Malay). 

Mention should also be made of cultural intelligence in relationship with emotional 

intelligence. Moon (2010), while studying the relationship between emotional intelligence 

and cultural intelligence, found that self-management is associated with dimensions of 

cultural intelligence except motivation, and social awareness is positively related with both 

behaviour and motivation. Moon (2010) further added that the dimension of relationship 

management is positively related with all three dimensions of cultural intelligence except the 

facet of cognition. 

At the same time, it is true to say that the role of emotional intelligence in academic 

environment cannot be ignored. Ozdemir and Cakmak (2008) studied the role of drama 

education in the life of 9 to 3 years. According to Ozdemir and Cakmak (2008) drama 

education has a positive impact on the growth of emotional intelligence, communication 

skills, social skills, and empathy. 

It’s a valid fact that emotional intelligence has a positive mediating role in personality 

traits and health of the university’s students. According to Johnson, Batey and Holdsworth 

(2009) trait emotional intelligence and work locus control mediate between personality traits 
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and health of the university’s students. They contend that trait emotional intelligence and 

emotional stability, and work locus control have also a direct effect on students’ health. For 

better performance of students, their anxiety level, academic achievement, and scholastic 

success could be taken into account in relationship with emotional intelligence for students. 

According to Hassan, Sulaiman and Ishak (2009) emotional intelligence is negatively related 

to anxiety level. Hassan et al. (2009) further established that emotional intelligence positively 

predicts academic achievement among students. Similar to Hassan et al. (2009), Fabio and 

Palazzeschi (2009) proved that emotional intelligence has a direct effect on scholastic success 

of students. Hassan et al. (2009) and Barlow, Qualter and Stylianou (2010) studied the 

emotional intelligence level of male and female students. Hassan et al. (2009) and Barlow et 

al. (2010) found that female students have high level of emotional intelligence as compared 

to male students. Barlow et al. (2010) further added that kids having knowledge and 

understanding of others’ beliefs, emotions, and thoughts, appreciate and respect their feelings 

and less likely to hurt them. Barlow et al. (2010) contend that trait and ability model of EI 

were found negatively related with Machiavellianism among students. Contrary to Hassan et 

al. (2009) and Barlow et al. (2010), Mitrofan and Cioricaru (2014) found no relationship 

between emotional intelligence and school performance of students. The corollary of this is 

that there might be some other factors that moderate the relationship between emotional 

intelligence and academic performance of students. It might be expected that teachers support 

can play a moderating role in the relationship of students’ EI and their performance. 

Similar to Nachiappan et al. (2014), Saibani, Deros, Muhamad, Wahab and Sahari (2012) 

studied the emotional intelligence level of engineering students on ethnographic basis. 

Saibani et al. (2012) found that there is no significant difference between emotional 

intelligence level of engineering students belonging to different races like Chinese, Indian, 

and Malay. Research supported the positive role of emotional intelligence in supervisor’s 
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rating items of student performance. Abe (2011) established the fact that high score of 

emotional intelligence in students were positively related with supervisor’s rating items on 

student performance. Students’ facilitating thoughts and emotion management positively 

related to their rating items. 

Essentially, there is a need to look at the role of emotional intelligence in job related 

outcomes of employees. Ali (2009) studied emotional intelligence by establishing its 

relationship with organizational citizenship behaviour in profit oriented organizations. Ali 

(2009) found that emotional intelligence positively predicts organizational citizenship 

behaviour in employees of profit oriented organizations. It should also be noted that 

Yaghoubi, Mashinchi, and Hadi (2011) found that the altruistic behaviour, civic virtue, and 

respect (traits of OCB) have a positive relationship with emotional intelligence. They further 

added that emotional intelligence of employees can develop organizations through the 

exchange among its employees. Mention should also be made of Cohen and Abedallah’s 

(2015) research carried out on burnout as mediator in the relationship of emotional 

intelligence and self-efficacy with OCB and performance. Cohen and Abedallah (2015) 

contended that emotional intelligence is partially related with in-role performance, 

interpersonal OCB, and Organizational OCB. According to Cole and Rozell (2011), it is true 

to great extent that emotional intelligence has a positive effect on impressions in the work 

environment. They argued that emotionally intelligent individuals would tend to see and have 

impressions of circumstances in a more effective and precise way. These discernments, as 

indicated by Cohen and Rozell, equip individuals to pick more suitable solutions and 

thoughts towards circumstances. 

To mention another example, regarding the role played by emotional intelligence that 

predicted job performance and job satisfaction of employees in different organizational 

settings. Ugwu (2011) found emotional intelligence as a paramount optimizer for 
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performance. Similar to Ugwu (2011), Haakonstad (2011) maintained that emotional 

intelligence positively predicts performance of sales staff. Love et al. (2011) highlighted the 

importance of emotional intelligence for construction managers. They further added that 

proper attention should be given to the importance of emotional intelligence of managers of 

construction projects in order to improve project performance to result in project success. 

Jorfi et al. (2010) found a positive relationship between emotional intelligence and job 

performance. Similar to Jorfi et al. (2010), Shahhosseini et al. (2012), and Batool (2014) 

found that emotional intelligence of employees is important for employees’ job performance.  

It should be emphasized that emotional intelligence also contributes to entrepreneurial 

outcomes, and core self-evaluation. According to Ahmetoglu, Leutner and Chamorro-

premuzic (2011) the quality of trait emotional intelligence is correlated with entrepreneurial 

outcomes (income, corporate, social entrepreneurship, innovation, and entrepreneurial 

activities during college/school), and core self-evaluation. At the same time it is true to say 

that emotional intelligence is paramount for performance of groups and teams (Elfenbein, 

2013). Similar to Elfenbein (2013), Ghuman (2016) found that group level emotional 

intelligence has a significant effect on group level performance and group learning ability. 

Farnia and Nafukho (2016) established that emotional intelligence is a deliberate 

organizational input that leads to superior performance not only at group level but also at the 

individual and organizational level. The evidence of the importance of emotional intelligence 

is too obvious in the case of executives. According to Stein, Papadogiannis, Yip and 

Sitarenios (2009) executives with high level of emotional intelligence (empathy, problem 

solving, reality testing, and self-regard) are able to manage companies’ growth, and manage, 

train, and retain skilled employees that yield highly profitable-firms as compared to general 

populations. 
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Brayant (2005) and Harris (2009) established that emotional intelligence do not predict 

positive sales performance. Harris (2009) however, found no difference between the levels of 

emotional intelligence of high and low sales performers. According to Lindebaum and 

Cartwright (2011) emotionally intelligent people may not always perform towards the desired 

outcomes.  

Shamsuddin and Rahman (2014) studied the relationship between emotional intelligence 

and job performance with the moderating role of gender of call centre agents. Emotional 

intelligence was measured with the dimension of self-emotional appraisal, others’ emotional 

appraisal, use of emotion, and regulation of emotion. They found that emotional intelligence 

predicts job performance, and regulation of emotion and use of emotion were found strong 

antecedents of job performance (employee’s accuracy, employee’s speed, employee’s ability 

to resolve problems). They further added that gender does not moderate the EI-Performance 

link for call center agents. Rehman et al. (2012) while investigating the moderating role of 

emotional intelligence in the relationship of decision making process and organizational 

performance found that emotional intelligence positively moderates the relationship between 

decision making process and organizational performance. They further added that rational 

decision making improve organizational performance, and avoidant decision making process 

is negatively related with organizational performance.  

It is also important to mention that emotional intelligence contributes to satisfaction of 

employees. According to Rozell and Scroggins (2010) perceiving emotions and facilitating 

thoughts decrease some dimension of group satisfaction. They mentioned the dimensions of 

group satisfaction i.e. group cohesion, group decisions, and group member relationships 

decreased by perceiving emotions and facilitating thoughts. They found a negative 

relationship between managing emotions, and group cohesion and group member relations. 

They further added that understanding emotions are negatively correlated with group 
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cohesion and group decision, and overall increased emotional intelligence predicts decreased 

group cohesion. 

In their research study, Cekmecelioglu et al. (2012) discussed the relationship between 

emotional intelligence (emotional recognition and emotional regulation) and job satisfaction 

(internal and external). They found that emotional recognition predicts internal job 

satisfaction (supervision, & work), and have no effect on external job satisfaction (pay, & 

security), and emotional regulation has no effect on internal and external job satisfaction. 

Jordan and Troth (2011) found that leader-member exchange mediated the relationship of 

subordinates’ emotional intelligence with their job satisfaction and turnover intention. 

Empirical research has found that, emotional intelligence is significantly related with job 

satisfaction (Aghdasi, Kianmanesh, & Ebrahim, 2011; Anari, 2012; Fadaei, & Kenari, 2014; 

Ghoniem et al., 2011; Ignat, & Clipa, 2012; Jordan, & Troth, 2011; Mousavi et al., 2012; 

Nezad, & Bahramzade, 2013; Randeree, & Chaudhry, 2012). According to Ignat and Clipa 

(2012), emotional intelligence predicts satisfaction with life, and teachers’ attitude towards 

work. 

Contradictory to Aghdasi et al. (2011), Anari (2012), Fadaei and Kenari (2014), Ghoniem 

et al. (2011), Ignat and Clipa (2012), Jordan and Troth (2011), Mousavi et al. (2012), Nezad 

and Bahramzade (2013), and Randeree and Chaudhry (2012), Chiva and Alegre (2008) found 

that there is no direct relationship between emotional intelligence and job satisfaction. They 

proved that emotionally unintelligent individuals might be satisfied in their jobs. Thus, it 

could be concluded that there are some other organizational and personal level factors 

responsible for variation in the relationship of EI and job-related outcomes.  

The inconclusive findings of the aforesaid studies necessitate that proper attention should 

be given to the moderating role of other organizational and personal factors in the 

relationship of EI and job-related outcomes. Thus the study in hand was designed to measure 
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the possible moderating role of supervisory support and product knowledge for the 

relationship of EI, along with self-efficacy and attitude with job performance and job 

satisfaction. Thus, the relationship between EI, job performance, and job satisfaction was 

hypothesized that: 

H1a: Emotional intelligence is positively related with job performance. 

 

       H1a   

 

Direct Relation 

 

Figure 2. Relationship between Emotional Intelligence & Job Performance  

 

H2a: Emotional intelligence is positively related with job satisfaction. 

           

        H2a 

 

Direct Relation 

 

Figure 3. Relationship between Emotional Intelligence & Job Satisfaction 

2.3 Self-Efficacy 

Management scientists and scholars presented their own theories/views of motivation in 

the past. Among them the most important and widely researched theories were Abraham 

Maslow’s Hierarchy of needs, Douglas McGregor’s Theory X and Theory Y, Herzberg Two-

factor theory, McClelland’s theory of needs, cognitive evaluation theory, goal-setting theory, 

self-efficacy theory, reinforcement theory, Equity theory, and expectancy theory (Robbins et 

at., 2009). 

Essentially, there is a need to look at self-efficacy theory and its application in sales force 

performance and job satisfaction, as this research is designed to study the independent role of 

self-efficacy that predict job performance and job satisfaction of sales representatives of 

pharmaceutical companies operating in Pakistan. Research has proved that sales staff’s self-

efficacy and their attitude are paramount for their performance and organizational success. 

 

 

Job Performance Emotional 
Intelligence 

Job Satisfaction Emotional 
Intelligence 
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Bush and Grant’s (1994) research work of the patterns in sales force from 1980 to 1992, 

showed one of the ranges needing future research is the impact of self-efficacy on personal 

selling. According to Lawlor (1995) “Sales staff is one of the principal ingredients that 

determine organizational success”. According to Langerak (2001) producer depends upon the 

attitudes and behaviours of sales staff to build reliable relations with customers. The theory of 

Self-efficacy can be traced back to Albert Bandura’s social cognitive theory or social learning 

theory (Robbins et al., 2009). 

Self-efficacy, the motivational theory is also called social cognitive or social learning 

theory (Robbins et al., 2009). The self-efficacy theory was developed by Albert Bandura. 

According to Albert Bandura (1982), Self-efficacy is one’s personal judgment of “How well 

one can execute courses of action to deal with prospective situations”. 

Robbins et al. (2009) defined self-efficacy as, “An individual’s belief that he or she is 

capable of performing a task” (p. 207). According to Bandura (2009) high level of self-

efficacy enables individuals to deal successfully with the prevailing challenge, while those 

with low level of self-efficacy are more likely give up to manage the challenges. 

Albert Bandura argued that there are four ways to increase self-efficacy: 

1. Enactive mastery, 

2. Vicarious modelling, 

3. Verbal persuasion, and 

4. Arousal. 

Enactive mastery means to get the relevant experience with the job or task assigned. If a 

person performed the job well in the past, then they will be able and more confident to do in 

future. Vicarious modelling, by seeing someone else doing the task or job one can easily get 

the confidence say self-efficacy. For example, a fat person gets confidence in losing weight, 

when they know about a friend of losing weight. The third way of improving self-efficacy is 
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verbal persuasion. In this way one becomes more confident when someone convinces and 

encourages them that they have the required skills necessary for success. This is the most 

widely used way of increasing self-efficacy of individuals. According to Bandura, the last 

way to increase self-efficacy is arousal. Arousal makes individuals active and lead to 

enthusiasm or energized state, which motivates one to complete an assigned task or job. 

The next lines present the review of the past research studies on the role of self-efficacy in 

different fields in relationship with other individuals and organizational constructs has 

discussed in detail. 

2.3.1 Related Literature of Self-efficacy 

In view of Fitzgerald and Schutte (2010) self-efficacy is paramount for transformational 

leadership, and increasing leaders’ self-efficacy infuses the transformational qualities in 

them. Contrary to the results of Fitzgerald and Schutte (2010), Mesterova, Prochazka, 

Vaculik and Smutny (2015) found that there is no relationship between self-efficacy and 

transformational leadership qualities. Mesterova et al. (2015) further added that self-efficacy 

does not predict leadership effectiveness. It could be concluded from the inconclusive 

findings of the research investigations conducted by Fitzgerald and Schutte (2010) and 

Mesterova et al. (2015), that some personal factors other than self-efficacy, like individuals’ 

emotional intelligence and attitude, and social support might influence their effectiveness. 

From the inconclusive results of the aforementioned studies it might be concluded that there 

are some personal and organizational factors responsible for variation in effectiveness and 

job-related outcomes of individuals.  

As stated earlier that self-efficacy does not predict leadership effectiveness (Mesterova et 

al., 2015), but a servant attitude of leaders and leadership support enhance subordinates’ self-

efficacy, skills, knowledge and abilities. Chen and Bliese (2002) studied leaders’ role in 

relationship with employee’s self-efficacy. They found that leaders enhance employees’ self-
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efficacy by clarifying roles and providing support to employees. According to Walumbwa et 

al. (2010), servant leaders are likely to enable their followers to be successful by developing 

and improving their followers’ skills, knowledge and abilities, which promote self-efficacy. 

Likewise, Chen and Bliese (2002) and Walumbwa et al. (2010), Bande et al. (2016) posed the 

issue of servant leadership and sales people’s self-efficacy. According to Bande et al. (2016) 

servant leadership predicts self-efficacy of sales people. Bande et al. (2016) further added 

that sales staff’s self-efficacy leads to their adaptivity and proactivity. The findings of Chen 

and Bliese (2002), Walumbwa et al. (2010), and specially Bande et al. (2016) make the way 

of this research even that if sales staff has self-efficacy and perceive supervisory support will 

perform better and felt satisfied. 

Not only the leadership, but organizational culture also matters a lot in the enhancement of 

employees’ self-efficacy. Organizational culture entails organizational environment, 

hierarchy, structure, system, organizational support, team support, co-worker support, and 

supervisory support. According to Sheng, Pearson, and Crosby (2003) and Ngang (2011), 

organizational culture is an important determinant of employees’ self-efficacy. Again, it 

could be concluded from these studies that supervisory support enhances self-efficacy of 

employees. Hence, it might be expected that supervisory support moderates the relationship 

of self-efficacy with job performance and job satisfaction of employees at work. 

Other than leadership style, leadership effectiveness, and organizational culture, the 

relationship between self-efficacy and emotional intelligence was depicted by eminent 

researchers. Self-efficacy was examined in association with trait emotional intelligence by 

Kirk, Schutte and Hine (2008). Kirk et al. (2008) measured trait emotional intelligence 

through assessing emotions by Mayer–Salovey–Caruso Emotional Intelligence Test 

(MSCEIT). They found that self-efficacy and emotional intelligence are positively related. 

They further maintained that self-efficacy positively predicts positive affects and negatively 
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predicts negative affects. Rathi and Rastogi (2009) and Gürol, Ozercan and Yalçin (2010) 

support these results.  

Self-efficacy is not only related with emotional intelligence, but emotional intelligence 

also moderates the link between self-efficacy and organizational commitment. According to 

Narayan and Narashiman (2016) emotional intelligence positively moderates the link 

between self-efficacy and organizational commitment. The aforesaid discussion in case of 

emotional intelligence and self-efficacy strengthen the idea of this research that the constructs 

of emotional intelligence and self-efficacy may positively predict job performance and job 

satisfaction of employees.  

One cannot ignore the role of self-efficacy in the academic settings. Bray-Clark and Bates 

(2003) found that while training programs for teachers, their self-efficacy level must be 

considered, as training is designed to improve their competence and student outcomes. 

According to Tschannen-Moran and Hoy (2007), the antecedents of self-efficacy are different 

for experienced and novice teachers. Self-efficacy can be considered phenomenal for training 

teachers. Self-efficacy also moderates the relationship between organizational culture and 

training transfer. Simosi (2012) found that self-efficacy moderates the relationship between 

organizational culture and training transfer, the higher the self-efficacy the stronger the 

relationship of humanistic culture and the achievement culture with training transfer. Duyar, 

Gumus and Bellibas (2013) conducted a research study on Turkish middle schools. They 

found that some dimensions of principal leadership and teachers’ professional collaboration 

predicted their self-efficacy. 

Galla and Wood (2012) studying the moderating role of emotional self-efficacy in the 

relationship of anxiety and math performance of students. They experienced evidence from 

their studies that emotional self-efficacy helps in managing negative results of anxiety. They 

further added that the students with low level of emotional self-efficacy are victim of anxiety 
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which negatively influence their math test performance. The issue of linking between 

emotional intelligence and self-efficacy might bring good results. To find out the relationship 

between teachers’ self-efficacy and emotional intelligence Mouton, Hansenne, Delcour and 

Cloes (2013) conducted a research study. They found that the aspects of self-efficacy, i.e. 

classroom management, instructional strategies, and student engagement are positively 

correlated with emotional intelligence (emotionality, self-control, sociability, and well-

being). A recent study conducted by Mahasneh (2016) found that both self-efficacy and 

emotional intelligence are positively correlated. Gibson and Dembo (1984), Ashton and 

Webb (1986) and Calik, Sezgin, Kavgaci, and Kilinç (2012) found that teachers’ self-efficacy 

is essential for student performance. Most recently Ranjeet, Sushanta and Mishra (2017) 

found that self-efficacy is paramount for teachers to regulate students’ learning and facilitate 

student teacher interaction. Phipps, Prieto, and Ndinguri (2013) and Shazadi, Khatoon, Aziz 

and Hassan (2011) found that teachers’ age, experience and qualification are positively 

related with their self-efficacy. Holzberger, Philipp and Kunter (2013) conducted a 

longitudinal study to find out how teachers' self-efficacy is related to their instructional 

quality. Holzberger et al. (2013) found that cross-sectional correlations exist between self-

efficacy and characteristics of teaching. They further found that teacher’s self-efficacy is a 

big cause of their instructional quality. 

The behavioural outcomes of individuals might be taken into notice studied by researchers 

in relationship with self-efficacy. Bandura (1986) indicated through his social cognitive 

theory that self-efficacy has influences behaviours of individuals and environments, and these 

behaviours and environments also influence self-efficacy. Like Albert Bandura’s (1986) 

social cognitive theory, Yang, Kim and McFarland (2011) found that self-efficacy influences 

salespeople’s behaviours. Yang et al. (2011) further added that the higher the level of self-
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efficacy the greater the individuals’ expectations of potential and the greater the motivation 

level to take action. 

According to Cohen and Abedallah (2015), self-efficacy influences burnout negatively. 

Researchers found that self-efficacy also predicts withdrawal behaviour (e.g., turnover, 

lateness) and wellbeing (Borgogni, Russo, Dello, Miraglia, & Vecchione, 2013; Heuven, 

Bakker, Schaufeli, & Huisman, 2006; Stajkovic & Luthans, 1998). 

According to Mahasneh (2016), and Schwarzer and Hallum (2008) self-efficacy regulates 

the behavioural and motivational intention, and high level of self-efficacy enables one to set 

goals and directs them to take actions towards success with a strong commitment and 

determination. Likewise, self-efficacy is important on the team level. Monteiro and Vieira 

(2016) contend that self-efficacy predicts team potency, and interpersonal climate quality. 

Self-efficacy is one of the most important antecedents of intrinsic motivation. Bande et al. 

(2016) proved that self-efficacy positively predicts intrinsic motivation. 

Self-efficacy is not only a strong determinant of individual and behavioural outcomes, but 

it is also of paramount importance for organizational and job related outcomes. It is 

imperative to place emphasis with respect to self-efficacy in association with career 

development and knowledge expertise; all are important HRD areas or topics (Bandura, 

1997). According to Adams and Bandura (1977), one’s performance potential is build more 

upon their perceived self-efficacy than by their past performance. 

According to Jaramillo and Mulki (2008), self-efficacy enhances feelings of job 

responsibility and desires of high performance among employees, so the management needs 

to motivate and persuade workers applying the theory of self-efficacy to accomplish their 

target sales goals. Jaramillo and Mulki (2008) found that the salespeople having confidence 

and skills to achieve sales targets working more diligently. Mulki and his other colleagues 

Jaramillo, and Locander (2008) further added that other researchers of sales sector have also 
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discovered self-efficacy as one of the most noticeable variables in sales performance at 

personal level. In order to find out the role of sales behaviour, Ryerson (2008), while using 

the model of Reid and Plank (1997) found that self-efficacy predicts sales behaviours and 

actual behaviour leads to high sales performance. Ryerson (2008) studied the individuals’ 

self-efficacy actual behaviour (getting, giving, using and planning) and individuals’ self-

efficacy beliefs (getting, giving, using and planning) in relationship with sales performance. 

Therefore, from the findings of Jaramilo and Mulki (2008) and Ryerson (2008) it could be 

drawn that self-efficacy is a critical element of the job performance of the sales force. 

It should be noted that some individual may lack self-efficacy. Interestingly, Saks (1995) 

and Baeur (n.d.) stated that people with low self-efficacy could be taught deliberately the 

lessons of self-efficacy for their better performance. As stated earlier that emotional 

intelligence predicts performance, it should be noted that self-efficacy also predicts 

performance (Cherian, & Jacob, 2013; Goebel, Deeter-Schmelz, & Kennedy, 2013; Iskandar, 

& Sanusi, 2011; Lai, & Chen, 2012; Monteiro, & Vieira, 2016; Pefley, 2008; Tabatabaei, 

Jashani, Mataji, & Afsar, 2013) and it creates better results for activities (Cavazotte, Moreno, 

& Bernardo, 2013; Chen, Casper, & Cortina, 2001).  

Self-efficacy was also found critical for job demands and job resources at individual and 

team level. Consiglio, Borgogni, Alessandri and Schaufeli (2013) studied the relationship 

between self-efficacy and burnout with the mediating role of job demands and job resources 

at both individual and team levels. These researchers adopted the model, developed by 

Demerouti, Bakker, Friedhelm, and Schaufeli (2001). This model is composed of job 

demands (physical workload, time pressure, recipient contact, physical environment, and shift 

work) and job resources (feedback, rewards, job control, participation, job security, and 

supervisor support). By applying this model, Consiglio et al. (2013) found that self-efficacy is 

positively related with job resources and negatively related with job demands. But at team 
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level self-efficacy showed a negative relationship with job demands and positive relationship 

with job resources. Self-efficacy showed a negative relationship with burnout at both 

individual and team levels. At both levels, job demands and job resources played a partial 

mediation role in the link of self-efficacy and burnout.  

Self-efficacy must not be considered important only for marketing and sale of existing 

products; similarly, it is paramount for selling of new products. Chen, Peng and Hung (2015) 

investigated the role of self-efficacy of selling new products. Chen et al. (2015) found that 

new product selling self-efficacy predict positive sales performance. Interestingly, they 

further added that sales supportive climate and customer oriented climate significantly 

moderated the link between self-efficacy and sales performance. Surprisingly, self-efficacy is 

also a predictor of high job performance of sales people of insurance companies. Barling and 

Beattie (1983) found that self-efficacy is a significant predictor of sales calls (visits), the 

policies sold, and skills paramount for sales performance. 

It might be noted with a couple of exemptions (Ahearne et al., 2005; Verbeke, Dietz, & 

Verwaal, 2011), there is a lack of marketing studies, particularly in sales, that utilizes the two 

components of adaptability and self-efficacy as precursors to individual sales person 

performance. This is on account of most such reviews originate from brain psychology 

(Griffin & Heskesh, 2003; Hughes, Le Bon, & Rapp, 2013; Predmore & Bonnice, 1994). 

Hence, we contend that self-efficacy specifically influences sales performance. Auh et al. 

(2014) studied the matter of dealing conflict and self-efficacy with performance, and found 

that both are the strong predictors of performance. Another recent study conducted by 

Wambua and Nzulwa (2016) found that motivational approach could be taken for influencing 

sales team towards improving their performance. Keeping in view the above findings, it 

could be maintained that self-efficacy might be taken as a motivational approach to enhance 

performance of sales staff.  
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Some empirical researches have also investigated the importance of self-efficacy for job 

satisfaction. Lai and Chen (2012) found that job satisfaction is significantly related with self-

efficacy. According to Goebel, Deeter-Schmelz and Kennedy (2013) open communication, 

effective feedback, and listening skills predict self-efficacy, which plays a critical role in job 

related outcomes/variables i.e. satisfaction with one’s sales manager. Likewise, Bauer, 

Bodner, Erdogan, Truxillo, and Tucker (2007) and Baeur (n.d.) found that self efficacy is 

significantly related with satisfaction, as well as organizational commitment and turnover. 

As the aforesaid studies and their findings revealed that emotional intelligence and self-

efficacy are positively related, as well as both of the construct predicts the job related 

outcomes like students’ performance, teachers’ performance, instructional quality, emotional 

intelligence, motivation, organizational citizenship behaviour, job performance and job 

satisfaction of employees at the work environment. Arguably, it could be supposed that self-

efficacy positively influences employees’ job related outcomes i.e. job performance and job 

satisfaction. Thus the said supposition was hypothesized that: 

H3a: Self-efficacy is positively related with job performance. 

              

 H3a        

Direct Relation   

        

Figure 4. Relationship between Self-efficacy & Job Performance  

 

H4a: Self-efficacy is positively related with job satisfaction. 

 

      H4a       

Direct Relation 

 

 

Figure 5. Relationship between Self-efficacy & Job Satisfaction 
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2.4 Attitude  

What is attitude? Most of the time people mix up the term attitude with behaviour. Before 

discussing the detailed literature regarding attitude and its relationship with job related 

outcomes, it’s essential to know about the attitude and its ingredients. Robbins et al. (2009) 

defined attitude as “Evaluative statements or judgments concerning objects, people, or 

events” (p. 79). According to Robbins et al. (2009), there are three components of attitude, 

i.e. cognitive, behavioural, and affective component. Robbins et al. (2009) stated that 

cognitive component is the description of something or someone, or beliefs about something. 

The second component of attitude is affective component, which is regulated by emotions and 

feelings. Its example might be given as, “I am angry over how little I’m paid.” In this 

component one can see the feelings that are directed towards something or someone. The 

third component is called behavioural component, which shows the intention of someone to 

behave towards somebody or something in a certain way. It might be illustrated as, “I am 

going to search for another job that pays better.” As discussed in aforesaid lines the 

importance of emotional intelligence and self-efficacy for the job related outcomes, likewise, 

attitude is also important for the positive prediction of job related outcomes. Robbins et al. 

(2009) illustrated the importance of attitude and its components crucial for other 

organizational and individual factors, i.e. job involvement, organizational commitment, 

perceived organizational support, employee engagement, job engagement, and particularly 

job satisfaction, and job performance of employees at a workplace. As attitude is one of the 

exogenous variables of this research investigation, past researchers have studied the role of 

attitude in different sectors like consumers’ attitude towards product and services, employees’ 

attitude toward the job, and managers’ attitude, etc. Firstly, the attitude could be discussed 

from a consumer's perspective; some of them are discussed in the next lines. 
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2.4.1 Related Literature of Attitude 

Manaktola and Jauhari (2007) studied the issue of attitude and services in the hotel 

industry. They found that the consumers of hotel services are cognizant about 

environmentally friendly practices in India, and the hotel services’ consumers have 

patronized those hotels, which give priority to green practices, though not compromising on 

service quality. Consumer showed a positive attitude towards the use of lodging services of 

hotels, which adopt green practices, but the consumers do not like to pay additional charges 

for their services. Their results were confirmed by Punyatoya (2015). Punyatoya (2015) 

found that consumers’ trust on environmentally friendly brands and high perceived brand 

value predict consumers’ positive attitude towards the brand. And consumers’ positive 

attitudes towards environmentally friendly brands positively predict intention to purchase the 

brand. 

In Islamic home financing context, Alam, Janor, Jano, Chel-Wel and Ahsan (2012) 

conducted a study with the objective to know about the role of religiosity in predicting 

consumers’ intention to purchase Islamic home financing policy. These researchers utilized 

the theory of planned behaviour (TPB) in the context of Islamic home financing. They found 

that attitude, perceived behavioural control, subjective norm, and religious mindedness of 

consumers are paramount predictors of their intention.  

Ching, Tong, Chen and Chen (2013) depicted the moderating role of advertisement 

involvement in the relationship of narrative online advertising (advertisements, 

entertainment, interactivity, and self-referencing) and attitude towards the product. They 

found that narrative online advertisements predict positive attitudes towards products. They 

further maintained that advertisement involvement moderated the link of self-referencing and 

consumers’ attitude towards the product.  
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The role of consumers’ attitude seems important for branding strategies. Consumers’ 

attitude might be noted for branding strategies. Le, Cheng, Kuntjara and Lin (2014) depicted 

the relationship between rebranding strategies and consumer brand preferences. They found 

that when consumers have a pleasant attitude towards brand, then evolutionary branding 

strategies are suitable for enhancing consumer brand preference; while in case of less 

pleasant attitude revolutionary rebranding strategies are superior.  

Similar to Alam et al. (2012), a research study conducted by Amin, Abdul-Rahman and 

Dzuljastri (2014) using the theory of perceived behaviour as a baseline, to find out the 

relationship of consumer acceptance with Islamic home financing. Amin et al. (2014) found 

that in addition to other factors of Islamicity of product, perceived behavioural control, 

subjective norm, and attitude also paramount in predicting consumer acceptance.  

Not only attitude of consumers towards the products and services has been considered as 

important, but attitude towards relationship marketing is also paramount in marketing sector. 

Jones et al. (2015) studied the importance of attitude towards relationship marketing. They 

found that positive attitude of approximately 70% of the sampled consumers towards 

relationship marketing; while 30% of the sampled consumers showed negative attitude or 

stayed neutral, and 39% showed interest in the companies preferring no relationship 

marketing. The overall consumers’ attitude was found positive in favour of specific 

relationship marketing tactics.  

It should also be noted that the consumer’s attitude towards Islamic banking system is 

based on religious mindedness. Souiden and Rani (2015) found that fear of divine 

punishment, and believes in Islamic rules develop a positive attitude towards the Islamic 

banking system. They also found an insignificant relationship between religious involvement 

(practice and interest) and attitude towards Islamic banks. By studying other alternative 

models, it was found that fear of divine punishment, beliefs, and religious involvement has no 



40 
 

direct effect on consumers’ intention to purchase the services of Islamic banking. Souiden 

and Rani found that attitude of consumers mediated the link between religiosity of consumers 

and Islamic banks. 

Suki (2016) investigated the relationship of intention to purchase green products with 

impact of green brands, customers’ attitude and green brand knowledge. Suki (2016) found 

that green brand knowledge positively predict customers’ attitude towards brands.  

Sreejesh and Mitra (2016) studied the system of mobile banking while depicting the 

moderating role of perceived privacy concern in the relationship of information content with 

customer attitude and transaction intention. They found that all the dimensions of information 

content (i.e. information relevancy, information accuracy, information timelines, and ease in 

using information form) were positively related to customers’ attitude towards mobile 

banking, and customers’ attitude towards mobile banking positively predicts transaction 

intention. Testing the mediating role of attitude, they found that attitude partially mediated 

the relationship of information timeline and ease of use with transaction intention. They 

further added that attitude fully mediates the relationship between information relevancy and 

information accuracy with transaction intention.  

Amin, Rahim, Rahman, Razak and Rizal (2017) studied to find out the influence of service 

quality, and Islamic debt policy on consumer attitude within the Islamic mortgage system of 

Malaysia, as well as to find out the effect of behaviour on consumer preference for selection 

of Islamic mortgage policy. They in their research study, followed qualitative method. They 

found that both of the constructs i.e. Islamic debt policy, product choice, and service quality 

positively predict consumer attitude, which influence Islamic home financing preference. 

They also found that consumer attitude mediates the relationship of Islamic debt policy, 

product choice, and service quality with the Islamic home financing. 
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One can remind the story of economic downturn in Greece and generally the financial 

crisis in Europe, it is generally believed that success in winning a high market share is mostly 

gotten from a company’s human resources, as human resources are a standout amongst the 

most essential assets for a firm to create competitive advantage (Zhang, & Morris, 2014, p. 

84). Thus, their attitude matter for their job related outcomes as well as the organization. As 

the aforementioned research studies revealed that the attitudinal and behavioural dimensions 

of the consumers/customers highly matters for organizations. Mention should also be made of 

employees’ attitude towards their job that may negatively or positively influence their job 

related outcomes.  

Some researchers have investigated the job performance-related attitudes as job 

satisfaction (Brown, & Peterson, 1993; Judge et al., 2001), organizational commitment 

(Mathieu, & Zajac, 1990; Meyer et al., 2002; Riketta, 2002), and POS of employees 

(Rhoades, & Eisenberger, 2002; Riggle, Edmondson, & Hansen, 2009). In their meta-

analyses, they proved that these job performance-related attitudes positively influence job 

performance.  

According to Ajzen and Fishbein (2005) the work related attitudes can grasp and show any 

aspect of the relations between the employer and employee. These attitudes are paramount 

elements for organizational level outcomes. Empirical researchers have found this work-

related attitudes important predictors of organizational performance (Guest, 2011; Macky, & 

Boxall, 2007; Ramsey et al., 2000; Zigan et al., 2007). Likewise, work-related attitudes 

predict job performance (Judge et al., 2001; Mawhinney, 2011). Accordingly, employee 

attitudes are highly considered in performance management system of organizations 

(Choong, 2014; Denton, 2005).  
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Not alone the ability, competency in terms of knowledge, and skills, attitude and 

behaviour are vital for one to be excellent in performance (Borman, 2004; Borman, & 

Motowidlo, 1997; Organ, 1997).  

The attitudes may be negative or positive. Bauer et al. (2007) maintained that negative 

attitude may result in poor behaviours like low commitment level, poor performance, and 

turnover. 

Müller and Turner (2010) investigated the relationship between attitude and leadership 

competencies and successful completion of the project. They investigated two types of 

variations, i.e. project results and business results. They found that project results are 

predicted by the attitudes of project managers; and the business results are caused by a 

combination of managers’ attitudes and emotional competencies.  

According to Siddiquee (2010), the improvement of competencies and skills, and 

positively changing attitude and habits of the individuals serving in the public sector is of 

principal significance in result-based management in Malaysia’s public sector. The 

government ought to give careful consideration in changing the behaviour and attitude of 

open hirelings as they are the capable source in understanding the government aspiration to 

sling its service delivery performance standard.  

Past research has shown that HR practices lead to a high amount of productivity, 

organizational performance, and low rate of turnover (Arthur, 1992; Huselid, 1995). The 

same results were proved by the research studies that were conducted in different sectors i.e. 

hospitality (Chand, 2010), healthcare (Ang, Bartram, McNeil, Leggat, & Stanton, 2013; 

Bartram, Karimi, Leggat & Stanton, 2014; Leggat, Bartram, Casimir, & Stanton, 2010; 

Zhang, Cherrie, Dowling & Bartram, 2013). The main idea behind a high performance work 

system (HPWS) and organizational performance is that organizational performance does not 

stem from the prevailing HR practices, but this is because of HR practices contributing 
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employees’ attitudes and their behaviours (Delery, 1998; Messersmith, Patel, & Lepak, 

2011). According to Purcell and Kinnie (2007) these job attitudes mediate the relationship 

between HPWS and organizational performance. Not only job attitude mediates the 

relationship between HPWS and organizational performance, but HPWS also predicts 

employees’ job attitudes and their job outcomes (Macky, & Boxall, 2007; Takeuchi et al., 

2009; Zhang, & Morris, 2014).  

Kumari and Pandey (2011) investigated the job satisfaction of public and private sector 

employees. The findings showed that ambivalence negatively revealed employees’ job 

satisfaction. They concluded that the people with low job satisfaction more ambivalent than 

people with high job satisfaction.  

Researchers have found that the culture of a society, the demographic features, and 

personality of individuals to shape the psychological and behavioural constructs of the 

individuals. According to Boles et al. (2003, 2012) these cultural, demographic features, and 

personality factors significantly shape attitudes, behaviour, intentions, and perceptions of 

individuals. Thus, emotional intelligence, self-efficacy, and supervisory support seem 

important for the development of positive attitude among the individuals that lead to their 

best performance and job satisfaction.  

It needs to know how attitude develops at work environment, and what is the influence of 

attitude on the individual and organizational factors? As discussed earlier, emotional 

intelligence as personal factors of individuals, and one of the independent variables of this 

study, seems very important in regulating and improving emotions, attitudes and behaviours 

of employees as well as managers (Brunetto et al., 2012; Carmeli, 2003; Carmeli, & Josman, 

2006; Greenidge, Devonish, & Alleyne, 2014; Lopes et al., 2006).  

For experienced public servants, task significance is a major element that leads to a 

positive attitude. It was found that when the public servants admit their service essential for 
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the organizations in achieving the organization’s mission, vision, and the organization’s 

targeted goals, automatically eventuates in creation of feelings of social impact and social 

worth among the public servants in their present work. The servants feel their service 

worthwhile and valuable, if they believe that their service positively influence other servants 

in their respective organizations and the community at large (Hassan, 2014; Hauff, & Richter, 

2015; Krasman, 2012).  

Tansel and Gazîoğlu (2014) investigated the relationship between management and 

employees, the firm size and employees’ job satisfaction. They found that firm size is the 

predictor of a satisfactory level of management-employee relations. Large firm size indicated 

less satisfactory management-employee relations than small firms. They concluded that poor 

relations between management and employees may lead to low level of job satisfaction of 

employees. Thus, it could be concluded that favourable and supportive management results in 

a positive attitude of employees that could lead to high level of employees’ job performance 

and job satisfaction in their work environment.   

Bhattacharyya (2014) investigated the link between attitude and social responsibility 

among Indian and Australian managers. Bhattacharyya found that both the groups have a 

positive attitude towards the sense of social responsibility. The Indian group showed high 

concern for the social issues than Australian group. The Indian group showed a positive 

concern for all the issues of social responsibility, while Australian group showed concern for 

just a few issues relating to social responsibility. Both the groups of managers showed 

differences in the relationship between attitude and different social issues. 

Ismail, Kassim, Amit and Rasdi (2014) showed the construct of attitude a noticeable one 

in corporate social responsibility (CSR) managers’ role. They found that generally, CSR 

managers had a medium level of view of attitude. The CSR chiefs appeared to be socially 
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capable to catch a decent picture out in the open. The CSR managers showed to be a socially 

responsible attitude to capture a good image in public.  

Not only the individual factors are influenced by the individuals’ attitude, but it also seems 

elemental for organization wide financial decision. Soomro and Shah (2015) studied the 

relationship between entrepreneurship and attitude towards entrepreneurship. They found a 

positive relationship between entrepreneurship intention and attitude towards 

entrepreneurship.  

The relationship between job satisfaction and attitude in the field of journalism seems 

highly important. According to Ireri (2015), job satisfaction positively affects the attitude and 

behaviour of Kenyan journalists, which helps in reporting information and news. 

Patel and Dumatar (2015) investigated the role of medical representative on knowledge, 

attitude and practice of practitioners in private setup. They found that the industry’s and 

medical representatives’ endeavours are of no importance for the attitude, knowledge and 

understanding, and practice of drugs by the practitioners. They concluded that future 

researchers should focus on studies at large scale for confirmation of the findings. 

According to Ghosh, Rai, Chauhan, Gupta and Singh (2015), Krasman (2012) and Sulea, 

Virga, Maricutoiu, Schaufeli, Dumitru and Sava (2012) the jobs that provide opportunities to 

their employees to perform different activities through applying diverse skills and talents 

leads to a positive attitude and behavioural constructs at the work environment.  

A research investigation conducted by Samad, Bukhari and Zainullabdeen (2015) to find 

out the relationship between missionary selling behaviours towards sales performance on 

prescription drugs in Tamilnadu. They found that adaptive selling behaviour positively 

influence the sales performance of pharmaceutical sales representatives. 

Fedi, Pucci, Tartaglia and Rollero (2016) conducted a study to find out the correlates of 

work alienation and positive job attitudes among high status and low status workers. They 
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found high status workers with high perception of control that result in a greater level of job 

involvement and job satisfaction. They also maintained a positive relationship between job 

involvement and job satisfaction. 

Johari and Yahya (2016) depicted the employees’ work involvement, job characteristics, 

and job performance of public servants. They found various sources of feedback for public 

servants. They found the customers, peers, and supervisors, as well as the job itself as sources 

of feedback. 

Boyar, Wagner, Petzinger and Mckinley (2016) investigated the influence of family roles 

(financial and caregivers) on the attitude and behaviours. Attitude and behaviour were 

measured through the dimensions of absenteeism, core self-evacuation, job performance and 

life satisfaction of employees. They found that family roles positively influence life 

satisfaction of employees. Core self-evaluation moderated the relationship of caregiver role 

responsibility, financial role responsibility, and life satisfaction. Individuals with higher 

scores core self-evaluation showed higher levels of life satisfaction and financial role 

responsibility. The relationship between core self-evaluation and life satisfaction was 

positively moderated by caregiver role responsibility. They found a positive relationship 

between caregiver role, responsibility and life satisfaction.  

Melián-gonzález (2016) studied the relationship between work-related attitudes and job 

performance. Melián-gonzález (2016) measured work-related attitudes in shape of perceived 

organizational support, psychological contract breach, organizational commitment, 

supervisory support, and job satisfaction. Melián-gonzález (2016) found that organizational 

commitment and job satisfaction positively predict job performance. Perceived supervisory 

support less significantly predicted job performance, while perceived citizenship behaviour 

has no relationship with job performance. Melián-gonzález (2016) found for both perceived 

supervisory support and perceived citizenship behaviour, that both do not influence job 
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performance directly, but there may be some other attitudinal variables through which PSS 

and PCB influence job performance. Interestingly, all the attitudinal variables were found 

significantly related.  

Rahman, Haski-Leventhal and Pournader (2016) studied the influence of employees’ 

corporate social responsibility (CSR) attitudes on their job satisfaction and organizational 

commitment. They found that employees’ CSR attitude positively predicts job satisfaction 

and organizational commitment specifically the dimensions of affective commitment and 

normative commitment. 

Attitude is not only important for employees at their working environment, but it is also 

paramount for school students. Jackson, Pang, Brown, Cain, Dingle and Bonebrake (2016) 

conducted a research study to find out the environmental attitudes and behaviours of 

secondary school students of government and international schools of Hong Kong. They 

found no difference in the attitudes and behaviours of students either studying in government 

school or international school. 

Recently Kloutsiniotis and Mihail (2017) highlighted the issue of high-performance work 

systems (HPWS) in predicting employees’ attitudes, as well as the mediating effect of 

employees’ attitudes in the relationship of HPWS with their affective commitment and 

intention to leave. Work engagement and job satisfaction were taken as employee attitudes. 

Results showed that HPWS significantly predicts affective commitment, job satisfaction, and 

work engagement. Work engagement and job satisfaction positively mediated the link 

between HPWS and affective commitment, and negatively mediated link between HPWS and 

employees’ intention to leave their organization. 

This is clear from the findings of the aforesaid empirical research studies, that attitude is 

phenomenal for the job related outcomes of employees at the working environment. Thus, it 

was hypothesized that; 
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H5a: Attitude is positively related with job performance. 

              

   H5a        

Direct Relation   

        

Figure 6. Relationship between Attitude & Job Performance  

 

H6a: Attitude is positively related with job satisfaction. 

 

      H6a       

Direct Relation 

 

 

Figure 7. Relationship between Attitude & Job Satisfaction 

 

2.5 The Supervisory Support and Social Exchange Theory 

Social exchange theory is a sociological perspective that clarifies social change and 

stability as a procedure of arranged transactions between parties. Social exchange theory 

postulates that relations between/among human beings are framed by the utilization of a 

subjective cost-benefit analysis and the comparison of options (Bishop, Scott, & Burroughs, 

2002; Cropanzano, & Mitchell, 2005). It is utilized much of the time as a part of the business 

world to suggest a two-sided, contingently based on the situations, and composed of 

exchange of values. Social exchange theory has some rules; among those the most widely 

accepted rule is reciprocity. 

Reciprocity is to repay others what one gets from others. All around, most social 

exchange, research concentrates on the positive reciprocity norms, mean to say that 

individuals expect to get the same in return what is given to others or organizations. 

Notwithstanding, exchanges may likewise include a negative aspect, implying that individual 

retaliates for a damage. The rule of give-and-take that stems from reciprocity motivates 

individuals for doing something. The idea of positive reciprocal exchange builds close 

relationships between/among individuals as well as with their organizations.  

 

Job Satisfaction 

Job Performance Attitude 

Self efficacy 
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A humble and fair treatment in the workplace has a good influence on work attitudes, and 

unfair treatment results in a negative attitude towards the organization. Perceived 

organizational support is to provide a supportive and caring environment for the employees 

(Ahmed et al., 2012). Eisenberger et al. (1986) found that perceived organizational support is 

the outcome of organizational support theory. According to Blau’s (1964), organizational 

support theory is based on social exchange theory, and both the theories accept the norms of 

reciprocity. Research revealed that both the parties, i.e. employee and organization keep 

continue the relations due to the exchange of some values unless detachment happens from 

one side (Ahmed et al., 2012; Chen and Eldridge, 2011). Supervisory support is a dimension 

of Organizational Support. According to social exchange theory, when the supervisors 

support their employees/subordinate staff, subordinates perceive support from supervisors; it 

influences the subordinates to support the organization (Eisenberger et al., 1986). Keeping in 

view the main theme of this study, if the pharmaceutical sales representatives are supported 

for their well-being by their boss, will produce more good results for the firm. 

Previous research studies have validated that supervisory support influences the 

organizational and individual level factors. Some of them are discussed in the next lines. 

2.5.1 Related Literature of Supervisory Support 

Dawley, Andrews and Bucklew (2008) investigated the relationship of mentoring, 

supervisory support, and perceived organizational support with organizational commitment 

and job search behaviour. Their study found that compare to perceived organizational 

support, mentoring and supervisor support were a weaker predictor of organizational 

commitment and job search behaviour.  

Newman, Thanacoody and Hui (2011) investigated the relationship of perceived 

organizational support, perceived supervisor support and intra-organizational network 

resources on turnover intentions. They found a positive relationship between perceived 
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organizational and affective organizational commitment, which thusly was adversely 

identified with turnover goals. It was found that perceived supervisory support and turnover 

intention were directly related, the same relationship was mediated through perceived 

organizational support. They further added that perceived organizational support mediated 

the link between intra-organizational network resources and turnover intentions.  

Theory suggests that both perceived supervisory support and psychological contract 

breach influence job performance through other different attitudes more than demonstrating 

an immediate effect on it. The findings of Melián-gonzález’s (2016) study affirm the same 

concept since perceived supervisory support clarified a little rate of variation in job 

performance than the entire model, and a psychological contract breach did not relate 

altogether with job performance (Melián-gonzález, 2016). 

Recently, another interesting study that was designed to investigate the link of corporate 

policy and supervisory support with environmental citizenship behaviour of employees with 

the mediating role of employee environmental beliefs and commitment. The idea of the same 

was to find out the mediating role of employee environmental commitment in the relationship 

of perceived corporate environmental policy and environmental citizenship behaviour, and 

the moderating role of perceived environmental beliefs in the relationship of perceived 

corporate environmental policy and employee environmental commitment. Findings showed 

that when the organization value environmental protection, the employees feel attached to the 

corporate environmental goals and values, that is shown in the shape of environmental 

citizenship behaviour. Interestingly, it was found that environmental commitment mediated 

positively between supervisory support and environmental citizenship behaviours. A positive 

relationship was found between supervisory support and environmental citizenship 

behaviours (Raineri, & Paillé, 2016).  
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Suan and Nasurdin (2016) investigated the influence of supervisory support on work 

engagement. They found that there is a strong positive relationship between supervisory 

support and work engagement for male more than female employees.  

Not only variation in work engagement, but supervisory support is also responsible for 

variation in turnover intention. Tuzun and Kalemci (2012) found that employees higher on 

perceived supervisory support and low on perceived organizational support report great level 

of turnover intention compare to employees who perceive low perceived supervisory support 

and perceived organizational support.  

Supervisor support moderates the relationship of depersonalization with turnover 

intention, and do not moderate the relationship of emotional exhaustion and reduced personal 

accomplishments with turnover intention (Choi, Cheong, & Feinberg, 2012). Similar to Choi 

et al. (2012), Simosi (2012) found that perceived organizational support positively moderates 

the relationship between supervisory support and training transfer. Wickramasinghe (2012) 

found that supervisory support moderates the relationship between work schedule flexibility 

and job stress.  

Not only the organizational factors, but supervisory support also moderates the 

relationship between individual level factors. Lu, cooper, and Lin (2013) found that the 

higher the supervisory support the greater the negative relationship between presenteeism and 

exhaustion.  

Sumathi, Kamalanabhan and Thenmozhi (2013) found that when the organization provide 

good HR practices in shape of job autonomy, and pay and reward structure, ensures social 

support like supervisory and co-worker support, as well health facility, the employees 

perceive organizational support. They found the supervisor support and co-worker support 

has high influence on perceived organizational support than HR practices and health 

facilities.  
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Yadav and Rangnekar (2015) depicted the mediating role of participation in decision 

making and job satisfaction in the relationship of supervisory support and organizational 

citizenship support. They found that supervisory support is positively related with both 

participations in decision making and job satisfaction, which in turn infuse a high level of 

organizational citizenship behaviour in employees. Participation in decision making showed a 

better mediating role in the relationship of supervisory support and organizational citizenship 

behaviour.  

Faheem and Saeed (2015) depicted the relationship between behaviour-based sales control 

system and salespersons’ work engagement with the moderating role of supervisory support. 

They found that the higher the supervisory support the greater the relationship between 

behaviour-based sales control system and salespersons’ work engagement.  

Khan, Mahmood, Kanwal and Latif (2015) investigated the mediating role of perceived 

organizational support in the relationship of supervisory support and workplace deviance. 

They found that perceived organizational support partially mediates the effect of supervisory 

support on workplace deviance. It was implied that when the organizations give 

commensurate rewards, and opportunities for employees’ growth, and their participation in 

decision making, the employees perceive more support that may lead to high performance 

and satisfaction. 

Jin, McDonald and Park (2016) investigated the moderating role of perceived supervisor 

support and performance-oriented culture in the relationship of followership and job 

satisfaction. They found that there is positive relationship between active followership and 

job satisfaction, and perceived supervisory support positively moderates the relationship 

between active followership and job satisfaction.  

Tang and Tsaur (2016) investigated the moderating and mediating role of positive group 

affective tone in the relationship of supervisory support climate and service-oriented OCB. 
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Results revealed that supervisory support positively related with service-oriented OCB, and 

positive group affective tone partially mediated, and significantly moderates the relationship 

between supervisory support climate and service-oriented OCB.   

Oentoro, Popaitoon and Kongchan (2016) investigated the relationship between perceived 

supervisory support and service recovery performance with the moderating role of 

personality traits. They found a positive relationship between supervisory support and service 

recovery performance, and the said relationship was found to be indifferent when higher the 

extraversion personality of employees. Emotional stability showed a positive moderating role 

in the relationship between supervisory support and service recovery performance.  

Au and Ahmed (2016) investigated to find out the relationships between superior support, 

work role stressors and work-life experience. The findings revealed that work role stressors 

have a mediating role in the relationship of superior support and work life experience. 

Superior support showed a positive relationship with work role ambiguity and work-life 

enrichment. Interestingly, superior support was found to be insignificantly related with work 

role conflict, work role overload and work-life conflict. 

H1b: Supervisory support positively moderates the link between emotional intelligence and 

job performance. 

 

      

              H1b          Direct relation 

               Moderation 

 

Figure 8. Moderating Role of Supervisory Support in the relationship of Emotional 

Intelligence & Job Performance 
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H3b: Supervisory support positively moderates the link between self-efficacy and job 

performance. 

 

      

                   H3b            Direct Relation 

                  Moderation 

 

Figure 9. Moderating Role of Supervisory Support in the relationship of Self-efficacy & Job 

Performance 
 

H5b: Supervisory support positively moderates the link between attitude and job performance. 
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Figure 10. Moderating Role of Supervisory Support in the relationship of Attitude & Job 

Performance 

 

H2b: Supervisory support positively moderates the link between emotional intelligence and 

job satisfaction. 
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Figure 11. Moderating Role of Supervisory Support in the relationship of Emotional 

Intelligence & Job Satisfaction 
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H4b: Supervisory support positively moderates the link between self-efficacy and job 

satisfaction.  

 

 

     H4b              Direct Relation 

         Moderation 

Figure 12. Moderating Role of Supervisory Support in the Relationship of Self-efficacy & 

Job Satisfaction 

 

H6b: Supervisory support positively moderates the link between attitude and job satisfaction. 
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Figure 13. Moderating Role of Supervisory Support in the Relationship of Attitude & Job 

Satisfaction  

        
2.6 Product Knowledge  

Research has found that pharmaceutical companies allocate budget for promotion of their 

drugs more than the budget allocated for research and development. Relman and Angell 

(2002) reported that Novartis Company consumed 36% of their total revenue on the 

marketing activities of their drugs. The techniques used by the pharmaceutical companies for 

sale promotion of drugs, are visits to physicians, pharmacists, and health professionals made 

by the sales representatives (Hurwitz, & Caves, 1988). At the same time it is true to say that 

each pharmaceutical company’s primary interest is to increase sales of the product they 

produce. Mention should also be made that healthcare professionals, doctors, or physicians 

are used as the main conduit for sales of pharmaceutical products. One research found that 12 

billion is the annual expenditure of the pharmaceutical industry, which is spent on gifts and 
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payments to these healthcare professionals, doctors and physicians (Katz, & Caplan, 2003; 

Studdert, Sc, Mello, & Brennan, 2004). According to Wazana’s (2000) report, 

pharmaceutical companies offer an average of six gifts to healthcare professionals annually. 

Keim, Mays, and Grant (2004) in their survey on directors (doctors) of accidents and 

emergency departments reported that 35% of directors expressed that they receive free 

samples of medicines from the pharmaceutical industry, while 29% directors responded about 

free travel to meetings and symposiums, and 41 expressed that the residents were educated 

regarding the drugs by the sales representatives of pharmaceutical companies (as cited by 

Blumenthal, 2004). Likewise Katz and Caplan (2003), Studdert et al. (2004), and Keim et al. 

(2004), Moynihan (2003) also confirmed that for extolling companies’ drugs, the 

pharmaceutical companies use to keep strong bonds with physicians, by applying the 

techniques of offering gifts, pens, and notepads inscribed drugs names, and offering some 

luxury entertainment packages, tours and trips.  

From the findings of the above research studies, the link between pharmaceutical 

companies and healthcare professionals is noteworthy for both the company and healthcare 

professionals. The consequences and nature of the interaction between physicians/prescribers 

and pharmaceutical firms are of prime importance for physicians/prescribers, patients, and 

the pharmaceutical company (Blumenthal, 2004). 

As discussed earlier that product knowledge is the moderating variable of this study, the 

next lines provide information on the role of product knowledge in performance of 

employees at their work environment.  

2.6.1 Related Literature of Product Knowledge 

In their research investigation, Chren (1999), Brett, Burr, and Moloo (2003) found that 

physicians’ knowledge about the drugs they prescribe to the patients is based on interaction 

with pharmaceutical companies. Chren (1999) and Brett et al. (2003) also maintained that 
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such interaction is valuable for free provision of drug samples to patients (as cited by 

Blumenthal, 2004).  

In particular, however, the product (drugs) knowledge is of prime importance for 

pharmaceutical sales representatives to achieve their sales target and fulfil customer needs. In 

addition, it is needed for pharmaceutical sales representatives to know about the names of the 

products (drugs) they offer to the customers through physicians. According to Hurwitz and 

Caves (1988), a drug has three names that show different features of the drug. One is 

chemical name that shows the chemical properties and molecular structure. The other is a 

generic name, which is derived from the chemical name of the drug. The third one is a brand 

name, which is usually kept shorter for keeping remember about the properties and uses of 

the drug. The brand name is protected by a trademark.  

According to Ahearne and Schillewaert (2000) marketing skills predict salesperson’s 

performance. It should also be emphasized that Rentz, Shepherd, Armen, Tashchian, 

Dabholkar and Ladd (2002) presented selling skills into three categories, i.e. interpersonal, 

salesmanship, and technical skills. They further maintained that these skills are strong 

predictors of sales representatives’ performance. Indeed, from this study it might be derived 

that sales representatives’ technical skills are the knowledge about the products/services they 

offer, which is paramount for their performance.  

As defined in Chapter 1, this research study means product knowledge as knowing about 

the features, functions, specification and application of the product, others named such 

factors as technical skills of the salespersons (Behrman and Perreault, 1982, as cited in 

Baldauf & Cravens, 2002; Futrell, 2006). On the basis of their research findings, researchers 

advised that salespeople needs to be equipped with the knowledge about the customers’ 

needs, products, competitors, and product line and sales policies, important for their 

performance (Basir et al., 2010; Behrman, & Perreault, 1982; Futrell, 2006).  
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In other words, not only the workers’ satisfaction is paramount for the competitiveness of 

the organization, but their knowledge is also essential for organizational competitiveness 

(DeGeus, 1997; Drucker, 1964, 1998).  

Research has found that product knowledge is positively related with performance of 

salespersons (Babakus, Cravens, Grant, Ingram, & LaForge, 1996; Baldauf, & Cravens, 

2002; Cravens, Ingram, LaForge, & Yong, 1993). Mention should also be made of Dariane, 

Tucci and Wiman (2001), and Makinen’s (2004) research work, who confirmed that product 

knowledge, is important for salespersons. Moreover, research studies have also revealed that 

knowledge of external and internal organizational issues is crucial for performance of selling 

tasks of salespersons (Churchill, Gilbert, Ford, Johnson, & Walker, 2000; Shoemaker, & 

Johlke, 2002; Ingram et al., 2004). It should also be noted that knowledge about customer is 

important for sales representatives (Donath, 1993; Smith, & Owens, 1995). Pettijohn and 

Pettijohn (1994), and Ingram et al. (2004) confirmed that customer knowledge is important 

for the training of salespersons. Sujan, Sujan and Bettman (1988) found that effective 

salespeople possess more interrelated knowledge than less effective salespeople. Moreover, 

Weitz (1978) found that performance was positively significantly related with the strategy 

formulation capabilities, which depends on knowledge about competitor, market and 

specially product.  

Nonaka (1991), Alavi and Leidner (2001) and Hofer-Alfeis (2003) found that intangible 

assets are of paramount importance for a business organization. Among those intangible asset 

knowledge was found the noteworthy one. Indeed, the competitive advantage factors of an 

organization include the accumulation, management and utilization of the knowledge 

(Drucker, 1993; Quinn, 1992; Stewart, 1997; Toffler, 1990).   

Hence, it might be concluded that product knowledge seems highly important for slaeforce 

to perform better and feel satisfied.  
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Claycomb, Dröge, and Germain (2002) while studying the moderating role of uncertainty 

in the relationship of applied product quality knowledge and performance. They found that 

the firms, which can determine fit between product quality knowledge application and 

environmental uncertainty, will be good market and financial performers.  

Application of internal knowledge has a significant role in firm’s performance when the 

business face uncertain environment (Nonaka, 1991; Sanchez, & Mahoney, 1996). Hoopes 

and Postrel (1999) also confirmed that applied internal knowledge has a positive role in 

firm’s performance (as cited by Claycomb et al., 2002).  

Ingram et al. (2004) reiterated the importance of product knowledge. Ingram et al. 

emphasized that salespersons should know about the product’s application, its benefits, 

competitive strengths, and limitations.  

Basir et al. (2010) investigated the relationship between sales skills and salespeople’s 

performance. They measured sales skills in terms of interpersonal, salesmanship, marketing, 

and technical skills. They found that the technical skills other than interpersonal, 

salesmanship and marketing skills of salespeople do not affect their performance.  

McGuinness and Hutchinson (2013) studied the role of product knowledge in the 

competitive advantage of grocery retailers. They investigated the product knowledge in terms 

of knowing about how to offer a unique product; knowing how to identify and source from 

quality suppliers; knowing the preparation, recipes and storage methods; and knowing 

merchandising methods. They found that product knowledge is a determinant of success of 

grocery retailers.  

According to Iqbal et al. (2012) relevant knowledge is of prime importance for sale 

representatives in medicinal sales. The same was confirmed by the report of 

GlaxoSmithKline (a multinational pharmaceutical company) that sales representatives should 

be kitted out with proper information and knowledge about the product (Witty, 2014). Witty 
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(2014) further added that role of sales representatives is important for company reputation, as 

they give information and detail the physicians about the products/drugs. 

It should also be noted that the items used by Basir et al. (2010) for measuring technical 

skills were to know about the product or services the salespeople offer. It might be argued 

that there are some individual and organizational factors that influence performance of 

salespeople.  

All things considered, then it might be concluded that it is needed to investigate the role of 

product knowledge on the relationship of individual and organizational constructs with job-

related outcomes of sales representatives. Therefore, this research attempted to study the 

moderating role of the product knowledge along with supervisory support in the relationship 

of emotional intelligence, self-efficacy, and attitude with job-related outcomes of 

pharmaceutical sales representatives. Thus, it was hypothesized that:  

H1c: Product knowledge positively moderates the link between emotional intelligence and job 

performance. 

 

H1c             Direct Relation 

  Moderation 

 

Figure 14. Moderating Role of Product Knowledge in the Relationship of Emotional 

Intelligence and Job Performance  
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H3c: Product knowledge positively moderates the link between self-efficacy and job 

performance. 

 

                H1c     Direct Relation 

                       Moderation 

                 

 

Figure 15. Moderating Role of Product Knowledge in the Relationship of Self-efficacy and 

Job Performance 

 

H5c: Product knowledge positively moderates the link between attitude and job performance. 

 

 

           H5c         Direct Relation 

                Moderation 

                   
 

Figure 16. Moderating Role of Product Knowledge in the Relationship of Attitude with Job 

Performance                       

 

H2c: Product knowledge positively moderates the link between emotional intelligence and job 

satisfaction. 

          Direct Relation 

H2c       Moderation 

 

Figure 17. Moderating Role of Product Knowledge in the Relationship of Emotional 

Intelligence and Job Satisfaction  
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H4c: Product knowledge positively moderates the link between self-efficacy and job 

satisfaction. 

    Direct Relation 

      H4c             Moderation 

         

 

          

              
Figure 18. Moderating Role of Product Knowledge in the Relationship of Self-efficacy and 

Job Satisfaction 

 

H6c: Product knowledge positively moderates the link between attitude and job satisfaction. 

 

           

 
     Direct Relation 

    H6c               Moderation 

     

 

Figure 19. Moderating Role of Product Knowledge in the Relationship of Attitude & Job 

Satisfaction 

 

2.7 Job-related Outcomes  

The research in hand was designed to study the job-related outcomes (job performance and 

job satisfaction–endogenous variables) of pharmaceutical sales representatives of companies 

operating in Khyber Pakhtunkhwa (Pakistan). Job performance and job satisfaction may also 

call job attitudes (Robbins et at., 2009). The next lines entail the types of performance and 

job satisfaction and detailed review of the literature of the same variables. 

2.7.1 Job Performance  

Traditionally, performance was given the meaning of task performance, but research has 

proved that the employee work behaviour must not be restricted only to the task performance. 

Research firmly states that such behaviours are paramount because they “Shape the 

organizational, social and psychological context that serves as the catalyst for the task 
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activities and processes” (Borman, & Motowidlo, 1997). Research proved three main 

performance behaviours are (i) Counterproductive work behaviour, (ii) Organizational 

citizenship behaviour, and (iii) Task performance.  

2.7.1.1 Counterproductive Work Behaviour   

The type of job performance that can be defined as the behaviour of employees that have 

potential to damage the assets or functioning of the organization, or hurting the organization’s 

employees in a way resulting in their ineffectiveness. Counterproductive work behaviour 

includes abuse of others, overt acts; threats, work avoidance, and work sabotage (McShane, 

& Glinow, 2005). 

2.7.1.2 Organizational Citizenship Behaviour (OCB) 

OCB is another type that shows the citizenship behavioural aspect of employees at their 

organization. Behavioural scientists and psychologists have defined organizational 

citizenship behaviour in their own way based on their empirical research work. Organ (1988) 

has defined OCB as, “Individual behaviour that is discretionary, not directly or explicitly 

recognized by the formal reward system, and that in the aggregate, promotes the effective 

functioning of the organization”. Organ (1988) further added that such behaviour is not 

awarded formally, but this is an extra discretionary contribution that employees consider for 

the organization where they work. Organizational citizenship behaviour is not mandatory for 

definition of duty of employees. 

2.7.1.3 Task performance  

Another important aspect of performance is task performance. According to Rotundo and 

Sackett (2002), task performance refers to “Individuals’ behaviours that contribute to 

organizational goals” (Kim, Ra, Park, & Kwon, 2017). Rank, Nelson, Allen, and Xian, (2009) 

defined task performance as adequately fulfilling technical requirements and include specific 

behaviours related with the completion of the function or work (as cited by Kim et al., 2017). 
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This study has adopted the model of Hur et al. (2015) utilized for measuring the job 

performance of pharmaceutical sales representatives. According to Low, Cravens, Grant and 

Moncrief (2001), job performance is, “The salespeople’s job performance as including both 

its outcomes and behavioural dimensions” (as cited by Hur et al., 2015). However, the job 

performance of pharmaceutical sales representatives was expected in two aspects, 

behavioural dimension, and outcome dimensions accordingly. Behavioural dimension means 

knowing and understanding customer needs and work processes. While outcome dimension 

includes end results/outcomes of salespeople in shape of an increase in market share and sales 

volume. 

2.7.1.4 Related Literature on Job Performance 

Mention should also be made of disagreement on the relationship between job satisfaction 

and job performance of employees. Some researchers found a positive relationship between 

job satisfaction and job performance (Barakat, Lorenz, Ramsey, & Cretoiu, 2015; Gu, & Chi 

Sen Siu, 2009; Miller, Kerr, & Ritter, 2008; Singh, & Das, 2013; Trivellas, Kakkos, Blanas, 

& Santouridis, 2015; Wood, Veldhoven, Croon, & De-Menezes, 2012), but another 

researcher found a negative relationship between job satisfaction and job performance 

(Janssen, & Yperen, 2004; Robbins, Judge, Millett, & Boyle, 2013; Shaikh, Bhutto, & 

Maitlo, 2012; Veloutsou, & Panigyrakis, 2004). 

Knight, Kim and Crutsinger (2007) investigated the relationship of role stress, i.e. role 

conflict and role ambiguity on customer orientation and job performance. They found that 

role conflict has a positive effect on selling orientation and job performance of retail staff, 

and customer orientation mediated the relationship between role stress and job performance.  

The role of gender was studied in relationship with financial performance. Smith et al. 

(2005), Farrel and Hersch (2005), and Rose (2007), depicted the gender’s role for companies’ 

financial performance. They held that female directors insignificantly affect companies’ 
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financial performance. The same was confirmed in a recent research study by Ming and 

Hock-Eam (2016). 

Another research study conducted by Limsila and Ogunlana (2008) to determine the 

relationship between transformational leadership and work performance. They found that 

transformational leadership is positively related with work performance. 

It should also be noted that the marketing mix is of prime importance for the firm’s profit 

performance. Kustin (2010) found that marketing mix elements need to be standardized for 

the firm’s profit performance. 

The researchers have not only studied the performance of sales staff, but the performance 

of contractors in the construction sector has also been investigated so far. Butcher and 

Sheehan (2010) found some behavioural factors that lead to excellent performance of 

contractors, i.e. adding value, listening and acting upon customers’ messages, desire to learn 

and share with the community as well as transferring knowledge, delighting customers and 

stakeholders, and keeping business promises. 

Leung, Chan, and Dongu (2011) investigated the relationship between burnout, job stress, 

psychological stress and task performance of construction project managers, which positively 

affected their interpersonal performance. They found a negative relationship between job 

stress and task performance. Likewise, their organizational performance was negatively 

affected by burnout and physiological stress. 

Some empirical researchers found that most of the time public sector employees receive 

feedback from the customers, supervisor, and peers. It was found that gathering feedback 

infuses a positive attitude and behaviour among the employees at work environment (Bacha, 

2014; Ghosh et al., 2015; Krasman, 2012). At the same time it could be argued that 

supervisory support can play a good role in contributing to the job performance of 

employees. 
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According to Gibbs, and Ashill (2013), and Yavas and Babakus (2010) the practices of 

management like empowerment, servant leadership, and supportive management and other 

factors like job satisfaction and organizational commitment affect the job performance of 

employees working in Frontline services. 

Jen (2013) investigated the relationship between conflict centrality, individual 

performance and job satisfaction. Conflict centrality showed a negative relationship with 

individual performance. Centrality in task conflict networks negatively affected job 

satisfaction. Task interdependency lessened the negative relationship between relationship 

conflicts on individual performance. Task interdependency lessened the positive relationship 

between task conflict and individual performance. 

It was supposed by Yang and Hwang (2014) that big five personality traits positively 

affect the job performance of employees. They found that big five personality traits positively 

affect job performance. The traits of agreeableness and extraversion personality showed a 

greater effect on job performance. 

Indeed, it might be argued that the job performance of frontline workers influences the 

customers’ experience of banks’ brands. Du-Preez and Bendizen (2015) studied the same 

issue. They found that the job performance of Frontline employees positively affects the 

customer’s experience of the bank’s brand. 

García-buades, Ramis-palmer and Manassero-Mas (2015) studied the determinants of 

performance of policemen. They investigated the relationship between climate for innovation, 

performance, and job satisfaction of local policemen in Spain. They found that innovative 

climate is positively related with perceived performance of the policemen. 

Leach-lópez, Stammerjohan, Lee, and Stammerjohan (2015) investigated the relationship 

between budget participation conflict and job performance of South Korean managers. They 

found that budget participation conflict has no direct effect on job performance. The 
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relationship between job satisfaction and job performance was mediated by budget 

participation conflict. It was also found that job satisfaction has significant influence on job 

performance of South Korean managers. 

Recently, Jalalkamal, Ali, Hyun and Nikbin (2016) investigated the relationship between 

communication satisfaction, work values and employee job performance. They found that 

communication (informational and relational) satisfaction positively related with task 

performance and contextual performance. Thus, personal factors seem important for 

performance of employees.  

Karatepe and Aga (2016) investigated the mediating role of work engagement in the 

relationship of organization's mission fulfilment and perceived organizational support with 

job performance. They found that work engagement has a significant mediating role in the 

relationship of organization's mission fulfilment and perceived organizational support with 

job performance. Hence, work engagement is necessary for organizational support and job 

performance of employees. Prominent researchers found that organizational support 

positively influences job performance of employees (Hur et al., 2015; Varma, & Russell, 

2016). Thus, it could be argued that supervisory support may influence the relationship 

between personal factors and job related outcomes of employees.  

Not only the production sector was explored with respect to job performance of 

employees, but the media industry was also investigated for the same. Valaei and Jiroudi 

(2016) investigated the relationship between job satisfaction and job performance of 

employees in the Malaysian media industry. The job satisfaction factors like co-workers, the 

nature of the work, operating conditions, payment, promotion, and supervision were found to 

be significantly related to job performance of employees. The job satisfaction factors like 

communication, contingent rewards, and fringe benefits showed no relationship with job 

performance. Furthermore, age, and education level moderated the relationship between job 
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satisfaction facets and job performance. Thus, it could be argued that supervisory support 

seems important for job performance of individuals. 

Johari and Yahya (2016) find out the relationship between job characteristics, work 

involvement, and job performance of public servants. Feedback and task significance were 

found positively related with job performance, and work involvement mediated the same 

relationship. Skill variety was found directly and significantly related with job performance 

of public servants. If one consider work involvement, it becomes clear that supportive 

environment might influence the work involvement of employees thus lead to job 

performance. 

Kanyurhi, and Akonkwa (2016) investigated the relationship between internal marketing, 

job satisfaction, and perceived organizational performance in microfinance institutions. The 

results revealed that perceived organizational performance is positively related with internal 

marketing. It was also found that there is a positive and significant relationship between 

internal marketing and employee satisfaction. They further added that there is no significant 

relationship between employees’ satisfaction and perceived organizational performance.  

Devonish (2016) determined the mediating role of work-related depression on the 

relationship between emotional intelligence and task performance. It was found that job 

satisfaction and work-related depression mediate the link between emotional intelligence and 

task performance. From the study of Devonish (2016), it could be argued that if the 

employees perceive supervisory support, their emotional intelligence might influence their 

performance. 

Recently, job performance of employees employed in a food company in Spain was 

studied by Melián-gonzález (2016). Melián-gonzález investigated the relationship between 

work-related attitudes and job performance. Melián-gonzález found that both the 

organizational commitment and job satisfaction are positively related with job performance. 
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In a most recent study, Masa’deh, Shannak and Maqableh (2017) investigated the 

influence of knowledge management on job performance. The data was collected from the 

employees of university of Jordan. Results showed that both the knowledge management 

process and knowledge management performance are positively related with job 

performance. Thus knowledge seems highly important for employees at work environment to 

perform better. 

Recently, Pousa, Mathieu and Trépanier (2017) investigated the issue of managing 

frontline employees’ performance through coaching. They found that managerial coaching 

contributes to behavioural and sales performance of Frontline employees. They further 

contended that managerial coaching can make a consistent contribution to the performance of 

employees throughout the employees’ career. Thus, it could be concluded that supportive 

supervision and coaching is paramount to the performance of sales employees. 

Altintas, Kurtulmusoglu, Altintas, Kaufmann and Alkibay (2017) studied the mediating 

role of adaptive selling and commitment in the relationship of management control and sales 

performance. They found that management control has a positive association with sales 

performance. It was also found that adaptive selling and commitment mediate the relationship 

of management control and sales performance. They maintained that the role of adaptive 

selling and commitment is crucial for sales performance. 

Kim et al. (2017) studied the role of burnout on job level, job satisfaction, and task 

performance. They found that cynicism, and professional inefficacy mediates the relationship 

between job level and task performance. Job satisfaction was found positively related with 

job performance of employees. 

2.7.2 Job Satisfaction 

According to Robbins et al. (2009), job satisfaction is another job attitude. Locke (1969) 

defines job satisfaction as, “The pleasurable emotional state resulting from the appraisal of 
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one’s job as achieving or facilitating the achievement of one’s job values” (p. 316). Golbasi, 

Kelleci and Dogan (2008) added that job satisfaction is behavioural and emotional expression 

to a job that takes birth from the individual assessment of work achievement, and work 

environment. Periodically, researchers found that job performance and job satisfaction are 

positively related, and the same relationship based upon the human relationship theory 

derived from the Hawthorne Studies (Petty, McGee, & Cavender, 1984; Schwab, & 

Cummings, 1970; Wright, & Cropanzano, 2000). As stated earlier, likewise supervisory 

support, job performance–job satisfaction link relates with the reciprocation, the rule of social 

exchange theory (Organ, 1977), thus, supervisory support seems important for job 

satisfaction and job performance of employees at work environment.  

From the above discussion, this is clear that job satisfaction has been defined and studied 

by scholars differently. However, the work of Hur et al. (2015) is being adopted for studying 

job satisfaction of sales representatives of pharmaceutical companies was expected in two 

aspects, negative, and positive aspect. Negative aspects mean worseness of sales job and 

wasting of time. While the positive aspects presents job as best and financially sound. 

The next lines describes the detailed literature on the job satisfaction of individuals studied 

in past. 

2.7.2.1 Related Literature on Job Satisfaction 

Boles, Madupalli, Rutherford, and Wood (2007) investigated the relationship between job 

satisfaction’s facets and affective organizational commitment of salespeople. Satisfaction 

with customer, promotion, company policy, job itself, satisfaction with co-worker and 

supervisors were taken as job satisfaction’s facets. They found that facets of job satisfaction 

are related with affective organizational commitment of sale staff. Thus, it might be 

concluded that supervisory support is essential for job-related outcomes of salespeople. 



71 
 

Job satisfaction is important in reducing the turnover intention among retail employees. 

Tian‐Foreman (2009) studied the relationship between job satisfaction and turnover in the 

Chinese retail sector. He found a negative relationship between turnover intention and job 

satisfaction of retail employees, whereas occupation has a significant relationship with job 

satisfaction. He found that the higher the job satisfaction the lower the turnover intention. 

Artz (2010) studied the relationship between fringe benefits and job satisfaction of 

employees. He found that when the employees are given fringe benefits, they feel satisfied in 

their work. 

Bipp and Kleingeld (2011) investigated the goal-setting in practice and the relationship 

between personality and perception of the goal setting process with job satisfaction and goal 

commitment. They found that content and setting-related aspects of goals predict job 

satisfaction. The results also revealed that job satisfaction was influenced by neuroticism via 

perceptions of goal content. 

Stringer, Didham, and Theivananthampillai (2011) studied the relationship between 

motivation, pay satisfaction, and job satisfaction of employees working at front-line in retail 

stores. They found that intrinsic motivation has a positive association with job satisfactions, 

whereas extrinsic motivation has negative associations with job satisfaction. It might be 

concluded that there are some organizational factors like supervisory support that may 

influence the relationship between motivation and job satisfaction of sale sector employees. 

Bigliardi, Dormio, Galati, and Schiuma (2012) investigated the influence of organizational 

culture on the job satisfaction of knowledge workers of pharmaceutical industry. They found 

job satisfaction low for knowledge workers of bureaucratic organizational culture, while 

those working in innovative or supportive organizational culture have a high level of job 

satisfaction. 
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Kara, Uysal, and Magnini (2012) determined the relationship between gender difference 

and job satisfaction of employees working in a five-star hotel of Turkish Hotel Industry. They 

maintained that there are four determinants that lead to job satisfaction i.e. management 

conditions, personal fulfilment, using ability on the job, and job conditions. Thus, it’s 

concluded that good management conditions lead to job satisfaction among employees. Here 

it might be argued that if the management is supportive, the employees feel satisfied. Thus 

supervisory support seems important for job satisfaction of employees.  

Drydakis (2012) investigated the relationship between heterosexual and gay employees’ 

sexual orientation and job satisfaction. The gay employees were found lower on job 

satisfaction measures. Job satisfaction of gay employees is not related with adverse mental 

health symptoms. 

Teh and Sun (2012) investigated the mediating role of organizational citizenship 

behaviour in the relationship of job attitudes (job involvement, job satisfaction, and 

organizational commitment). Job satisfaction was found positively related with knowledge 

sharing behaviour. The mediating role of organizational citizenship behaviour was 

insignificant for the relationship between job attitudes and knowledge behaviour. 

Previous researchers have also studied the links between job levels, job satisfaction, and 

task performance. They found that the high job level is positively related with satisfaction 

and performance at workplace (Joo, & Lim, 2013; McNeese-Smith, 1999). 

Appelbaum, Louis, Makarenko, Saluja, Meleshko and Kulbashian (2013) investigated the 

relationship between participation in decision making, job satisfaction and commitment of 

employees of the production department. They found that less amount of participation in 

decision making results in low job satisfaction of employees. Thus, this is clear that 

supportive management gives chance to employees in decision making that automatically 
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leads to their job satisfaction. Thus, it might be concluded that supervisory support is 

necessary for job satisfaction of employees. 

Jen (2013) investigated the relationship between conflict centrality, individual 

performance and job satisfaction. Conflict centrality showed a negative relationship with job 

satisfaction. Centrality in task conflict networks negatively affected job satisfaction. Task 

interdependency lessened the negative relationship between relationship conflicts and job 

satisfaction. Task interdependency lessened the positive relationship between task conflict 

and job satisfaction. 

Some empirical researchers have found that most of the time public sector employees 

receive feedback from the customers, supervisor, and peers. It was found that gathering 

feedback infuses positive attitude and behaviour at work environment (Bacha, 2014; Ghosh et 

al., 2015; Krasman, 2012). Thus, the supervisory support is necessary for infusing positive 

attitude/feelings and behaviour among employees for their better job satisfaction. According 

to Cummings and Worley (2014), organizational efficiency can be increased through 

applying job satisfaction as a most common factor of human resource development practices. 

Tansel and Gazîoğlu (2014) investigated the relationship of management-employee 

relationship, and firm size with job satisfaction. Results showed that job satisfaction of 

employees working in large firms was low. They concluded that less satisfactory 

management-employee relationships may be a major cause of low job satisfaction of 

employees of large firms. 

Yang and Hwang (2014) investigated the personality traits and its reciprocal influences 

between job performance and job satisfaction. They found that both job performance and job 

satisfaction are bilaterally related with each other. They further added that personality trait of 

extraversion has a significant influence on job satisfaction. 
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Fiorillo and Nappo (2014) studied the relationship between social relations and job 

satisfaction of Italian workers. They found that church attendance, volunteer work, and 

number of meetings with friends are positively related with job satisfaction.  

Leach-lópez et al. (2015) found that budget participation conflict negatively influenced the 

job satisfaction of South Korean managers. The job satisfaction level of these managers 

significantly affected their job performance. 

García-buades et al. (2015) investigated the relationship between climate for innovation, 

job satisfaction and performance of Spanish local policemen. They found that innovative 

climate is a good predictor of job satisfaction of policemen. 

McPhail, Patiar, Herington, Creed and Davidson (2015) investigated the job satisfaction 

level of employees working in the hospitality sector in Australia. They found that factors of 

control and variety, career advancements and relationships were of paramount importance for 

job satisfaction of employees employed in Australia’s hospitality sector. 

Wong and Li (2015) studied the relationship of perception of unethical managerial 

behaviour with job satisfaction of employees. Unethical managerial behaviour was measured 

in terms of unethical treatment of employees; unfair and broken promises to employees; and 

inequity and unsympathetic treatment of employees. They found that that the aspect of 

unethical treatment was significantly related to job satisfaction of hotel employees. 

Demographic variables also influenced the overall job satisfaction of employees. 

Bang (2015) studied the relationship between job satisfaction and intention to stay for 

employees working in sports organizations. There is a positive relationship between 

professional respect and job satisfaction for younger volunteers, whereas job satisfaction 

positively influences intention to stay among older volunteers. 
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Preez and Bendixen (2015) studied the influence of internal brand management on job 

satisfaction, brand commitment, and employee’s intention to stay. They found that internal 

brand management is significantly related with job satisfaction. 

Tamilarasi and Raja (2016) investigated the influence of factors, affecting job satisfaction 

of paramedical sales representatives. They found that communication skills, motivation, time 

of work, and work life balance are very noticeable factors affecting job satisfaction of 

paramedical sales representatives. 

Rahman, Haski-Leventhal and Pournader (2016) determined the relationship of CSR 

attitude with job satisfaction, and organizational commitment. They found that there is a 

positive relationship between CSR attitude and job satisfaction. 

Jin, McDonald, and Park (2016) studied the moderating role of perceived supervisor 

support and performance-oriented culture in the relationship of followership and job 

satisfaction of public sector employees. They found that active followership and job 

satisfaction is positively related, while performance oriented culture, and perceived 

supervisory support negatively influenced the said relationship partially. 

Kanyurhi, and Akonkwa (2016) investigated the relationship between internal marketing, 

job satisfaction, and perceived organizational performance in microfinance institutions. The 

results showed that internal marketing and employees’ satisfaction are positively related. 

García-Chas, Neira-Fontela, and Varela-Neira (2016) studied the relationship between 

high performance work systems and job satisfaction. They found that high performance work 

system is positively related with job satisfaction. According to them, perceived organizational 

support significantly mediates the same relationship for engineers with low intrinsic 

motivation. They further added that autonomy level and breadth of behavioural script 

mediates the relationship between high performance work system and job satisfaction. 
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Recently, Bailey, Albassami and Al-Meshal (2016) studied the role of job satisfaction and 

organizational commitment in the relationship of internal marketing and employee bank 

identification. They found that internal marketing significantly and positively influences the 

job satisfaction of employees. From the results, they found that internal marketing has link 

with employee bank identification through job satisfaction and employee commitment. 

Madera, Dawson and Guchait (2016) studied the mediating role of organizational justice 

in the relationship of perceived diversity climate and job satisfaction of hotel managers. They 

found that organizational justice mediates the link of psychological diversity climate and job 

satisfaction. 

Kim et al. (2017) studied the influence of burnout on job level, job satisfaction and task 

performance of Korean workers. They found that the dimensions of burnout mediated in the 

relationship of job level and job satisfaction. The dimensions of burnout that they mentioned 

in their study were cynicism, exhaustion, and professional inefficacy. 

Bellou and Andronikidis (2017) investigated the relationship between organizational 

service orientation and job satisfaction. From their findings, they derived that organizational 

service orientation and job satisfaction are positively correlated.  

This is clear from the above discussion that personal and organizational factors influence 

performance and job satisfaction of individuals, therefore, this study is designed to 

investigate the moderating role of supervisory support, and product knowledge in the 

relationship of emotional intelligence, self-efficacy and attitude with job-related outcomes of 

pharmaceutical sales representatives.  

2.8 Discussion 

In western countries emotional intelligence has been investigated in relationship to job 

performance and job satisfaction at the workplace. In Pakistani context, the link of emotional 

intelligence has been investigated with organizational citizenship behaviour (Ali, 2009), 
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university students’ academic performance (Nasir, 2011), employee turnover (Siddiqui, & 

Hassan, 2013), university teachers (Baloch, 2012), and medical students’ stress level 

(Moghal, Yasien, Alvi, & Washdev, 2016). Empirical research has proved that emotional 

intelligence is positively related to job performance (Batool, 2014; Ghuman, 2016; 

Haakonstad, 2011; Jorfi et al., 2010; Love, Edwards, & Wood, 2011; Shahhosseini, Silong, 

Ismail, & Uli, 2012; Ugwu, 2011) and job satisfaction (Fadaei, & Kenari, 2014; Ghoniem et 

al., 2011; Mousavi et al., 2012; Nezad, & Bahramzade 2013). It should also be noted that 

some researchers found that emotional intelligence negatively related to job performance 

(Mitrofan, & Cioricaru, 2014), and partially related to job satisfaction (Cekmecelioglu et al., 

2012). Others found no relationship between emotional intelligence and job satisfaction 

(Chiva, & Alegre, 2008; Sivelingam, 2012). Researchers have suggested that other 

organizational and personal determinants should be investigated in association with 

emotional intelligence for measuring job-related outcomes of employees at their work 

environment (Giorgi et al., 2014). 

Related to these arguments is the critique that supportive organizational environment 

seems important for job-related outcomes of employees. As prominent researches have 

proved that organizational support is crucial for job-related outcomes, i.e. job performance 

(Ahmed, & Nawaz, 2015; Hur et. al, 2015), job satisfaction (Hur et al., 2015), organizational 

commitment (Ahmed, & Nawaz, 2015; Stinglhamber et al., 2015), and employee 

engagement, job satisfaction, organizational citizenship behaviour, and turnover intention 

(Ahmed, & Nawaz, 2015).  Hur et al. (2015) suggested that some important personal factors 

and other forms of organizational support could be investigated in the relationship of 

emotional abilities and job-related outcomes of sales representatives.  

From the above discussions, the issue of personal factors like emotional intelligence, self-

efficacy, attitude, and product knowledge, and organizational factors like supervisory support 
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need to be investigated for its effect on job performance and job satisfaction of 

pharmaceutical sales representatives.  

2.9 Summary  

The above discussion on the variables of this study shows that numerous researches have 

conducted on the relationship between emotional intelligence and job-related outcomes 

(Ahmetoglu et al., 2011; Bacigalupo, 2011; Biggart et al., 2010; Elfenbein, 2013; Farnia & 

Nafukho, 2016; Ghuman, 2016; Shamsuddin & Rahman, 2014; Xiaqi et al., 2012), and self-

efficacy and employees’ job-related outcomes (Cohen & Abedallah, 2015; Holzberger et al., 

2013; Yang et al., 2011; Mahasneh, 2016). The discussion also shows that little attention has 

been paid to study simultaneously emotional intelligence, self-efficacy, and attitude with job-

related outcomes. Furthermore, past researches have also studied supervisory support as 

independent variable in relationship with job-related outcomes. And little attention has been 

paid to study it as moderator. Thus, this study was designed to study the moderating role of 

supervisory support, and product knowledge in the relationship of emotional intelligence, 

self-efficacy and attitude with job-related outcomes.  
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CHAPTER 3 

RESEARCH METHODOLOGY 

3.1 Introduction  

Research methodology can be defined as a systematic and scientific way adopted to find 

out a solution for a problem. In order to find out solution to a problem, research methodology 

guides a researcher in selecting proper research methods and suitable techniques for data 

collection. A researcher should know what particular research techniques to be applied that 

are relevant. A researcher must be careful about selection of research model. According to 

Kothari (1990) selection of research model must be logical and rational. The research 

methodology covers the information pertaining to research type, sampling techniques, sample 

size, data collection methods, data collection instruments, data analysis, tabulation, and 

interpretation of data (Hair, Tatham, Anderson, and Black, 2006; Kumar, 2005).  

The logic behind selecting research methodology needs to be considered. Jonker and 

Pennink (2010) contended that research methodology is of paramount importance for a 

research. They argued that just developing a questionnaire, gathering information from 

limited participants, and giving just about statistics/tests is incorrect. They further added that 

research methodology must be based on the nature of research questions and theoretical 

viewpoint. 

In order to be well-versed in the research, a researcher needs to consider the reasons 

behind selecting a particular research methodology. According to Easterby-Smith et al. 

(2008), there are three reasons behind the importance of adopting any research methodology. 

Foremost, it enables the research process to embrace the research methods and overall 

strategy for the whole research. Second, it helps the researcher to evaluate different research 

methods and utilize the appropriate one and remains away from utilizing inappropriate ways 

on earlier basis. Third, it enables the researcher to adapt those research methods that remain 

beyond the experience of the researchers in the past.  
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The next section of the chapter encompasses with the research philosophy, research 

framework based on the knowledge gap and literature studied in the research, division of 

framework into sub-models, research hypothesis, data collection, sampling procedure, and 

data analysis. 

3.2 Research Philosophy 

Research in social sciences entails two main research philosophies or views. One is called 

positivism, and the other is social constructivism/interpretivism. Positivist philosophy is 

based on objectivity and external scenario. Jonker and Pennink (2010) stated that while using 

a research question, researchers sees the phenomena with their own viewpoint. Positivism 

view is quantitative in nature. Positivism view is question-laden and objective-based natural 

science model. The positivism view is reasons-, validity-, values of truth-, sensation-, and 

intuition-laden. Positivists pleas that social world should be studied as natural. Sociologist 

argued that society is a science, and its issues should be investigated scientifically to develop 

the society (Jamieson, n.d.). According to positivism view, research starts with a hypothesis, 

and the data collection should be objective, and category-based. 

The second view called interpretivism or constructivism also called anti-positivism. The 

social world and natural world are far different. Anti-positivists argue that society’s issues 

must not be treated or studied scientifically because everyone is different with respect to their 

attitude, behaviour, and personality. One thing behind this is that human behaviour is an 

unpredictable aspect of human life. Interpretivism view is subject-based. Validity is 

important in interpretivism view (Jamieson, n.d.). Interpretivism view is qualitative in nature. 

Likewise Jamieson and Blaikie (2000), Hatch and Cunliffe (2006) added that individuals 

analyze the issue on the bases of their own expectations, experience, and memories. 

From the review of the relevant literature, the researcher has developed the hypotheses for 

measuring the relationship between some independent and dependent variables in the 
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presence of some moderating variables by carrying out the quantitative analytical techniques, 

so it can be easily concluded that the first research philosophy i.e. positivism, is the most 

relevant one for this research to study the existing problem scientifically.  

3.3 Research Approach 

After selecting the research philosophy, the next important step is to identify the research 

approach for proceeding in the matter. Saunders, Lewis and Thornhill (2009) specified two 

main research approaches for conducting a research investigation, i.e. inductive approach and 

deductive approach. 

The inductive approach also called bottom-up approach. Inductive approach is the journey 

from specific to general. In this approach, the researcher collects information to develop a 

theory. It could be concluded that inductive approach is theory-building approach.  

In sharp contrast, in deductive approach one goes from general to specific. This approach 

may also call top-bottom approach. According to Shah (2015), in deductive approach, one 

develops a hypothesis or theory and then tests the theory with the help of a proper research 

strategy. For instance, highly emotionally intelligent people are having leadership qualities. It 

could be concluded that deductive approach is theory-testing approach. Saunders et al. (2009) 

have mentioned several characteristics of the deductive approach. 

These characteristics are as follows. 

a. Causal relationship exists between the variables, 

b. The researcher is independent of what's being observed, 

c. Concepts are operationalized in a manner to analyze the facts quantitatively, and  

d. The results can be generalized. 

It might be concluded, that the deductive approach seems highly relevant to test the 

hypotheses for this study, developed on the relationship of emotional intelligence, self-
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efficacy, and attitude with job-related outcomes with the moderating role of supervisory 

support and product knowledge. 

3.4 Research Design 

According to the positivistic view of research, social science and business research should 

be conducted scientifically. For which a proper design should be followed. In order to 

achieve the aims and objectives of the research, Sekaran (2003) has mentioned four main 

types of research, i.e. Exploratory, Descriptive, Causal and Correlational research. 

Exploratory research is the one that is taken for carrying out a research on the issue when 

enough knowledge, information or solution does not exist about the same nature issue. This 

research design is suitable for gathering extensive initial information in the matter through 

interviews, and observations. Qualitative studies are conducted with such type of research 

design. According to Saunders et al. (2009), exploratory research is a flexible and changeable 

to the situation accordingly. Hair et al. (2006) mentioned that there is no clear course of 

action for finding a solution to the problem in exploratory research. 

Kothari (1990) named descriptive research as “Ex post facto research”. According to him, 

in descriptive research design, the researcher has no control over the variables. Ghauri and 

Grønhaug (2005) stated that descriptive research is adopted to find a solution for a structured 

problem and where to search for the solution. Hair et al. (2006) and Baloch (2013) stated that 

descriptive research is followed to observe the questions like what, when, where, who, and 

why. According to Sekaran (2003), descriptive research design is the best one to depict any 

features or characteristics of variables in an existing problem. For example, if the university’s 

management is interested in studying the age, the ratio of male and female students in class, 

courses studied, and number of senior students and junior students, so the university should 

follow the descriptive research design to be certain in the matter. 



83 
 

The next research design is casual research. Causal research design is utilized to explain in 

detail the causes of change in a variable or problem. The concept of causal design is that one 

variable (cause) gives birth to another variable (effect). According to Sekaran (2003), causal 

research is to establish and study a cause-and-effect relationship. Kothari (2009) argued that 

causal research design is suited for experimental researches. Likewise, descriptive research, 

in causal research the problem is systematic and well organized, and data are collected 

scientifically for the solution (Shah, 2015). 

The fourth research design is called correlational research. According to Sekaran (2003), 

when one wants to know in detail the paramount of variables or factors connected with the 

problem or issue, correlational design is adopted. Correlational study is complicated one, 

because in correlational approach, the researcher needs to know other variables, the 

relationship between variables and the nature of the relationship between the variables 

(Sekaran, 2003; Shah, 2015). 

The research study at hand, planned to describe few individual variables, i.e. emotional 

intelligence, self-efficacy and attitude, and job-related outcomes i.e. job performance, and job 

satisfaction. Hence, the descriptive design seems most suited for this research investigation. 

Simultaneously, the researcher intended to find out the relationship between the 

aforementioned individual variables and job-related outcomes in the presence of supervisory 

support and product knowledge both as moderators, so this research could also be named as 

correlational study.  

3.5 Nature of the Research  

A researcher needs to be specific in selecting one of the research types, which effectively 

influences the results and significance level of research model (Cryer, 2000; Kumar, 2005). 

Sekaran (2003) has mentioned only two as the main types of researches i.e. quantitative, and 

qualitative. 
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In sharp contrast, Creswell (2009) elaborated three states of nature/types of research i.e. 

quantitative, qualitative, and mixed methods (table 1). He wrote that quantitative strategies 

encompass less rigorous (quasi) experiments and correlational analysis. He postulated two 

sub-methods in quantitative strategies, i.e. surveys and experiments. Surveys could be 

conducted using the questionnaires and structured interviews for getting data on an issue 

from the sample of a population. Experimental research is conducted to identify the influence 

of a specific variable on another. Experimental research is to find out the outcomes in digits, 

numbers, and mathematical ratios. 

According to Creswell (2009) qualitative strategy is composed of narrative research, 

phenomenological research, ethnographical research, grounded theory, and case studies. The 

strategy of ethnography is applied for the research when the researcher is interested to 

investigate a cultural group over a prolonged time period by collecting primary data through 

observation and extensive interviews from the participants (Creswell, 2009). He postulated 

that grounded theory research is to move over the boundaries of descriptive studies and 

generate a theory. The word “grounded” means to that theory does not come from “Off the 

shelf”, but it’s generated or grounded. In qualitative studies, in the narrative research, the 

researcher inquires about the events and stories of the participants, and then the stories are 

arranged and narrated in a chronological order. Creswell (2007) stated that narrative studies 

include the autobiographies, biographies, life history, and oral history about the life of the 

subject of the research. Another shape of applying qualitative strategy is case study analysis. 

According to Sekaran (2003), case study is the in-depth and thorough study of the same 

nature issues in other organizations. Sekaran (2003) further maintained that case study 

strategy is applied to the solution of the problem and theory development that is further tested 

via empirical testing. While applying the case study as a course of action for research, the 

researcher needs to identify and clarify what to be studied with respect to the participant or 
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subject (Creswell, 2007). Creswell (2007) argued some types of case study analysis, i.e. 

intrinsic case study, instrumental case study, and collective case study. In case of 

phenomenological research the participants give meaning to their lived experiences of a 

specific phenomenon of their lives (Creswell, 2007). Creswell (2007) further contended that 

through phenomenological research, the researcher generates a universal essence form the 

individual experiences with respect to a phenomenon or issue pertaining to their lives. 

The strategy of mixed methods is applied when the researcher is experienced with biases 

of any of the aforementioned methods (qualitative and quantitative). According to Creswell 

(2009), every strategy has some limitations in its application, so one strategy may neutralize 

the biases of other strategy. As compared to quantitative and qualitative strategy, the mix 

methods, strategy is less-, and under-utilized one. Creswell (2009) categorized mix methods 

in three i.e. sequential mixed methods, concurrent mixed methods, and transformative mixed 

methods. According to Creswell (2009), one conducting research with qualitative strategy 

may follow or opt for quantitative strategy during the course of action, is basically sequential 

mixed method. Or may start with a quantitative strategy and then utilize the qualitative 

strategy to depict few issues or individuals in detail so to generalize the results to the 

population. In concurrent mixed methods the researchers converge or merge both of the 

qualitative and quantitative data. The data is integrated and the conclusion and results are 

drawn about the population. Creswell (2009) argued that qualitative strategy is process 

oriented and quantitative strategy is outcome oriented. Transformative mixed methods 

furnish a framework for issues of interest, data collection methods, and the changes or 

outcomes anticipated by the research. It could be easily concluded that mixed method's 

strategy is a mixture of both qualitative and quantitative strategies.  
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In contrast, quantitative and qualitative strategies should be compared to get the suitable 

one for this study. Indeed, it might be argued that qualitative strategy is applied to natural 

phenomena, while quantitative strategy is suitable for the situation where. 

a. Positivism is involved, 

b. Data is collected in numbers and statistics, 

c. The aim is to test the theory and hypothesis, 

d. Human behaviour is predictable, and  

e. Deductive approach is adopted for research. 

In any case it seems clear that the data collection, type of data, research approach, and the 

aforesaid characteristics of this study/situation firmly match with the quantitative strategy. 

Therefore, the researcher followed the quantitative strategy for this research investigation. 

Table 1 

Quantitative, Qualitative, and Mixed Methods Strategies (Creswell, 2009) 

Quantitative Qualitative Mixed Methods  

 Experimental designs 

 Non-experimental 

designs such as 

surveys 

 Narrative research 

 Phenomenology 

 Ethnographies 

 Grounded theory studies 

 Case study 

 Sequential 

 Concurrent 

 Transformative  

 

3.6 Population of the Research Study 

The researcher selected the pharmaceutical sales representatives employed by 

pharmaceutical companies operating in Pakistan as population for this study. According to a 

recent report of Pakistan Pharmaceutical Manufacturers’ Association (PPMA), there are 752 

registered pharmaceutical companies operating in Pakistan (table 2) (Waheed, 2017).  

Table 2 

Province wise Distribution of Pharmaceutical Companies (Waheed, 2017) 

Province Year 

1999 2017 

Punjab 160 440 

Sindh 101 183 

Khyber Pakhtunkhwa 32 114 

Baluchistan 2 15 

Total 295 752 

 



87 
 

3.6.1 Parameter of Interest  

Parameters of interest are the portions that a researcher selects from the whole population 

to achieve the objectives of the research (Shah, 2015). According to Donald and Schindler 

(2010), parameters of interest present the basic characteristics of the target population. The 

parameters of interest of the study in hand are the registered pharmaceutical firms operating 

only in Khyber Pakhtunkhwa (Pakistan). All these firms are working under the similar rules 

and regulations of the Drugs Regulatory Authority, Health Department, and Industries 

Department Govt. of Khyber Pakhtunkhwa Peshawar. 

3.6.2 Population Framework 

As a researcher normally does not access to the whole population because of limitations of 

resources, therefore, population framework provides a list of elements for choosing of a 

sample of the available elements (Neuman, 2005; Sekaran, 2003). Cryer (2000) maintained 

that population framework is a sequential list of the whole population that provides the base 

for a sample for the research. As the regional offices of pharmaceutical companies operating 

in Khyber Pakhtunkhwa are situated in Peshawar, thus, the pharmaceutical sales 

representatives of Peshawar region were chosen for data collection. In order to get the data 

from pharmaceutical sales representatives, the clinic attendants employed at the private 

clinics of physicians in Dabgari Garden and some government hospitals of Peshawar region, 

were approached and requested for their help. 

3.6.3 Sampling Procedure 

According to Sekaran (2003), sampling is the procedure undertaken for choosing 

sufficient number of items from the available target population/population framework, so as 

to understand and study the characteristics and properties of the selected items, and to 

generalize the characteristics of the population elements. Sekaran (2003) maintained that 

sampling should be done carefully so that equal and parallel representation should be given to 
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elements of the population. According to Sekaran (2003), there are two main types of 

sampling procedure, i.e. (a). Probability, and (b). Non-probability. Sekaran (2003) classified 

the probability sampling and non-probability sampling designs into further designs (see 

figure 3.1).  

 

 

  

 

 

 

 

 

 

 

 

 

Figure 20. Sampling Designs (Sekaran, 2003) 

 
 

All the sampling designs have advantages and disadvantages. The researcher selected 

sampling design on the basis of the relevant population and the nature of the research. 

According to Sekaran (2003), simple random sampling is an efficient sampling procedure, as 

it provides a good representation of the whole population. Thus, the characteristics of the 

aforementioned sampling designs and nature of the research study, reveals that simple 

random sampling design is the most suitable and efficient for this study. Therefore, the study 

in hand adopted the simple random sampling. 

3.6.3.1 Simple Random Sampling 

According to Kothari (1990), simple random sampling is also known as chance sampling 

or probability sampling. In simple random sampling technique, each item has an equal chance 
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to be selected for data collection. Mention should also be made of Pakistan Pharmaceutical 

Manufacturers’ Association’s (PPMA) report that there is no exact information available on 

the exact number of sales representatives, but approximately 1,50,000 individuals are 

employed by the industry. Thus, the researcher randomly selected the participants working in 

companies operating in Peshawar region. 

3.6.3.2 Sample Size 

It would be better now to have a look at Krejcie and Morgan’s (1970) work for deriving 

the exact number of sample sizes of the available population. According to Krejcie and 

Morgan (1970), when the population is 75000, the best sample size to be chosen is 382, and 

when it is 1000000, the suitable sample size is 384 (table 3). On the basis of comparison 

between the study of Krejcie and Morgan (1970) and Reisinger and Mavondo (2007), 400 

participants were chosen as sample size for the study to get the suitable results of statistical 

algorithms. Thus, 600 questionnaires were distributed among the participants to collect the 

data from 384 pharmaceutical sales representatives, with different interval of time. However, 

400 usable questionnaires (236 from national companies and 164 from MNCs) were received 

with a response rate of 66.67%. 
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Table 3 

Determining Sample Size from the Population (Krejcie, & Morgan, 1970) 

 

3.7 Data Collection 

Both types of data, i.e. primary and secondary were utilized for the completion of this 

research investigation. According to Sekaran (2003), self-administered questionnaire is the 

best way to gather data from the respondents, as it is cheaper, feasible and simple way. 

Therefore, self-administered questionnaire was utilized for this research study during the 

course of data collection. Some empirical researchers investigating in the same area or 

working on same nature researches have also supported the technique of self-administered 

questionnaire for data collection (Ali, 2009; Anderson, 2007; Mahadi, 2011; Nasir, 2011; 

Pefley, 2008; Rahman, 2012; Shah, 2015). 

Moreover, for ease in data collection, a few pharmaceutical sales representatives were 

interviewed regarding the place of availability and contact points of pharmaceutical sales 

representatives of the target companies. The information regarding the availability of 

pharmaceutical sales representatives provided by the pharmaceutical sales representatives is 

provided in table 4.   

N S N S N S N S N S N S 

10 10 85 70 220 140 440 205 1200 291 4000 351 

15 14 90 73 230 144 460 210 1300 197 4500 354 

20 19 95 76 240 148 480 214 1400 302 5000 357 

25 24 100 80 250 152 500 217 1500 306 6000 361 

30 28 110 86 260 155 550 226 1600 310 7000 364 

35 32 120 92 270 159 600 234 1700 313 8000 367 

40 36 130 97 280 162 650 242 1800 317 9000 368 

45 40 140 103 290 165 700 248 1900 320 10000 370 

50 44 150 108 300 169 750 254 2000 322 15000 375 

55 48 160 113 320 175 800 260 2200 327 20000 377 

60 52 170 118 340 181 850 265 2400 331 30000 379 

65 56 180 123 360 186 900 269 2600 335 40000 380 

70 59 190 127 380 191 950 274 2800 338 50000 381 

75 63 200 132 400 196 1000 278 3000 341 75000 382 

80 66 210 136 420 201 1100 285 3500 346 1000000 384 



91 
 

Table 4 

Contact Points of Pharmaceutical Sales Representatives  

Day Contact Points/Hospital Time 

From To 

Monday–Wednesday  Government Hospitals i.e. (LRH, 

KTH, & HMC) 

09:00 (AM) 01:00 (PM) 

Thursday–Friday  Clinics situated in Dabgari 

Garden Peshawar 

05:00 (PM) 08:00 (PM) 

Saturday  Private Hospitals situated in 

Hayatabad Peshawar (RMI, 

NWGH, and PIMS) 

09:00 (AM) 02:00 (PM) 

Source: Based on personal communication with some PSRs of Peshawar region 

The researcher distributed the questionnaires among the clinic attendants at clinics for 

handing over to the target respondents/PSRs. This whole process took two months to collect 

400 questionnaires from the target respondents. 

It should also be noted that secondary data is also meaningful and useful for supporting the 

primary data collected through questionnaire form the respondents (Ghauri, & Grønhaug, 

2005). Therefore, not only the primary data was collected through questionnaire, but 

secondary data was also gathered from the academic journals, books, theses, organizational 

documents and reports, websites, and data bases to support the primary data with evidence. 

3.8 Research Instruments 

The questionnaire utilized for data collection was composed of seven sections. The 

sections are (a) demographic information, (b) emotional intelligence, (c) self-efficacy, (d) 

attitude, (e) supervisory support, (f) product knowledge, and (g) job-related outcomes. The 

variable of “Job-related outcomes” was further divided into two sub variables, i.e. job-

performance and job satisfaction. 

3.8.1 Demographic Information 

Demographic information section includes information regarding the respondent’s age in 

years, gender, marital status, job rank, experience in years, and information regarding 

respondent’s company whether the multinational or national level. 
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3.8.2 Emotional Intelligence 

The second section of the questionnaire was composed of items related to emotional 

intelligence. For measuring emotional intelligence, the items developed by Schutte et al. 

(1998) based on Mayer and Salovey’s (1990) model of emotional intelligence was utilized. 

Mayer and Salovey’s (1990) model is composed of 62 items. Schutte et al. worked on the 

Mayer and Salovey’s (1990) model and customized it, and derived only 33 items. Chaudhry 

and Usman (2011) utilized the same items of Schutte et al. (1998) for measuring emotional 

intelligence of the private sector organizations which seemed efficient and suitable scale for 

this study (Cronbach’s Alpha = 0.82). 

The positively scored items were 1, 2, 3, 4, 6, 7, 8, 9, 10, 11, 12, 13, 14, 15, 16, 17, 18, 19, 

20, 21, 22, 23, 24, 25, 26, 27, 29, 30, 31, and 32. The items No. 5, 28 and 33 were reversed in 

mode that was re-coded (reverse coded) into different variables. For further testing of data all 

the 33 items were computed into a target variable with type and label as “Emotional 

intelligence”. 

3.8.3 Self-efficacy 

The third section of the questionnaire was composed of items related to self-efficacy. 

Krishnan, Netemeyer and Boles (2002) developed the items of self-efficacy for measuring it 

in a sales context. Bande et al. (2016) utilized the same items for measuring self-efficacy of 

the sales force in industrial setting which seemed highly efficient and suitable scale for this 

study (Cronbach’s Alpha = 0.86). Therefore, the same were utilized for this research study 

without any amendments and alteration. The variable of self-efficacy does not contain any 

negative or reversed item. For further testing of data all the 4 items were computed into a 

target variable with type and label as “Self-efficacy”. 
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3.8.4 Attitude 

The fourth section of the questionnaire was composed of items related to attitude. The 

items for the measuring attitude were adapted from Kumari and Pandey (2011), developed by 

Riketta and Ziegler (2006). Kumari and Pandey (2011) utilized the items for studying job 

ambivalence of public and private sector employees (Cronbach’s Alpha = 0.91), which 

seemed efficient and suitable scale for this study. For further testing of data all the eight items 

were computed into a target variable with type and label as “Attitude”.   

3.8.5 Supervisory Support  

The fifth section of the questionnaire was composed of items related to supervisory 

support. The four item scale utilized by Shanock and Eisenberger (2006) and DeConinck and 

Johnson (2009) (Cronbach’s Alpha = 0.89) were adapted for measuring supervisory support. 

For further testing of data all the four items were computed into a target variable with type 

and label as “Supervisory support”. The same items of supervisory support were found 

reliable, thus adapted for this research study. 

3.8.6 Product Knowledge  

The sixth part of the questionnaire was composed of items measuring product knowledge. 

The items developed by Rentz et al. (2002) were utilized and adapted from Basir et al. (2010) 

for measuring product knowledge. These items were five in number. Basir et al. (2010) 

utilized the items for measuring the technical skills (Cronbach’s Alpha = 0.91). Thus, the 

items were found efficient for measuring product knowledge of pharmaceutical sales 

representatives. For further testing of data all the five items were computed into a target 

variable with type and label as “Product knowledge”.  

3.8.7 Job-related Outcomes 

The seventh section of the questionnaire was composed of items related to job-related 

outcomes, i.e. job performance and job satisfaction. The items of both job performance and 
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job satisfaction were adopted from Hur et al. (2015). Hur et al. (2015) derived the same from 

DeConinck and Johnson (2009) for job performance, and Brown and Peterson (1994) and 

Brashear et al. (2003) for job satisfaction. Hur et al. (2015) measured the reliability of job 

performance (Cronbach’s Alpha = 0.89) and job satisfaction (Cronbach’s Alpha = 0.78). 

Thus, the items were found efficient for adoption. The items were four for job performance 

and four for job satisfaction. For further testing of data all the items of job performance and 

job satisfaction were computed into a target variable with type and label as “Job 

performance” and “Job satisfaction” respectively. It should also be noted that the first and 

fourth items of job satisfaction i.e. “This job is worse than most” and “I sometimes feel this 

job is a waste of time” were reverse coded into different variables. 

All the items of the main variables of the study except “Demographic information” were 

embedded with five point Likert scales, as 1 for the first scale “Strongly disagree”, 2 for the 

second scale “Disagree”, 3 for the third scale “Neither disagree nor agree”, 4 for the fourth 

scale “Agree”, and 5 for the fifth scale “Strongly agree”. In addition, the negative or reversed 

items were re-coded (reverse coded) into different variables, that were scored as 5 for the first 

scale “Strongly disagree”, 4 for the second scale “Disagree”, 3 for the third scale “Neither 

disagree nor agree”, 2 for the fourth scale “Agree”, and 1 for the fifth scale “Strongly agree”. 

All the items in the questionnaire were 69 in number.  

3.9 Pilot Study 

For verification, checking reliability and validity of the variables of this study, pilot study 

was conducted in which data was collected randomly from 100 pharmaceutical sales 

representatives of national and multinational pharmaceutical companies working in Peshawar 

region. SPSS 21.0 version was utilized for data analysis (table 5).  

  



95 
 

Table 5 

Descriptive Statistics and Reliability results of Pilot Study  

Variable Min. Max. Mean SD Alpha (α) S 

Emotional Intelligence 101.00 156.00 129.9000 11.06227 0.786  

 

 

100 

Self-efficacy 11.00 20.00 17.7100 1.84935 0.720 

Attitude 8.00 39.00 27.4500 6.72606 0.876 

Supervisory Support 4.00 20.00 16.4100 3.25389 0.904 

Product Knowledge 10.00 25.00 22.4400 2.62205 0.880 

Job Performance 10.00 20.00 17.3300 1.94913 0.735 

Job Satisfaction 6.00 20.00 15.8900 2.87762 0.665 

 

According to Nunnally (1978) and Hair et al. (2003), the minimum acceptable level of 

Cronbach alpha (α) is 0.6.  Therefore, as shown in the above table 5, the alpha (α) values for 

the variables of this research are above the acceptable level of 0.6. Hence, the researcher 

confidently used the same questionnaire for data collection. 

3.10 Reliability and Validity of Instrument 

Determination of reliability and validity is necessary for conducting sound measurement 

of the variables and instrument. According to Kothari (1990) Reliability is “To do with the 

accuracy and precision of a measurement procedure”, and Validity is “The extent to which a 

test measures what we actually wish to measure.” The techniques for conducting the 

reliability and validity of the instrument have been discussed in next lines. 

3.10.1 Reliability 

According to Sekaran (2003), reliability means the degree to which an instrument 

produces similar results by repeating again and again in the same condition. The reliability of 

the instruments was measured by finding the Cronbach alpha (α) mentioned in table 5. 

3.10.2 Validity 

Only the reliability of the variables must not be relied for the genuineness of the items. 

The researcher needs to determine the validity of the variables of the research instrument. 

Therefore, it is highly needed to measure the validity of the items / variables of the study at 

hand. According to Sekaran (2003), validity is to ensure the exact measurement of the 

intended concept. According to Shah (2015), validity refers to the level of accuracy of a 
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measurement scale. In the words of Creswell (2009), validity is whether one can draw 

meaningful and useful inferences from scores on the instruments. Validity has the following 

forms that were followed during the course of action in this research. 

3.10.2.1 Content (Face) Validity  

Content validity shows the non-numerical validity of the items/variables of the research 

topic. According to Flynn et al. (1990) and Kothari (1990) content validity cannot be 

expressed in statistical and numeric form. However, it could be measured through a 

competent authority or panel of eminent researchers. According to Sekaran (2003), the 

content validity might be measured with the help of a thorough review of the past relevant, 

and updated literature. Therefore, for measuring the content validity of the items/instruments, 

a panel of PhD Doctors (researchers) was requested to validate the items. The list of the panel 

has been attached as (Appendix-C). 

3.10.2.2 Construct Validity 

According to Kothari (1990), a measure or variable is said to be equipped to construct 

validity to the degree that it verifies the expected correlations with other theoretical 

propositions. In other words, construct validity is the degree to which the theory supports the 

relationship between the variables. And to check expected nature of the relationship exist 

between or among the variables. According to Davis and Cosenza (1988), Factor Analysis is the 

tool that can be used for measuring the construct validity. Convergent validity and 

discriminant validity are two types of construct validity, discussed in the next lines. 

3.10.2.2.1 Convergent Validity 

According to Hair et al. (2006), Convergent Validity occurs where measures of constructs 

that are expected to be related, are in fact related. Convergent validity can be assessed by 

observing the values of variance extracted of construct, composite reliability and standardized 

factor loadings in the measurement model (Hair et al., 2006). According to them, a variance 
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extracted of 0.5 or higher and composite reliability of 0.70 or higher is a good rule of thumb 

suggesting adequate convergence. Convergent validity of the present study was assessed by 

observing the values of the average variance extracted and composite reliability. 

3.10.2.2.2 Discriminant Validity 

Discriminant validity shows the distinction between two constructs, it occurs where 

measures of constructs have no relationship, in fact, not have any relationship (Hair et al., 

2006). According to Farrell and Rudd (2009), there are four methods to measure discriminant 

validity among constructs: the paired-construct test, chi-square difference test, implied-

correlation matrix and multi-trait multi- method constructs evaluation technique. In this 

study, the researcher has used Fornell and Larcker (1981) technique. In this technique a 

researcher compares the AVE of each construct with the shared variance between constructs. 

If the AVE for each construct is greater than its shared variance with any other construct, 

discriminant validity is supported. 

3.11 Data Analysis 

Before going to analyze the collected data, it was checked whether it fulfils the criteria of 

completeness, eligibility and consistency, or not, so that it can satisfy the hypotheses of the 

study. Pedhazur (1997) postulated that statistical techniques are based on some assumption, 

which should be considered for good results of the relationship between or among variables. 

Therefore, the results of tests discussed in next lines have been satisfied before going for 

main data analysis. 

3.11.1 Normality Test 

There are numerous methods for checking the normality of the data. Among them, one 

method is to check the skewness and kurtosis for normal distribution of the data as proposed 

by Meyer, Gamst and Guarino (2006). Therefore, normality test was performed for the same 

data of this research (Donald, & Schindler, 2010) to check the normal distribution of the data 
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collected. After normality test was performed, the distribution of score was found normal as 

the values of skewness and kurtosis were under the acceptable limit. 

3.11.2 Multicollinearity Test 

Another statistical problem with the data is multicollinearity of the data. Multicollinearity 

exists when there is a strong correlation between or among variables of the study. According 

to Mayer et al. (2006), in the presence of multicollinearity problem, it is difficult to get 

precise results. To check the same problem, variance inflation factor (VIF) and tolerance test 

have been used. A tolerance value near to 1 indicates less multicollinearity among the 

variables while a value near to 0 shows high multicollinearity among the variables. However, 

regarding the value of VIF, researchers are indecisive. Hair et al. (2006) suggests a value up 

to 5.0 could be considered as a value providing the non-existence of multicollinearity while 

Meyers et al. (2006) recommend this value as 10.0. Being a more flexible in nature this study 

has adopted the proposition of Hair et al. (2006). 

3.11.3 Homoscedasticity Test 

The problem of Homoscedasticity in statistics is another issue that resists in achieving the 

precise results through regression analysis. According to Hair et al. (2006), there should be 

homoscedasticity in the data and not heteroscedasticity. Tabachnick and Fidell (2007) defined 

homoscedasticity as a ―variety is in score for one continuous variable which is roughly the 

same at all values of another continuous variable. Therefore, the regression standardized 

residual P-P plot was used to measure homoscedasticity of the data collected for this study. 

3.11.4 Normal distribution of Error Terms Test 

Another assumption that needs to be satisfied before regression analysis is a normal 

distribution of error terms. This test is conducted for knowing whether or not it is reasonable 

to assume that the random errors inherent in the process have been drawn from a normal 
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distribution. This is normally tested through histogram (Tabachnick, & Fidell, 2007). 

Therefore, the same assumption was tested through histogram. 

3.11.5 Descriptive Statistics 

Collection and proper record of research data is not an easy task. The modern world of 

research facilitates the researcher with advance technology for such big tasks. It may be well 

asked that how to arrange and understand the data collected in raw form? Therefore, to satisfy 

such question and reach the purpose of this research study, the descriptive statistics were 

utilized to arrange and interpret the features of data. According to Sekaran (2003), descriptive 

statistics are helpful in arranging the data, summarizing meaningfully, and to understand it 

easily. Therefore, to serve the purpose of this study, the researcher determined the frequency 

distribution, arithmetic mean, standard deviation, and applied tests of internal consistency 

(Cronbach’s alpha). Descriptive statistics were determined for the data collected. 

3.11.6 Structural Equation Modeling (SEM) 

Structural Equation Modeling (SEM) was used to evaluate and gauge the hypothesized 

relationship among the factors of this research investigation. There are two primary parts of 

SEM. First, it can demonstrate the causal processes of research study through a series of 

structural equation (for example regression). Second, Byrne (2012) maintained that it has a 

reasonable conceptualization of the theory. As per Hair et al. (2006), there are two basic 

explanations behind the utilization of Structural Equation Modeling crosswise over numerous 

disciplines. (1)- It effectively manage the various associations with statistical efficiency, and 

(2)- Its capacity to quantify the relationships among the factors extensively and give a 

transition from exploratory to confirmatory analysis (Hair et al., 2006).  

SEM was used to test the model so as to discover the goodness of fit between the 

information gathered and the speculated model of the exploration. As indicated by Byrne 
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(2012), the goodness of fit underpins the unwavering quality of speculated relationship 

among the factor under research.  

The procedure of SEM can be explained into two fundamental stages: measurement model 

and structural model. Through measurement model, the relationship among the observed 

(manifest) and unobserved (latent) factors is defined. As indicated by Byrne (2012), it 

identifies the example by which each measure stacks on a specific factor. This procedure 

likewise helps in evaluating the legitimacy and unwavering quality of the observed variable. 

So as to validate the measurement model, there are various goodness of fit indices available. 

As the researcher accomplishes the “Best model fitting” for measurement model, at that point 

the researcher moves to the second stage to validate the structural model.  

Confirmatory Factor Analysis (CFA) has been led to measure the suitability of the model 

for each variable separately. Comparative Fit Index (CFI), Goodness-of-fit Index (GFI), Chi-

square (χ
2
), Root Mean Square Error of Approximation (RMSEA), and Root Mean Square 

Residual (RMR) were utilized to gauge parameter. The next parameter estimation is CFI 

which was utilized to contract the present model and a null model (Bentler, & Bonett, 1980). 

The best output for CFI is > 0.90, yet the values near 1.0 demonstrate the best fit. The 

satisfactory estimation of CFI equal to or more than 0.90 uncovers that covariation in the data 

can be reproduced by the given model (Fan, Thompson, & Wang, 1999). 

Root Mean Square Error of Approximation (RMSEA) is another parameter for estimation. 

RMSEA measures the discrepancy (which is measured in terms of the population) per degree 

of freedom for the model. Despite the fact that there are differences of views regarding the 

acceptable values, nonetheless, values underneath 0.05 gives a good model fit, while values 

upto 0.08 indicates a suitable fit (Chen et al., 2008). As per Browne ad Peterson (1993), if the 

value is equal to or above 0.10, the model cannot be acknowledged in light of the fact that it 

demonstrates a preposterous error of approximation.  
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The next parameter estimation method is the GFI which demonstrates the overall degree of 

fit. The level of GFI ranges 0 to 1. It demonstrates an ideal/perfect fit when it is 1. As 

indicated by Fan and Siyo (2005), the GFI value may result with a negative sign (poor fit) 

when it is estimated for small samples. Byrne (2013) contended that GFI esteem more than 

0.90 gives a good model fit between the theorized model and the sample data.  

The fifth is Root Mean Square Residual RMR. According to Hair et al (2006), RMR 

assesses “square root of the mean of the squared residuals and average of the residuals 

between observed and estimated input matrices”. Hair et al (2006) further maintained that the 

estimation of RMR estimates from 0 to 1; a value under 0.05 indicates a good match or fit. 

However, as indicated by Hu and Bentler (1999), values upto 0.08 are satisfactory.  

Validation of the structural model is the second stage in SEM which clarifies the causal 

relationship among the latent constructs. As per Byrne (2013), it additionally clarifies the 

direct and indirect effect of latent variables that reason changes in the estimations of other 

latent variables in the model. And according to Cheng (2001), this clarification is based on 

“A simultaneous regression of the endogenous variables in the hypothesized structural model 

on the predicted antecedents”. So as to accomplish the desired level of fitness for structural 

model, similar as referenced above will likewise be applied here. 

As far the sample size is concerned; it is the main concern in numerous research studies 

(Bentler, & Chou, 1987). Be that as it may, there scarcely exists any standard guideline for 

evaluating sample size for SEM (Reisinger, & Mavondo, 2007). As per Hair et al. (2006b), 

the general rules is that there ought to be somewhere around five perceptions for each 

estimated parameter. In fact, compared to other multivariate techniques, SEM requires the 

sample having large number of participants. Reisinger and Mavondo (2007) proposed a 

sample size of 100-400, on the grounds that a portion of statistical algorithms in SEM are 

temperamental with small sample. However, with large sample, the research with large 
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sample size turns out to be increasingly sensitive and it is hard to accomplish a good model 

fit (Hair et al., 2006). The sample size of this research study is (N=400) which fulfils the 

common recommended limit.  

It is obvious from the prior discussion, that there exists an association between the 

attributes of SEM and purpose of this research study. Thus, the SEM was chosen for 

statistical analysis of the data collected for this research.  

3.11.7 Moderation Analysis 

Before analyzing the role of moderating variables, product/interaction of independent and 

moderating variables was computed in SPSS 21, so to enable the researcher to check the 

moderating role of supervisory support and product knowledge in the relationship of 

emotional intelligence, self-efficacy, and attitude with job-related outcomes of 

pharmaceutical sales representatives. After computation of the interaction, the model of 

Baron and Kenny (1986) composed of three equations/steps was applied to check the role of 

the aforesaid moderating variables.  

γ = α + β1χ1 + ɛ  ---------- Eq. 1 

The above equation (1) shows the relationship between the independent and dependent 

variables, and was applied for finding out the relationship of emotional intelligence, self-

efficacy, and attitude with job performance and job satisfaction.  

γ = α + β1Z1 + ɛ  ---------- Eq. 2 

The above equation (2) shows the relationship between the moderating and dependent 

variables, and was applied for finding out the influence of moderating variables supervisory 

support and product knowledge in the relationship of independent variables on job 

performance and job satisfaction. 

γ = α + β1χ1Z + ɛ  ---------- Eq. 3 
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The above equation (3) shows the relationship of the interactions of independent and 

moderating variables with dependent variables, and was applied for finding out the influence 

of the same interactions of the variables on job performance and job satisfaction. 

Where β denotes regression weight, χ denotes independent variables, Z denotes moderating 

variables, χZ denotes the interaction of independent and moderating variables, and γ denotes 

dependent variables. 

χ 

       Eq. 1 

  Eq. 2   γ 

Z       

 Eq. 3 

χZ 

Figure 21. Moderation Analysis (Barron, & Kenny, 1986) 

 

3.11.8 Statistical Softwares 

This is very much clear that the utilization of statistical softwares for data analysis is 

paramount. It helps in getting the factual results of the variables taken for the research 

investigation. It also decreases the chances of manipulation, and un-biased results. With the 

help of statistical softwares, within no time one can easily measure arithmetic mean, 

frequency distribution, standard deviation, and moderation analysis. So as we know that the 

two software packages, i.e. SPSS and Analysis of Moment Structure (AMoS) are equipped 

with such measuring tools, hence, the 21st edition of SPSS and 19
th

 edition of Amos was 

utilized for the same to measure the role of moderating variables in the relationship of 

independent variables with dependent variables of this study. 
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3.12 Ethical Consideration 

The study in hand deals with behavioural sciences. Therefore, the below ethical limitations 

were strictly observed during the course of action of the research. 

Confidentiality: The respondents were told that not to mention their names, contact 

numbers, their supervisors’ names, and/or their addresses on the questionnaire. They were 

also assured that the data will be kept confidentially, which will be used for research purpose 

only. They were prohibited from giving sensitive information regarding their employers, and 

companies’ procedures. The surety of the confidentiality was given on the front page of each 

questionnaire. 

Voluntary Participation: Before filling the questionnaire from the respondents, the 

respondents were requested on a volunteer basis. They were also given time to fill the 

questionnaire in a pressure free environment. In other words, they were not bound by a 

limited time frame for filling the questionnaire. 

Informed Consent: Through personal interaction with the respondents they were 

informed about the purpose of the research.  

Academic Objectivity: The respondents were assured that the purpose of the research 

was totally academic and research based. For this purpose the data were analyzed in group 

form, i.e. national company employees and multinational company employees. 

3.13 Chapter Summary 

The chapter presented a detailed research methodology used for the current study. The 

chapter started with an introduction, and was preceded with research philosophy, approach, 

the nature of research, population, sampling techniques and so on. The next portion was 

composed of statistical information and finally the chapter closed with ethical limitations of 

the current research study.  
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CHAPTER 4 

DATA ANALYSIS 

4.1 Introduction  

This chapter is composed of statistical analysis of the data collected. According to 

Rahman (2012), statistical analysis makes a research study more systematic, interpretable, 

generalizable, conclusive and academic one. The following section of this chapter provides a 

detailed report on the statistical analysis of the variables. 

4.2 Preliminary Assumptions 

There are different assumptions that need to be satisfied before going to analyze the data 

of the research. According to Osborne and Waters (2002), every statistical technique has an 

assumption on background based on the variables and data of the research. Therefore, such 

assumptions need to be satisfied to answer the research questions and solve the problem; 

otherwise, it may create biased and inauthentic outcomes. Some of the assumptions that could 

be mentioned here are normality test, multicollinearity, homoscedasticity and normal 

distribution of error terms. These assumptions and their results are discussed briefly in the 

next lines. 

4.2.1 Normality of Data 

The skewness and kurtosis needs to be measured in the data of the research to check and 

measure the normality of the data. According to Hair et al. (2006), if the values of skewness 

are ±1 and kurtosis ±3 range, then the distribution of the data is normal (table 6).  
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Table 6 

Normality of Data 

Variables Skewness Kurtosis 

Statistic Std. Error Statistic Std. Error 

Emotional Intelligence -.285 .122 .497 .243 

Self-Efficacy -.949 .122 1.986 .243 

Attitude .082 .122 1.182 .243 

Job Performance -.622 .122 .900 .243 

Job Satisfaction -.711 .122 .445 .243 

Supervisory Support -.980 .122 1.883 .243 

Product Knowledge -.904 .122 1.495 .243 

4.2.2 Homoscedasticity 

Another assumption of regression analysis is homoscedasticity. According to Tabachnick 

and Fidell (2001) Homoscedasticity is “Variety is in score for one continuous variable which 

is roughly the same at all values of another continuous variable”. Hair et al. (2006) argued 

that the data must fulfil the assumption of Homoscedasticity. P–P plot of regression 

standardized residual was measured to satisfy the assumption of Homoscedasticity. The 

figures (Appendix-A) confirmed the nature of the Homoscedasticity assumption between the 

variables of this study. Finally, the assumption of Homoscedasticity was satisfied. 

4.2.3 Normal Distribution of Error Terms 

According to Kothari (1990) another assumption of regression is called normal 

distribution of error terms. Osborne and Waters (2002) argued that the same assumption 

needs to be satisfied before measuring regression of variables. Normal distribution of error 

terms can be measured through histogram. The curves for distribution of error terms were 

found bell-shaped. In other words, the curves were found not skewed positively or negatively. 

Thus, the same assumption was found satisfied. The figures (Appendix-A) show the same 

assumption for the variables of this research study.  

4.2.4 Multicollinearity 

There is no consensus of opinion about the value of multicollinearity. Some researchers 

stated that it must be less than 10.0 and some argued that it must be less than 5.0. According 
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to Hair et al. (2006), the multicollinearity problem does not exist when the VIF value is less 

than 5.0. According to Shah (2015), less multicollinearity exists when the tolerance value is 

near to 1, while the multicollinearity will be high when tolerance value is near to 0. The table 

7 reveals the values of VIF for all the independent variables (emotional intelligence = 1.213, 

self-efficacy = 1.220, attitude = 1.000, supervisory support = 1.130, and product knowledge = 

1.369) are less than 5.0 (VIF < 5.0) as suggested by Hair et al. (2006). Hence, the problem of 

multicollinearity does not exist among the independent factors of this study. 

Table 7 

Multicollinearity Identification 

Variables Tolerance VIF 

Emotional Intelligence 0.824 1.213 

Self-Efficacy 0.820 1.220 

Attitude 1.000 1.000 

Supervisory Support 0.885 1.130 

Product Knowledge 0.730 1.369 

 

4.2.5 Assumption of Factor Analysis 

Before conducting regression of the data collected, it is necessary to satisfy the assumption 

of factor analysis. Factor analysis is usually conducted for checking the adequacy of sampling 

and suitability of data. In social sciences research, usually the KMO (Kaiser-Meyer-Olkin) & 

Barlett’s (p – value) test is used for measuring the sampling adequacy and suitability of data. 

According to Kaiser (1974), KMO value above 0.5 shows that sampling is adequate. While 

George and Mallery (2003) contend that Bartlett sphericity (p) value should be less than 0.05 

for suitability of the data with respect to the variables of the study. Researchers also 

maintained that determinant value should be less more than 0.00001 for factor analysis. 

Hence, the same test of KMO & Bartlett was applied for measurement of factor analysis. The 

table 8 demonstrates the KMO values, Chi-square, difference, determinant and p-values of 

the variables of this research study, which satisfied the aforesaid limits maintained by the 
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researchers/scientists. Scree plot was also drawn for all the variables to see the items that 

could be factored.  

Table 8 

Factor Analysis 

Variables  
KMO Chi-square Difference 

(df) 

Determinant Bartlett 

(P-value) 

Emotional Intelligence 0.753 2317.133 528 0.003 0.000 

Self-Efficacy 0.736 523.809 6 0.267 0.000 

Attitude 0.800 2673.651 28 0.001 0.000 

Supervisory Support 0.797 791.037 6 0.136 0.000 

Product Knowledge 0.857 830.237 10 0.123 0.000 

Job Performance 0.755 368.502 6 0.395 0.000 

Job Satisfaction 0.635 209.491 6 0.590 0.000 

 

4.3 Response Rate 

The researcher needs to be careful about the issue of response rate in data collection. 

According to Alreck and Settle (2004), low response rate is one of the problems in data 

collection through survey. The low response rate is sometime because of lack of access of the 

researcher to the target respondents/participants or their refusal for provision of data because 

of suspicion of data. In order to be fastidious about the response of the respondents, thorough 

attention was given to data collection. According to Krejcie and Morgan (1970), 384 is 

sample size for 1000000 numbers of the population that could be applied to the population of 

the same research. In order to collect the data, 300 questionnaires were distributed in the 

initial stage at physicians’ private clinics and Govt. hospitals of District Peshawar. After 30 

days, 226 questionnaires were received. In the second stage, again 300 questionnaires were 

distributed to other clinics, including the same clinics and were pursued by visiting frequently 

to the clinics. After 30 days, 195 questionnaires were received. The overall response rate 

remained 70.17 percent. Out of the filled in questionnaires, 21 questionnaires were dropped 

out due to major missing data. Hence, 400 (filled by 236 PSRs of national companies and 164 

of multinational companies), questionnaires with a response rate of 66.67 percent were used 

for analysis of this study, which is quite satisfactory as suggested by (Rubin, & Babbie, 
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2012). According to Rubin and Babbie (2012), a response rate of at least 50 percent is usually 

considered adequate, and 60 percent is good. 

4.4 Demographic Information of the respondents 

The respondents were asked about their demographic characteristics in terms of eight 

items. The respondents were asked about their age in years, gender, education, marital status, 

job rank, experience (in years), and company information (table 9).  

Table 9 encompasses information about the company information that 236 (59%) 

pharmaceutical sales representatives participated from national companies, and 164 (41%) 

sales representatives participated from multinational companies. However, all of the 

participants were male. 

Table 9 

Demographical Information of the Respondents 

Items/Variable Frequency Percent (%) 

 

 

Age 

25 & less than 25 years 83 20.75 

26 – 35 years 235 58.75 

36 – 45 years 75 18.75 

46 – 55 years 7 1.75 

56 years & above 0 0 

Total 400 100.0 

 

Gender  

Male 370 92.5 

Female 30 7.5 

Others 0 0 

Total 400 100.0 

 

 

 

Education 

level 

SSC/HSSC 7 1.75 

Bachelor 220 55 

Master 160 40 

M.Phil/M.S 12 3 

Ph.D 0 0 

Others  1 0.25 

Total 400 100.0 

 

Marital 

status 

Single 138 34.5 

Married 262 65.5 

Others 0 0 

Total 400 100 
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Job Status 

Field Staff 258 64.5 

First Line Managers 107 26.8 

Middle Manager 25 6.3 

Top Manager 10 2.5 

Other 0 0 

Total 400 100 

 
 

 

Experience 

1 – 5 years 174 43.5 

6 – 10 years 126 31.5 

11-15 years 51 12.8 

16 – 20 years 33 8.3 

21 – 25 years 15 3.8 

26 years & above 1 0.3 

Total 400 100.0 

 

Company 

Information 

National company 236 59 

Multinational company 164 41 

Total 400 100.0 

 

4.5 Descriptive Statistics 

According to Sekaran (2003), descriptive statistics described the phenomenon of interest. 

Descriptive statistics involve the process of transforming the raw data/information to give 

useful meanings to the variables of the research. Table 10 demonstrates the mean and 

standard deviation values for all the variables. The higher value of the mean and lower value 

of standard deviation shows a high level of agreement of the respondents regarding the items 

questioned from them.  
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Table 10 

Mean and Standard Deviation 

Variables Min. Max. M. S. Dev. 

Emotional Intelligence  97.00 159.00 131.3175 10.45442 

Self-efficacy  8.00 20.00 17.7175 1.96018 

Attitude  22.00 40.00 33.3650 3.08148 

Job Performance 9.00 20.00 17.1300 2.06610 

Job Satisfaction 6.00 20.00 16.4425 2.65033 

Supervisory Support  4.00 20.00 16.5000 3.04190 

Product Knowledge  10.00 25.00 21.9575 2.64446 

The value of standard deviation for job performance, job satisfaction, and product 

knowledge is relatively same which shows that respondents have agreed responses on the 

scales regarding the questions of the same variables i.e. job performance, job satisfaction, and 

product knowledge. While among all the variables, value of standard deviation for self-

efficacy (1.96018) is very low, this shows a high degree of agreements of responses on the 

scale/items of self-efficacy.  

4.6 Measurement Model 

Measurement of model is the way through which the researcher checks the goodness of fit 

between the data collected and the hypothesis. The variables of the model can be measured 

individually and then collectively (Rahman, 2012). For this purpose, it is very necessary to 

check the variables of this study through confirmatory factor analysis (CFA) individually. 

4.7 CFA for Emotional Intelligence 

One of the exogenous variables of this study is emotional intelligence. Therefore, first of 

all the researcher conducted the confirmatory factor analysis of emotional intelligence. 

According to Hu and Bentler (1999), the value of RMR equal or less than 0.080 indicates 

good model fit. According to Joreskog and Sorbom (1984), the value of GFI equal or less 

than 1.000 indicates good model fit. According to Bentler (1990), and McDonald and Marsh 
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(1990), the value of CFI should be less than or equal to 1.000 to get the better model fit. And 

regarding the value of RMSEA, Brown and Cudeck (1993) maintained that it should be equal 

to or less than 0.08.  

As the researcher measured emotional intelligence with the help of 33 items, CFA was 

measured for emotional intelligence which resulted in acceptable values of RMR = 0.062, 

GFI = 0.824, CFI = 0.900, and RMSEA = 0.065. Thus, the model was accepted for the 

desired acceptable values of Goodness of Fit measures (figure 22, & table 11). 
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Figure 22. Measurement Model of Emotional Intelligence   
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Table 11 

Calculation of Measurement Model of Emotional Intelligence  

Fit Statistics of Emotional Intelligence (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

Accepted 

RMR < 0.05 shows good fit, 

but acceptable < 0.08 

0.062 Acceptable 

GFI  < 1.000 0.824 Acceptable 

CFI > 0.900 0.900 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable when < 0.08 

 

0.065 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

495 

 

Acceptable 

Chi-square - 1330.681 Acceptable 
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4.8 CFA for Self-efficacy 

Another exogenous variable of this study is self-efficacy. Therefore, the researcher 

conducted the confirmatory factor analysis of self-efficacy. Initially self-efficacy was 

measured by assigning four items. CFA was measured for self-efficacy which showed 

unacceptable values of RMSEA (0.238) that do not qualify the criteria of RMSEA =0.05 or 

up to 0.08 for further analysis (figure 23, & table 12). Thus, the initial model was rejected, 

and a revised model was developed for the same.  

 

Figure 23. Measurement Model of Self-efficacy 

Table 12 

Calculation of Measurement Model of Self-efficacy 

Fit Statistics of Self-efficacy (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

Rejected 

because of 

high 

RMSEA 

value 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.022 Acceptable 

GFI  < 1.000 0.941 Acceptable 
CFI > 0.900 0.913 Acceptable 
RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.238 

 

Not Acceptable 
Degrees of 

freedom 

 

Should be positive 

 

2.0 

 

Acceptable 
Chi-square - 47.325 Acceptable 
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4.8.1 Revised CFA for Self-efficacy 

The initial measurement model of self-efficacy did not qualify the criteria. The value of 

modification indices (MI) indicated that covariance needs to be added between the error 

terms e1 and e2, so as to get the desired value of RMSEA and increase model fit. Therefore, a 

revise model was developed by drawing covariance between the error terms e1 and e2. After 

drawing the covariance between e1 and e2, the model was measured and the values for 

goodness of fit measures were found satisfactory, thus, the revised model for self-efficacy 

was accepted (figure 24, & table 13). 

 

Figure 24. Revised Measurement Model of Self-efficacy 

Table 13 

Calculation of Revised Measurement Model of Self-efficacy 

Fit Statistics of Self-efficacy (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 
 

 

Accepted 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.000 Acceptable 

GFI  < 1.000 1.000 Acceptable 
CFI > 0.900 1.000 Acceptable 
RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.000 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

1.0 

 

Acceptable 

Chi-square - 0.004 Acceptable 
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4.9 CFA for Attitude 

Eight items were assigned to measure the model of attitude. CFA was measured for 

attitude which resulted in an unacceptable value of RMSEA (0.130) that did not qualify the 

criteria of RMSEA =0.05 or up to 0.08 for further analysis (figure 25, & table 14). Thus, the 

initial model was rejected and a revised was developed for attitude.  

 

Figure 25. Measurement Model of Attitude 

Table 14 

Calculation of Measurement Model of Attitude 

Fit Statistics of Attitude (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

Rejected 

because of high 

unacceptable 

CFI & RMSEA 

value 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.025 Acceptable 

GFI  < 1.000 0.812 Acceptable 

CFI > 0.900 0.809 Not Acceptable 

RMSEA Best fit when = 0.05, 

Acceptable upto < 0.08 

 

0.253 

 

Not Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

20.0 

 

Acceptable 

Chi-square - 529.237 Acceptable 
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4.9.1 First Revised model for Attitude 

The initial measurement model of attitude did not qualify the criteria. The value of 

modification indices (MI) indicated that covariance needs to be added between the error 

terms e5 and e6, so as to get the desired value of RMSEA and increase model fit. Therefore, a 

revised model was developed by drawing covariance between the error terms e5 and e6. After 

drawing the covariance between e5 and e6, the model was measured, but again the goodness 

of fit measures found for the revised model of attitude did not qualify the criteria, thus, the 

revised model was rejected (figure 26, & table 15). 

 

Figure 26. First Revised Measurement Model of Attitude  

Table 15 

Calculation of First Revised Measurement Model of Attitude 

Fit Statistics of Attitude (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

Rejected 

because of 

high RMSEA 

value 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.014 Acceptable 

GFI  < 1.000 0.958 Acceptable 

CFI > 0.900 0.980 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.084 

 

Not Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

19.0 

 

Acceptable 

Chi-square - 72.099 Acceptable 
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4.9.2 Second Revised model for Attitude 

The first revised measurement model of attitude did not qualify the criteria. Therefore, in 

order to get an exact model, a second revised model was developed by drawing the 

covariance between the error terms e2 and e5. After drawing the covariance between e2 and 

e5, the model was measured, and the values of the second revised model of attitude were 

acceptable, thus accepted (figure 27, & table 16). 

 

Figure 27. Second Revised Measurement Model of Attitude  

Table 16 

Calculation of Second Revised Measurement Model of Attitude 

Fit Statistics of Attitude (Independent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

 

Accepted  

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.014 Acceptable 

GFI  < 1.000 0.964 Acceptable 

CFI > 0.900 0.984 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.076 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

18.0 

 

Acceptable 

Chi-square - 59.536 Acceptable 
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4.10 CFA for Job Performance 

Four items were assigned to measure the model of job performance. CFA was measured 

for job performance, which showed the desired acceptable values of GFI (0.997), CFI 

(1.000), RMR (0.006) and RMSEA (0.010) and degrees of freedom (2.0). Thus, fulfilling the 

desired results, the initial model of job performance was accepted (figure 28 & table 17). 

 

Figure 28. Measurement Model of Job Performance 

Table 17 

Calculation of Measurement Model of Job Performance 

Fit Statistics of Job Performance (Dependent Variables)  Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.006 Acceptable  
 
 

Accepted 
GFI  < 1.000 0.997 Acceptable 
CFI > 0.900 1.000 Acceptable 
RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.010 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

2.0 

 

Acceptable 
Chi-square - 2.079 Acceptable 
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4.11 CFA for Job Satisfaction 

Initially the model of job satisfaction was measured by assigning four items. CFA was 

measured for job satisfaction which showed unacceptable value of RMSEA (0.188) not 

meeting the criteria of RMSEA = 0.05 or upto 0.08. Thus, the initial model was rejected and 

a revised model was developed by drawing covariances between the error terms of e1 and e4 

to get the desired acceptable values for goodness of fit measures (figure 29, & table 18). 

 

Figure 29. Measurement Model of Job Satisfaction 

Table 18 

Calculation of Measurement Model of Job Satisfaction 

Fit Statistics of Job Satisfaction (Dependent Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

Rejected 

because of 

CFI & 

RMSEA 

value 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.072 Acceptable 

GFI  < 1.000 0.962 Acceptable 
CFI > 0.900 0.862 Not Acceptable 
RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 
 

0.188 

 

Not Acceptable 
Degrees of 

freedom 

 

Should be positive 

 

2.0 

 

Acceptable 

Chi-square - 30.173 Acceptable 
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4.11.1 Revised model for Job Satisfaction 

The initial measurement model of job satisfaction did not qualify the criteria. The value of 

modification indices (MI) indicated that covariance needs to be added between the error 

terms e1 and e4, so as to get the desired value of RMSEA and increase model fit. Therefore, a 

revised model was developed by drawing covariance between the error terms e1 and e4. After 

drawing the covariance between e1 and e4, the model was measured, the values for goodness 

of fit measures found satisfactory, thus, the revised model in respect of job satisfaction was 

accepted (figure 30, & table 19). 

 

Figure 30. Revised Measurement Model of Job Satisfaction  

Table 19 

Calculation of Revised Measurement Model of Job Satisfaction  

Fit Statistics of Job Satisfaction (Dependent Variable) Remarks 

Goodness 

of Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

 
Accepted 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.002 Acceptable 

GFI  < 1.000 1.000 Acceptable 
CFI > 0.900 1.000 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.000 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

1.0 

 

Acceptable 
Chi-square - 0.032 Acceptable 
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4.12 CFA for Supervisory Support 

Initially, the model of supervisory support was measured by assigning four items. CFA 

was conducted for supervisory support which resulted in an unacceptable value of RMSEA 

(0.144) that do not qualify the criteria of RMSEA = 0.05 or up to 0.08 for further analysis 

(figure 31, & table 20). Thus, the initial model of supervisory support was rejected.  

 

Figure 31. Measurement Model of Supervisory Support 

Table 20 

Calculation of Measurement Model of Supervisory Support 

Fit Statistics of Supervisory Support (Moderating Variable) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status 

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.020 Acceptable  

 

Rejected 

because of 

high RMSEA 

value 

GFI  < 1.000 0.977 Acceptable 

CFI > 0.900 0.979 Acceptable 
RMSEA Best fit when = 0.05, 

acceptable when < 0.08 
 

0.144 

 

Not Acceptable 
Degrees of 

freedom 

 

Should be positive 

 

2.0 

 

Acceptable 

Chi-square - 18.493 Acceptable 
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4.12.1 Revised model of Supervisory Support 

The initial measurement model of supervisory support did not qualify the criteria. The 

value of modification indices (MI) indicated that covariance needs to be added between the 

error terms e1 and e2, so as to get the desired value of RMSEA and increase model fit. 

Therefore, a revised model was developed by drawing covariance between the error terms e1 

and e2. After drawing the covariance between e1 and e2 and measuring the revised model, 

the values of goodness of fit measures found satisfactory, thus, the revised model of 

supervisory support was accepted (figure 32, & table 21). 

 

Figure 32. Revised Measurement Model of Supervisory Support 

Table 21 

Calculation of Revised Measurement Model of Supervisory Support 

Fit Statistics of Supervisory Support (Moderating Variable) Remarks  

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

Accepted  

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.004 Acceptable 

GFI  < 1.000 0.999 Acceptable 
CFI > 0.900 1.000 Acceptable 
RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.000 

 

Acceptable 
Degrees of 

freedom 

 

Should be positive 

 

1.0 

 

Acceptable 
Chi-square - 0.904 Acceptable 
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4.13 CFA for Product Knowledge  

In order to measure the model for product knowledge, five items were assigned. Initially, 

CFA was measured for product knowledge which resulted in desired acceptable values of 

GFI (0.983), CFI (0.985), RMR (0.011) and RMSEA (0.079) and degrees of freedom (5.0). 

Thus, fulfilling the desired criteria, the model of product knowledge was accepted (figure 33, 

& table 22). 

 

Figure 33. Measurement Model of Product Knowledge 

Table 22 

Calculation of Measurement Model of Product Knowledge 

Fit Statistics of Product Knowledge (Moderating Variables) Remarks 

Goodness of 

Fit 

Acceptable Level Calculated 

Measures 

Status  

 

 

 
Accepted  

RMR < 0.05 shows good fit, 

But acceptable < 0.08 

0.011 Acceptable 

GFI  < 1.000 0.983 Acceptable 

CFI > 0.9000 0.985 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable upto < 0.08 

 

0.079 

 

Acceptable 

Degrees of 

freedom 

 

Should be positive 

 

5.0 

 

Acceptable 

Chi-square - 17.311 Acceptable 
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4.14 CFA for the overall Measurement Model, and Reliability and Validity  

As in the previous part CFA was performed for each construct separately, so, it is also 

needed to estimate the overall model fit. This has been done using maximum likelihood 

method. The results of CFA model showed that the data fit the model reasonably well and 

goodness-of-fit indices confirmed the acceptance of the overall measurement model. The chi-

square value of 3686.53 with 1803.0 degrees of freedom was statistically significant at 

p<0.05. Other values of fit statistics also supported the fitness of the model. The RMSEA was 

0.051; the standardized RMR was 0.047, which shows a very good model fit; the GFI was 

0.767; and the CFI was found 0.785 (figure 34 & table 23). All these computed values of fall 

within the suggested standards of model fitness (Hair et al., 2006b) and reflect the overall 

model fitness.  

According to Hair et al. (2006a), Convergent Validity occurs where measures of 

constructs that are expected to be related, are in fact related. Convergent validity can be 

assessed by observing the values of variance extracted of the constructs, and composite 

reliability (Hair et al., 2006a). According to them, a variance extracted of 0.5 or higher and 

composite reliability of 0.70 or higher is a good rule of thumb suggesting adequate 

convergence. According to Hair, et al. (2006a) this value should exceed the value of 0.50 but 

according to Bettencourt, (2004) value below 0.50 can still be acceptable, if the CR is strong 

and the item-to-total correlation exceeds .40. On the basis of values for composite reliability 

(CR) and average variance extract (AVE), the convergent validity of the variables were found 

acceptable (table 23).  

For checking the discriminant validity of the constructs, Fornell and Larcker (1981) 

technique was used. They suggested that the value of AVE should be greater than shared 

variance of the constructs. Thus, on the basis of comparison between AVE and shared 

variance of the constructs, the discriminant validity was established (table 24).  
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Figure 34. CFA for overall Measurement Model  



128 
 

Table 23 

Calculation of the overall Measurement Model, and Reliability and Validity  

Parameters with the Acceptable & Calculated Measures  

Remarks 

 

 

 

Accepted  

Goodness of Fit Acceptable Level Calculated 

Measures 

Status 

RMR < 0.05 shows good 

fit, but acceptable 

when < 0.08 

0.047 Acceptable 

GFI  < 1.000 0.910 Acceptable 

CFI > 0.900 0.901 Acceptable 

RMSEA Best fit when = 0.05, 

acceptable upto < 

0.08 

 

0.051 

 

Acceptable 

Degrees of freedom Should be positive 1803.0 Acceptable 

Chi-square - 3686.53 Acceptable 

Validity 

Convergent Validity Discriminant Validity 

Variable  AVE > 0.50 CR > 0.70 Variables  AVE > Shared Variance 

Emotional Intelligence 0.611 0.702 EI & JP 0.583 > 0.341 

Self-efficacy 0.584 0.848 SE & JP 0.570 > 0.325 

Attitude 0.685 0.865 Att: & JP 0.620 > 0.389 

Supervisory Support 0.693 0.900 EI & JS 0.555 > 0.311 

Product Knowledge 0.640 0.876 SE & JS 0.542 > 0.296 

Job Performance 0.555 0.832 Att: & JS 0.592 > 0.360 

Job Satisfaction 0.500 0.701   

4.15 Structural Model 

As this study is using a two-stage approach for analyses, therefore, after analyzing and 

establishing the uni-dimensionality, validity and reliability, it is time to analyze the structural 

model. Structural model is the regression part of the latent variables and shows the links 

among the latent constructs of the study. The structural model explains as to which latent 

variables directly or indirectly affect changes in the values of other latent variables in the 

model (Byrne, 1998). Therefore, it provides the causal relationships among the latent 

variables. The structural model was conducted in two parts for this study.  

4.15.1 Structural Model of Emotional Intelligence, Self-efficacy, Attitude, Job 

Performance, and Job Satisfaction  

Structural model was conducted in two phases. In the first phase, the structural model 

through SEM analysis of the relationship of emotional intelligence, self-efficacy, attitude 
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with job performance, and the correlation of emotional intelligence, self-efficacy and attitude 

were measured. In the second part, the structural model through SEM analysis for the 

relationship of emotional intelligence, self-efficacy, attitude with job satisfaction, and the 

correlation of emotional intelligence, self-efficacy and attitude were measured. The 

development of the structural model is based on the results of the measurement model as 

mentioned above. The results of structural model of emotional intelligence, self-efficacy and 

attitude with job performance and job satisfaction are given in figure 35 and 16, table 24 and 

25. 
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Figure 35. Structural Model of Emotional Intelligence, Self-efficacy, Attitude and Job 

Performance 
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Figure 36. Structural Model of Emotional Intelligence, Self-efficacy, Attitude and Job 

Satisfaction 
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Table 24 

Goodness-of-Fit for the Structural Model of Emotional Intelligence, Self-efficacy, Attitude 

and Job Performance  
 

CFA 

Model 

CMIN DF CMIN/DF GFI NFI CFI RMSEA Standardized 

RMR 

2441.177 1119 2.182 0.796 0.663 0.911 0.054 0.048 

 

Table 25 

Goodness-of-Fit for the Structural Model of Emotional Intelligence, Self-efficacy, Attitude 

and Job Satisfaction  
 

CFA 

Model 

CMIN DF CMIN/DF GFI NFI CFI RMSEA Standardized 

RMR 

2444.686 1119 2.185 0.792 0.647 0.910 0.054 0.052 

 

To test the hypotheses and validity of the variables, multiple techniques were used. As 

mentioned earlier, in order to avoid potential bias, great consideration was given to the data 

sources and methods of data collection. Two-steps analytical procedure devised by Anderson 

and Gerbing (1988) was adopted. In the first step, confirmatory factor analysis (CFA) was 

used to estimate the measurement model. This model allows a researcher to ensure uni-

dimensionality and also to examine the reliability and validity of a construct. The second step 

involved the testing of hypotheses through the development of a structural model. SEM was 

utilized to conduct these analyses. 

4.15.2 Goodness of Fit Indices 

Goodness of fit indices determines whether a model is acceptable or not. In structural 

equation modeling, there are four types of goodness of fit indices, i.e. (a) Absolute Fit 

Measures; (b) Incremental Fit Measures;(c) Non-centrality-based Measures; and (d) 

Parsimonious Fit Measures. According to Rahman (2012), it is not possible for a researcher 

to report all. However, to achieve consensus on the acceptability of the model, Hair et al. 

(2006a), suggested to test the proposed model in a series of measures. The next lines contain 

a brief discussion of these four types of goodness of fit indices. 
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4.15.3 Absolute Fit Measures 

In order to determine the extent to which the overall model suggests an acceptable fit to 

the data, absolute fit measures are applied (Reisinger et al., 2006). According Hair et al. 

(2006a), this is done to test how well a model fits in SEM. The most commonly used absolute 

fit measures are chi-square (χ²) and the Goodness of Fit Index (GFI). According to Hair et al. 

(2006a), chi-square (χ²) is one of the most fundamental measures of overall fit. However, 

according to Cheng (2001) and Reisinger et al. (2006), due to its sensitivity to large sample 

size, this statistic is sometime subject to over inflation and entails the assumption of a perfect 

fit between model and data and it is also believed that chi-square tests the hypothesis, not the 

model fit. 

Therefore, Reisinger et al. (2006) and Shah and Goldstein (2006) suggest other measures 

in order to achieve a better acceptability such as GFI, adjusted GFI (AGFI) and root mean 

square residual (RMR) are other fit measures (Hair et al., 2006a). GFI and AGFI measure the 

extent of variances and covariances in the hypothesized model. A value above 0.90 is an 

acceptable value for both these indices (Hair et al., 2006a). RMR is considered as the average 

difference referring to residuals between elements of sample and hypothesized covariance. 

4.15.4 Incremental Fit Measures 

Incremental fit measures are another class of fit measures which include the normal fit 

index (NFI), non-normed fit index (NNFI) also known as Turker-Lewis index (TLI) and 

Incremental Fit Index (IFI). Here the proposed model is compared with some baseline model 

(also called null or independence model). The values of NFI range between 0 to 1.00, with 

higher values indicate a better goodness-of-fit (Browne, & Cudeck, 1993). Non-normed Fit 

Index (NNFI) which is also called Tucker-Lewis index (TLI) is used to compare a proposed 

model‘s fit with a nested baseline or null model. Incremental Fit Index (IFI) is another fir 

index which shows the comparisons between the estimated model and a null model (Hair et 
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al., 2006a). According to Bollen (1989), the value of IFI close to 1.00 indicates a very good 

fit. 

4.15.5 Non-centrality Based Fit Measure 

The third category of model fit measures is called non-centrality based fit measures. These 

measures are mainly used to test the degree of rejection of an incorrect model. The two 

mostly used indices of this category are the Comparative Fit Index (CFI) and Root Mean 

Square Error of Approximation (RMSEA). The main advantage of RMSEA is that, it is 

neither dependent on, nor affected by the sample size. It calculates the discrepancy in terms 

of the population as a whole and not the sample size (Hoe, 2008). Other researchers like 

Reisinger et al. (2006) also recommend the use of RMSEA, that this index gives appropriate 

conclusions about model quality and provides precise fit. Values below 0.05 indicate a good 

fit, while values up-to 0.08 represents a reasonable fit. However, Chen et al. (2008) believed 

that there is little empirical support for the use of any universal cut-off values in case of 

RMSEA to determine adequate model fit. The choice of this cut-off value depends on other 

factors as model specifications, degrees of freedom, and sample size. According to Bentler 

(1990), the value of CFI close to 1.00 indicates a very good fit.  

4.15.6 Parsimonious Fit Measures  

The last and fourth fit measures are called parsimonious fit measures. According to Hair, 

et al. (2006a) these measures relate the goodness-of-fit of the model to the number of 

estimated coefficients required to achieve this level of fitness. In other words, in order to 

choose the model which could best describe the variables’ relationship between the several 

models, this type of measure is the more appropriate fit measures. The only measure applied 

here is the Normed chi-square. This value can be calculated by getting the ratio to the DF 

(Normed χ² = χ²/DF). 
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Looking to all these goodness of fit indices, table 26 and 27 provide a comparison of 

goodness of fit measures for the structural model of emotional intelligence, self-efficacy, 

attitude, job performance, and job satisfaction. 

Table 26 

Comparison of Goodness-of-Fit Measures for Structural Model of Emotional Intelligence, 

Self-efficacy, Attitude, and Job Performance 

Goodness of Fit 

Measures 

Level of Acceptable Fit Calculation of 

Measures 

Status Remarks 

1 Absolute Fit Measures 

i Likelihood ratio 

Chi-square 

statistics (χ
2
) 

Statistical Test of 

Significance Provided 

(χ
2
) = 2441.177 

Significance 

P =.000 

-  

ii Goodness of Fit 

Index (GFI) 

Higher values indicate 

better fit, no established 

threshold values 

 

 

0.800 

Acceptable  

2 Incremental Fit Measures 

i Tucker Lewis 

Index (TLI) 

Recommended level 0 to 

1.00 

TLI = 0.901 Acceptable  

ii Incremental Fit 

Index (IFI) 

Close to 1.00 indicates 

very good fit 

IFI = 0.910 Acceptable  

3 Non-centrality Based Measures 

i Root Mean 

Square Error of 

Approximation 

(RMSEA) 

Value up-to 0.05 best fit. 

Acceptable up-to = 0.08 

RMSEA = 0.054 Acceptable  

ii Comparative Fit 

Index (CFI) 

Close to 1.00 indicate best 

fit 

CFI = 0.912 Acceptable  

4 Parsimonious Fit Measures 

i Normed chi 

square Measures 

Recommended level: 

Lower limit = 1.0 Upper 

limit = 3.0 to 5.0 

Normed χ² = 

χ²/df= 2.18 

Acceptable  
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Table 27 

Comparison of Goodness-of-Fit Measures for Structural Model of Emotional Intelligence, 

Self-efficacy, Attitude, and Job Satisfaction  

Goodness of Fit 

Measures 

Level of Acceptable Fit Calculation of 

Measures 

Status Remarks 

1 Absolute Fit Measures 

i Likelihood ratio 

Chi-square 

statistics (χ
2
) 

Statistical Test of 

Significance Provided 

(χ
2
) = 2444.686 

Significance 

P =.000 

-  

ii Goodness of Fit 

Index (GFI) 

Higher values indicate 

better fit, no established 

threshold values 

 

 

0.792 

Acceptable  

2 Incremental Fit Measures 

i Tucker Lewis 

Index (TLI) 

Recommended level 0 to 

1.00 

TLI = 0.900 Acceptable  

ii Incremental Fit 

Index (IFI) 

Close to 1.00 indicates 

very good fit 

IFI = 0.910 Acceptable  

3 Non-centrality Based Measures 

i Root Mean 

Square Error of 

Approximation 

(RMSEA) 

Value up-to 0.05 best fit. 

Acceptable up-to = 0.08 

RMSEA = 0.054 Acceptable  

ii Comparative Fit 

Index (CFI) 

Close to 1.00 indicate best 

fit 

CFI = 0.920 Acceptable  

4 Parsimonious Fit Measures 

i Normed chi 

square Measures 

Recommended level: 

Lower limit = 1.0 Upper 

limit = 3.0 to 5.0 

Normed χ² = 

χ²/df= 2.19 

Acceptable  

 

4.16 Hypothesis Testing for Direct Relationship between Exogenous and Endogenous 

Variables 

The calculation of the structural modeling showed that there is a significant relationship 

between the exogenous and endogenous variables (p=0.000). The p values indicates that all 

the independent constructs emotional intelligence, self-efficacy, and attitude have an overall 

positive influence on the dependent constructs job performance and job satisfaction (table 26 

& 27). However, to get precise results for the relationship between the variables, the 

researcher checked the relationship between the variables individually, discussed in the next 

lines.  
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4.16.1 Emotional Intelligence, Job Performance, and Job Satisfaction 

The influence of emotional intelligence was measured for job performance and job 

satisfaction. Thus, the hypothesis H1a that represents the relationship between emotional 

intelligence and job performance was found significant (Sig = 0.000, P < 0.05). And the 

hypothesis H2a that represents the relationship between emotional intelligence and job 

satisfaction was also found significant (Sig = 0.000, P < 0.05) (figure# 37 and 38, and table 

28). Thus, both the hypotheses H1a and H2a were supported.  

H1a: Emotional intelligence is positively related with job performance (Supported). 

H2a: Emotional intelligence is positively related with job satisfaction (Supported). 

Table 28 

Regression Weights (Emotional Intelligence, Job Performance, & Job Satisfaction) 

Variables Estimate S.E. C.R. Sig. (P) 

Emotional Intelligence 

& Job Performance  

0.080 0.009 8.891 0.000 

Emotional Intelligence 

& Job Satisfaction   

0.049 0.012 3.950 0.000 

 

 

Figure 37. Emotional Intelligence and Job Performance 

 

Figure 38. Emotional Intelligence and Job Satisfaction  
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4.16.2 Self-efficacy, job performance and job satisfaction 

The hypotheses H3a and H4a were analyzed for measuring the relationship of self-efficacy 

with job performance and job satisfaction respectively. It was found that self-efficacy is 

positively related to both job performance (Sig = 0.000, P < 0.05) and job satisfaction (Sig = 

0.000, P < 0.05) (figure# 39 and 40, & table 29). Thus, both the hypotheses H3a and H4a were 

supported. 

H3a: Self-efficacy is positively related with job performance (supported). 

H4a: Self-efficacy is positively related with job satisfaction (supported). 

Table 29 

Regression Weights (Self-efficacy, Job Performance, & Job Satisfaction) 

Variables Estimate S.E. C.R. Sig. (P) 

Self-efficacy & Job 

Performance  

0.518 0.046 11.263 0.000 

Self-efficacy & Job 

Satisfaction   

0.391 0.065 6.040 0.000 

 

Figure 39. Self-efficacy and Job Performance 

 

Figure 40. Self-efficacy and Job Satisfaction 
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4.16.3 Attitude, Job Performance, and Job Satisfaction 

The hypotheses H5a and H6a were analyzed for measuring the relationship of attitude with 

job performance and job satisfaction respectively. A positive significant relationship was 

found between attitude and job performance (Sig = 0.000, P < 0.05). No relationship was 

found between attitude and job satisfaction (Sig = 0.107, P > 0.05) (figure# 41 and 42, and 

table 30). Thus, the hypothesis H5a was accepted and H6a rejected. 

H5a: Attitude is positively related with job performance (Supported). 

H6a: Attitude is positively related with job satisfaction (Not Supported). 

Table 30 

Regression Weights (Attitude, Job Performance, & Job Satisfaction) 

Variables Estimate S.E. C.R. Sig. (P) 

Attitude & Job 

Performance  

0.153 0.033 4.693 0.000 

 

Attitude & Job 

Satisfaction   

0.069 0.043 1.614 0.107 

 

Figure 41. Attitude and Job Performance  

 

Figure 42. Attitude and Job Satisfaction 
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4.17 Moderation Analysis 

Baron and Kenny’s (1986) model of three steps was applied for testing the hypotheses of 

the moderating effects of supervisory support, and product knowledge on the relationship of 

emotional intelligence, self-efficacy, attitude with job performance, and job satisfaction with 

the help of SPSS 21 edition. In the first step of moderation analysis, the independent 

variables’ effects on dependent variables were analyzed. In the second step, the influence of 

moderating variables on dependent variables was analyzed. While in third step, the effect of 

the interaction of independent and moderating variables on dependent variables was 

analyzed.  

4.17.1 Emotional Intelligence, Supervisory Support, and Job Performance 

In the first step of analysing the moderating role of supervisory support in the relationship 

of emotional intelligence with job performance, the analysis revealed that emotional 

intelligence positively influences job performance (R
2 

=0.165, β=0.080, t =8.880, and 

p=0.000) (table 31). 

In second step, the influence of supervisory support was analyzed on job performance. The 

analysis showed that supervisory support positively affects job performance (R
2 

=0.212, 

β=5.282, t =4.849, and p=0.000) (table 31). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of emotional intelligence and job performance, the interaction of emotional 

intelligence and supervisory support on job performance was analyzed. The analysis revealed 

that supervisory support does not moderate the relationship between emotional intelligence 

and job performance (R
2 

=0.212, β= -0.036, t =-0.446, and p=0.656) (table 31). Thus, the 

hypothesis H1b was not supported. 

H1b: Supervisory support positively moderates the link between emotional intelligence and 

job performance (Not supported). 
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Table 31 

Emotional Intelligence, Supervisory Support, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 6.577 5.517 0.000 

Emotional Intelligence 0.080 8.880 0.000 

R
2
 0.165 

Adj. R
2
 0.163 

F  78.846 

R
2  

Change 0.165 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 5.282 4.438 0.000 

Supervisory Support 0.150 4.849 0.000 

R
2
 0.212 

Adj. R
2
 0.208 

F  53.409 

R
2  

Change 0.132 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 5.312 4.452 0.000 

Emotional Intelligence 

* Supervisory Support  

-0.036 -0.446 0.656 

R
2
 0.212 

Adj. R
2
 0.206 

F  35.601 

R
2  

Change 0.000 

 

4.17.2 Emotional Intelligence, Product Knowledge, and Job Performance 

In the first step of analyzing the moderating role of product knowledge in the relationship 

of emotional intelligence with job performance, the analysis showed that emotional 

intelligence positively influences job performance (R
2 

=0.165, β=0.080, t =8.880, and 

p=0.000) (table 32). 

In the second step of the moderation analysis of product knowledge, the influence of 

product knowledge was analyzed on job performance. The analysis revealed that product 
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knowledge positively affects job performance (R
2
=0.331, β=0.344, t =9.919, and p=0.000) 

(table 32). 

In the third step of measuring the moderating role of product knowledge in the relationship 

of emotional intelligence and job performance, the interaction of emotional intelligence and 

product knowledge on job performance was analyzed. The analysis revealed that product 

knowledge does not moderate the relationship between emotional intelligence and job 

performance (R
2 

=0.331, β= -0.015, t = -0.202, and p=0.840) (table 32). Thus, the hypothesis 

H1c was not supported. 

H1c: Product knowledge positively moderates the link between emotional intelligence and 

job performance (Not supported). 

Table 32 

Emotional Intelligence, Product Knowledge, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 6.577 5.517 0.000 

Emotional Intelligence 0.080 8.880 0.000 

R
2
 0.165 

Adj. R
2
 0.163 

F  78.846 

R
2  

Change 0.165 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 3.354 3.003 0.003 

Product Knowledge  0.344 9.919 0.000 

R
2
 0.331 

Adj. R
2
 0.328 

F  98.268 

R
2  

Change 0.166 
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Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 3.376 3.005 0.003 

Emotional Intelligence * 

Product Knowledge  

-0.015 -0.202 0.840 

R
2
 0.331 

Adj. R
2
 0.326 

F  65.367 

R
2  

Change 0.000 

4.17.3 Emotional Intelligence, Supervisory Support, and Job Satisfaction 

In order to measure the moderating role of supervisory support in the relationship of 

emotional intelligence and job satisfaction, first, the emotional intelligence influence was 

analyzed on job satisfaction. The analysis showed that emotional intelligence positively 

influences job satisfaction (R
2
=0.038, β=0.049, t=3.945, and p=0.000) (table 33).  

In second step, the influence of supervisory support was analyzed on job satisfaction. The 

analysis revealed that supervisory support positively affects job satisfaction (R
2 

=0.136, 

β=0.279, t =6.721, and p=0.000) (table 33). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of emotional intelligence and job satisfaction, the influence of the interaction of 

emotional intelligence and supervisory support on job satisfaction was analyzed. The analysis 

showed that supervisory support does not moderate the relationship between emotional 

intelligence and job satisfaction (R
2 

=0.144, β= -0.202, t = -1.878, and p=0.061) (table 33). 

Thus, the hypothesis H2b was not supported. 

H2b: Supervisory support positively moderates the link between emotional intelligence and 

job satisfaction (Not supported). 
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Table 33 

Emotional Intelligence, Supervisory Support, and Job Satisfaction 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.984 6.080 0.000 

Emotional Intelligence 0.049 3.945 0.000 

R
2
 0.038 

Adj. R
2
 0.035 

F  15.566 

R
2  

Change 0.038 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.573 4.737 0.000 

Supervisory Support  0.279 6.721 0.000 

R
2
 0.136 

Adj. R
2
 0.132 

F  31.235 

R
2  

Change 0.098 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.743 4.850 0.000 

Emotional Intelligence * 

Supervisory Support  

-0.202 -1.878 0.061 

R
2
 0.144 

Adj. R
2
 0.137 

F  22.132 

R
2  

Change 0.008 

 

4.17.4 Emotional Intelligence, Product Knowledge, and Job Satisfaction 

In the first step of analyzing the moderating role of product knowledge in the relationship 

of emotional intelligence with job satisfaction, emotional intelligence influence was 

measured for job satisfaction. The analysis revealed that emotional intelligence positively 

influences job satisfaction (R
2
=0.038, β=0.094, t=3.945, and p=0.000) (table 34).  
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In the second step, the influence of product knowledge was analyzed on job satisfaction. 

The analysis indicated that product knowledge positively affects job satisfaction (R
2 

=0.106, 

β= 0.282, t =5.495, and p=0.000) (table 34). 

In the third step of measuring the moderating role of product knowledge in the relationship 

of emotional intelligence and job satisfaction, the effect of the interaction of emotional 

intelligence and product knowledge on job satisfaction was analyzed. The analysis revealed 

that product knowledge does not moderate the relationship between emotional intelligence 

and job satisfaction (R
2 

=0.111, β= -0.161, t= -1.500, and p=0.134) (table 34). Thus the 

hypothesis H2c was not supported.  

H2c: Product knowledge positively moderates the link between emotional intelligence and 

job satisfaction (Not supported). 

Table 34 

Emotional Intelligence, Product Knowledge, and Job Satisfaction  

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.984 6.080 0.000 

Emotional Intelligence 0.049 3.945 0.000 

R
2
 0.038 

Adj. R
2
 0.035 

F  15.566 

R
2  

Change 0.038 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.335 4.427 0.000 

Product Knowledge  0.282 5.495 0.000 

R
2
 0.106 

Adj. R
2
 0.101 

F  23.453 

R
2  

Change 0.068 
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Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.575 4.558 0.000 

Emotional Intelligence * 

Product Knowledge  

-0.161 -1.500 0.134 

R
2
 0.111 

Adj. R
2
 0.104 

F  16.435 

R
2  

Change 0.005 

 

4.17.5 Self-efficacy, Supervisory Support, and Job Performance 

In the first step of analyzing the moderating role of supervisory support in the relationship 

of self-efficacy with job performance, self-efficacy’s influence was analyzed on job 

performance. The analysis indicated that self-efficacy positively influences job performance 

(R
2 

=0.241, β=0.518, t =11.249, and p=0.000) (table 35).  

In the second step, the influence of supervisory support was analyzed on job performance. 

The analysis indicated that supervisory support positively affects job performance (R
2 

=0.267, 

β=0.114, t =3.760, and p=0.000) (table 35). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of self-efficacy and job performance, the effect of the interaction of self-efficacy 

and supervisory support on job performance was analyzed. The analysis revealed that 

supervisory support does not moderate the relationship between self-efficacy and job 

performance (R
2 

=0.272, β= -0.131, t = -1.603, and p=0.110) (table 35). Thus, the hypothesis 

H3b was not supported. 

H3b: Supervisory support positively moderates the link between self-efficacy and job 

performance (Not supported). 
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Table 35 

Self-efficacy, Supervisory Support, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.957 9.700 0.000 

Self-efficacy  0.518 11.249 0.000 

R
2
 0.241 

Adj. R
2
 0.239 

F  126.545 

R
2  

Change 0.518 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 6.967 8.207 0.000 

Supervisory Support  0.114 3.760 0.000 

R
2
 0.267 

Adj. R
2
 0.264 

F  72.431 

R
2  

Change 0.026 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.166 8.368 0.000 

Self-efficacy * 

Supervisory Support  

-0.131 -1.603 0.110 

R
2
 0.272 

Adj. R
2
 0.267 

F  49.335 

R
2  

Change 0.005 

 

4.17.6 Self-efficacy, Product Knowledge, and Job Performance 

In the first step of analyzing the moderating role of product knowledge on the relationship 

of self-efficacy with job performance, the effect of self-efficacy was analyzed on job 

performance. The analysis revealed that self-efficacy positively influences job performance 

(R
2 

=0. 241, β=0.518, t =11.249, and p=0.000) (table 36). 

In the second step of the moderation analysis of product knowledge, the influence of 

product knowledge was analyzed on job performance. The analysis showed that product 
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knowledge positively affects job performance (R
2 

=0.361, β=0.303, t =8.608, and p=0.000) 

(table 36). 

In the third step of measuring the moderating role of product knowledge on the 

relationship of self-efficacy and job performance, the effect of the interaction of self-efficacy 

and product knowledge on job performance was analyzed. The analysis showed that product 

knowledge does not moderate the relationship between self-efficacy and job performance (R
2 

=0.362, β= -0.067, t = -0.906, and p=0.366) (table 36). Thus, the hypothesis H3c was not 

supported. 

H3c: Product knowledge positively moderates the link between self-efficacy and job 

performance (Not supported). 

Table 36 

Self-efficacy, Product Knowledge, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.957 9.700 0.000 

Self-efficacy  0.518 11.249 0.000 

R
2
 0.241 

Adj. R
2
 0.239 

F  126.545 

R
2  

Change 0.518 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 4.594 5.409 0.000 

Product Knowledge  0.303 8.608 0.000 

R
2
 0.361 

Adj. R
2
 0.357 

F  111.941 

R
2  

Change 0.12 
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Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 4.871 5.395 0.000 

Self-efficacy * Product 

Knowledge  

-0.067 -0.906 0.366 

R
2
 0.362 

Adj. R
2
 0.357 

F  74.867 

R
2  

Change 0.001 

 

4.17.7 Self-efficacy, Supervisory Support, and Job Satisfaction 

In the first step of analyzing the moderating role of supervisory support in the relationship 

of self-efficacy with job satisfaction, the effect of self-efficacy was analyzed on job 

satisfaction. The analysis showed that self-efficacy positively influences job satisfaction 

(R
2
=0.084, β=0.391, t=6.033, and p=0.000) (table 37).  

In the second step, the influence of supervisory support was analyzed on job satisfaction. 

The analysis showed that supervisory support positively affects job satisfaction (R
2 

=0.160, 

β= 0.251, t =5.990, and p=0.000) (table 37). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of self-efficacy and job satisfaction, the effect of the product of self-efficacy and 

supervisory support on job satisfaction was analyzed. The analysis showed that supervisory 

support does not moderate the relationship between self-efficacy and job satisfaction (R
2 

=0.160, β= -0.020, t= -0.180, and p=0.858) (table 37). Thus, the hypothesis H4b was not 

supported. 

H4b: Supervisory support positively moderates the link between self-efficacy and job 

satisfaction (Not supported). 
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Table 37 

Self-efficacy, Supervisory Support, and Job Satisfaction  

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.508 8.223 0.000 

Self-efficacy  0.391 6.033 0.000 

R
2
 0.084 

Adj. R
2
 0.081 

F  36.396 

R
2  

Change 0.084 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.342 6.295 0.000 

Supervisory Support  0.251 5.990 0.000 

R
2
 0.160 

Adj. R
2
 0.155 

F  37.734 

R
2  

Change 0.076 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.373 6.247 0.000 

Self-efficacy * 

Supervisory Support  

-0.020 -0.180 0.858 

R
2
 0.160 

Adj. R
2
 0.153 

F  25.106 

R
2  

Change 0.000 

 

4.17.8 Self-efficacy, Product Knowledge, and Job Satisfaction 

In the first step of analyzing the moderating role of product knowledge in the relationship 

of self-efficacy with job satisfaction, the influence of self-efficacy on job satisfaction was 

analyzed. The analysis showed that self-efficacy positively influences job satisfaction 

(R
2
=0.084, β=0.391, t=6.033, and p=0.000) (table 38).  
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In the second step, the influence of product knowledge was analyzed on job satisfaction. 

The analysis showed that product knowledge positively affects job satisfaction (R
2 

=0.126, β= 

0.232, t =4.388, and p=0.000) (table 38). 

In the third step of measuring the moderating role of product knowledge on the 

relationship of self-efficacy and job satisfaction, the interaction of self-efficacy and product 

knowledge on job satisfaction was analyzed. The analysis showed that product knowledge 

does not moderate the relationship between self-efficacy and job satisfaction (R
2 

=0.133, β= -

0.189, t = -1.703, and p=0.089) (table 38). Thus, the hypothesis H4c was not supported. 

H4c: Product knowledge positively moderates the link between self-efficacy and job 

satisfaction (Not supported). 

Table 38 

Self-efficacy, Product Knowledge, and Job Satisfaction 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.508 8.223 0.000 

Self-efficacy  0.391 6.033 0.000 

R
2
 0.084 

Adj. R
2
 0.081 

F  36.396 

R
2  

Change 0.084 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 6.937 5.447 0.000 

Product Knowledge  0.232 4.388 0.000 

R
2
 0.126 

Adj. R
2
 0.122 

F  28.661 

R
2  

Change 0.042 
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Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 7.717 5.714 0.000 

Self-efficacy * Product 

Knowledge  

-0.189 -1.703 0.089 

R
2
 0.133 

Adj. R
2
 0.126 

F  20.166 

R
2  

Change 0.007 

 

4.17.9 Attitude, Supervisory Support, and Job Performance 

In the first step of analyzing the moderating role of supervisory support in the relationship 

of attitude and job performance, the effect of attitude was analyzed on job performance. The 

analysis revealed that attitude has a positive significant relationship with job performance (R
2 

=0.052, β=0.153, t =4.687, and p=0.000) (table 39).  

In the second step, the influence of supervisory support was analyzed on job performance. 

The analysis revealed that supervisory support positively affects job performance (R
2 

=0.132, 

β=0.192, t =6.021, and p=0.000) (table 39). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of attitude and job performance, the interaction of attitude and supervisory 

support on job performance was analyzed. The analysis revealed that supervisory support 

moderate the relationship between attitude and job performance (R
2 

=0.142, β= -0.019, t = -

2.213, and p=0.027) (table 39). Thus, the hypothesis H5b was supported. 

H5b: Supervisory support positively moderates the link between attitude and job 

performance (Supported) 
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Table 39 

Attitude, Supervisory Support, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 12.013 10.958 0.000 

Attitude  0.153 4.687 0.000 

R
2
 0.052 

Adj. R
2
 0.050 

F  21.970 

R
2  

Change 0.052 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.238 8.051 0.000 

Supervisory Support  0.192 6.021 0.000 

R
2
 0.132 

Adj. R
2
 0.127 

F  30.087 

R
2  

Change 0.08 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant -1.002 -0.210 0.834 

Attitude * Supervisory 

Support  

-0.019 -2.213 0.027 

R
2
 0.142 

Adj. R
2
 0.136 

F  21.887 

R
2  

Change 0.01 

 

4.17.10 Attitude, Product Knowledge, and Job Performance 

In the first step of analyzing the moderating role of product knowledge in the relationship 

of attitude with job performance, the effect of attitude on job performance was analyzed. The 

analysis showed that attitude positively influences job performance (R
2 

=0.052, β=0.153, t 

=4.687, and p=0.000) (table 40). 

In the second step of the moderation analysis of product knowledge, the influence of 

product knowledge was analyzed on job performance. The analysis showed that product 
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knowledge positively affects job performance (R
2 

=0.294, β=0.394, t =11.665, and p=0.000) 

(table 40). 

In the third step of measuring the moderating role of product knowledge in the relationship 

of attitude and job performance, the interaction of attitude and product knowledge on job 

performance was analyzed. The analysis revealed that product knowledge does not moderate 

the relationship between attitude and job performance (R
2 

=0.296, β= -0.010, t = -1.077, and 

p=0.282) (table 40). Thus, the hypothesis H5c was not supported.  

H5c: Product knowledge positively moderates the link between attitude and job 

performance (Not supported). 

Table 40 

Attitude, Product Knowledge, and Job Performance 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 12.013 10.958 0.000 

Attitude  0.153 4.687 0.000 

R
2
 0.052 

Adj. R
2
 0.050 

F  21.970 

R
2  

Change 0.052 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 5.905 5.456 0.000 

Product Knowledge  0.394 11.665 0.000 

R
2
 0.294 

Adj. R
2
 0.291 

F  82.751 

R
2  

Change 0.242 
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Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant -1.133 -0.171 0.864 

Attitude * Product 

Knowledge  

-0.010 -1.077 0.282 

R
2
 0.296 

Adj. R
2
 0.291 

F  55.576 

R
2  

Change 0.002 

 

4.17.11 Attitude, Supervisory Support, and Job Satisfaction  

In the first step of analyzing the moderating role of supervisory support in the relationship 

of attitude and job satisfaction, the influence of attitude on job satisfaction was analyzed. The 

analysis revealed that attitude has no relationship with job satisfaction (R
2 

=0.006, β=0.069, t 

=1.612, and p=0.108) (table 41).  

In the second step, the influence of supervisory support was analyzed on job satisfaction. 

The analysis revealed that supervisory support positively affects job satisfaction (R
2 

=0.124, 

β=0.299, t =7.290, and p=0.000) (table 41). 

In the third step of measuring the moderating role of supervisory support in the 

relationship of attitude and job satisfaction, the interaction of attitude and supervisory support 

on job satisfaction was analyzed. The analysis revealed that supervisory support does not 

moderate the relationship between attitude and job satisfaction (R
2 

=0.130, β= -0.019, t = -

1.736, and p=0.083) (table 41). Thus, the hypothesis H6b was not supported. 

H6b: Supervisory support positively moderates the link between attitude and job 

satisfaction (Not supported). 
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Table 41 

Attitude, Supervisory Support, and Job Satisfaction 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 14.132 9.815 0.000 

Attitude  0.069 1.612 0.108 

R
2
 0.006 

Adj. R
2
 0.004 

F  2.597 

R
2  

Change 0.006 

Model 2  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 9.802 6.630 0.000 

Supervisory Support  0.299 7.290 0.000 

R
2
 0.124 

Adj. R
2
 0.119 

F  28.042 

R
2  

Change 0.118 

Model 3  

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant -0.573 -0.093 0.926 

Attitude * Supervisory 

Support  

-0.019 -1.736 0.083 

R
2
 0.130 

Adj. R
2
 0.124 

F  19.794 

R
2  

Change 0.006 

 

4.17.12 Attitude, Product Knowledge, and Job Satisfaction  

In the first step of analyzing the moderating role of product knowledge in the relationship 

of attitude and job satisfaction, the effect of attitude on job satisfaction was analyzed. The 

analysis revealed that attitude has no relationship with job satisfaction (R
2 

=0.006, β=0.069, 

t=1.612, and p=0.108) (table 42).  
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In the second step, the influence of product knowledge was analyzed on job satisfaction. 

The analysis revealed that product knowledge positively affects job satisfaction (R
2 

=0.099, 

β=0.313, t=6.394, and p=0.000) (table 42). 

In the third step of measuring the moderating role of product knowledge in the relationship 

of attitude and job satisfaction, the interaction of attitude and product knowledge on job 

satisfaction was analyzed. The analysis revealed that product knowledge does not moderate 

the relationship between attitude and job satisfaction (R
2
=0.103, β= -0.017, t = -1.324, and 

p=0.186) (table 42). Thus the hypothesis H6c was not supported. 

H6c: Product knowledge positively moderates the link between attitude and job satisfaction 

(Not supported). 

Table 42 

Attitude, Product Knowledge, and Job Satisfaction 

Model 1 

 Unstandardized 

Coefficients 

T Sig. 

β 

Constant 14.132 9.815 0.000 

Attitude  0.069 1.612 0.108 

R
2
 0.006 

Adj. R
2
 0.004 

F  2.597 

R
2  

Change 0.006 

Model 2 

 Unstandardized 

Coefficients 

T Sig. 

β  

Constant 9.280 5.917 0.000 

Product Knowledge  0.313 6.394 0.000 

R
2
 0.099 

Adj. R
2
 0.095 

F  21.868 

R
2  

Change 0.093 
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Model 3 

 Unstandardized 

Coefficients 

T Sig. 

β  

Constant -3.253 -0.339 0.735 

Attitude * Product 

Knowledge  

-0.017 -1.324 0.186 

R
2
 0.103 

Adj. R
2
 0.096 

F  15.191 

R
2  

Change 0.004 

 

Table 43 

Summary of the Hypotheses 

S# Hypothesis Result 

H1a Emotional intelligence is positively related with job performance. Supported  

H1b Supervisory support positively moderates the link between emotional 

intelligence and job performance. 

Not supported  

H1c Product knowledge positively moderates the link between emotional 

intelligence and job performance. 

Not supported 

H2a Emotional intelligence is positively related with job satisfaction. Supported  

H2b Supervisory support positively moderates the link between emotional 

intelligence and job satisfaction. 

Not supported  

H2c Product knowledge positively moderates the link between emotional 

intelligence and job satisfaction. 

Not supported  

H3a Self-efficacy is positively related with job performance. Supported  

H3b Supervisory support positively moderates the link between self-

efficacy and job performance. 

Not supported 

H3c Product knowledge positively moderates the link between self-

efficacy and job performance. 

Not supported 

H4a Self-efficacy is positively related with job satisfaction. Supported  

H4b Supervisory support positively moderates the link between self-

efficacy and job satisfaction. 

Not supported 

H4c Product knowledge positively moderates the link between self-

efficacy and job satisfaction. 

Not supported 

H5a Attitude is positively related with job performance. Supported  

H5b Supervisory support positively moderates the link between attitude 

and job performance. 

Supported 

H5c Product knowledge positively moderates the link between attitude and 

job performance. 

Not supported 

H6a Attitude is positively related with job satisfaction. Not supported  

H6b Supervisory support positively moderates the link between attitude 

and job satisfaction. 

Not supported 

H6c Product knowledge positively moderates the link between attitude and 

job satisfaction. 

Not supported 
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CHAPTER 5 

DISCUSSION AND CONCLUSION 

5.1 Recapitulation of the Research Study 

This chapter encompasses discussion and conclusion derived from the analysis of the data 

collected. This chapter also provides detail information on findings, the implication of the 

research studies, recommendation and suggestions for future research studies. This research 

study was based on some objectives. The first objective was to find out the relationship 

between emotional intelligence, job performance and job satisfaction. The second objective 

was to find out the relationship between self-efficacy, job performance and job satisfaction. 

The third objective was to find out the relationship between attitude, job performance and job 

satisfaction. The fourth objective was to find out the moderating role of supervisory support 

in the relationship between emotional intelligence and job-related outcomes (job performance 

and job satisfaction). The fifth objective was to find out the moderating role of supervisory 

support in the relationship of self-efficacy and job-related outcomes (job performance and job 

satisfaction). The sixth objective was to find out the moderating role of supervisory support 

on the relationship between attitude and job-related outcomes (job performance and job 

satisfaction). The seventh objective of the study was to find out the moderating role of 

product knowledge on the relationship between emotional intelligence and job-related 

outcomes (job performance and job satisfaction). The next objective of the study was to find 

out the moderating role of product knowledge on the relationship between self-efficacy and 

job-related outcomes (job performance and job satisfaction). The ninth objective of the study 

was to find out the moderating role of product knowledge on the relationship between attitude 

and job-related outcomes (job performance and job satisfaction).  

In order to achieve these objectives, the following questions were developed and pursued: 

(1) Is there any relationship between emotional intelligence and job-related outcomes, i.e. job 
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performance and job satisfaction? (2). Is there any relationship between self-efficacy and job-

related outcomes, i.e. job performance and job satisfaction? (3) Is there any relationship 

between attitude and job-related outcomes, i.e. job performance and job satisfaction? (4) 

Does supervisory support moderate the relationship between emotional intelligence and job-

related outcomes, i.e. job performance and job satisfaction? (5) Does supervisory support 

moderate the relationship between self-efficacy and job-related outcomes, i.e. job 

performance and job satisfaction? (6) Does supervisory support moderate the relationship 

between attitude and job-related outcomes, i.e. job performance and job satisfaction? (7) 

Does product knowledge moderate the relationship between emotional intelligence and job-

related outcomes, i.e. job performance and job satisfaction? (8) Does product knowledge 

moderate the relationship between self-efficacy and job-related outcomes, i.e. job 

performance and job satisfaction? (9) Does product knowledge moderate the relationship 

between attitude and job-related outcomes, i.e. job performance and job satisfaction? 

In order to achieve the aforementioned objectives and answer the questions of the study, a 

research framework was developed after a thorough review of the empirical past literature. 

The data was collected through questionnaires; descriptive and inferential statistics were 

measured for the analysis of data. The relationship between the variables of the study is 

discussed next.  

5.2 Relationship between Emotional Intelligence and Job-Related Outcomes  

The hypothesized positive relationship of emotional intelligence with job performance and 

job satisfaction was supported (R
2
 = 0.165, and R

2
 = 0.038). The findings of the study 

disclosed that emotional intelligence of pharmaceutical sales representatives is associated 

positively with their job performance and job satisfaction. The same association stipulates 

that if the pharmaceutical sales representatives are highly emotionally intelligent, they will 

perform their job better and will feel satisfied in their jobs. The findings of a positive 
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relationship of emotional intelligence with job performance and job satisfaction are in line 

with the results of previous research studies. Jorfi et al. (2010), Haakonstad (2011), Love et 

al. (2011), Ugwu (2011), Mitrofan and Cioricaru (2014), and Cohen and Abedallah (2015) 

found a positive relationship between emotional intelligence and performance of employees. 

Other researchers also found a positive relationship between emotional intelligence and job 

satisfaction of employees (Cekmecelioglu et al., 2012; Fadaei, & Kenari, 2014; Ignat, & 

Clipa, 2012; Jordan, & Troth, 2011; Mousavi et al., 2012; Nezad, & Bahramzade, 2013; 

Randeree, & Chaudhry, 2012). 

5.3 Relationship between Self-efficacy and Job-related Outcomes 

This research study also measured the relationship between self-efficacy and job 

performance and job satisfaction. According to Albert Bandura (1982), self-efficacy is one’s 

belief in their own capability of performing a job. Bandura (1982) also maintained that self-

efficacious people cope with challenges well. The findings of the study disclosed that self-

efficacy of pharmaceutical sales representatives is positively associated with their job 

performance and job satisfaction. The results of the same relationship are in line with the 

findings of the previous research studies (Cherian, & Jacob, 2013; Goebel et al., 2013; Lai, & 

Chen, 2012; Monteiro, & Vieira, 2016; Sanusi, 2011; Tabatabaei et al., 2013). Researchers 

also found a positive relationship between self-efficacy and job satisfaction of sales 

employees (Goebel et al., 2013; Lai, & Chen, 2012; Tamilarasi, & Raja, 2016). 

5.4 Relationship between Attitude and Job-Related Outcomes 

This research study was carried out to achieve the next/third objective, i.e. finding out the 

relationship between attitude and job-related outcomes (job performance and job 

satisfaction). In order to achieve this objective, a positive relationship was hypothesized 

between attitude, job performance and job satisfaction. The results of this study revealed that 

the attitude of pharmaceutical sales representatives has a positive relationship with their job 
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performance. In other words, the pharmaceutical sales representatives with positive feelings 

and thinking towards their jobs perform better. The results are in line with the results of the 

research studies of Müller and Turner (2010), Farzeen, Ahmad, and Anwar (2015), and 

Melián-González (2016).  

In sharp contrast, inconclusive results were found for the relationship between attitude and 

job satisfaction. It was found that attitude is not associated with job satisfaction. In other 

words, pharmaceutical sales representatives’ positive feelings and thinking towards their jobs 

do not influence their job satisfaction. The result of the relation between attitude and job 

satisfaction is not in line with those of Onyemah (2009); and Farzeen et al. (2015). Some 

eminent researchers like Saari (2000), Saari and Erez (2002), and Saari and Schneider (2001) 

mentioned country and culture as a strong predictor of individuals’ attitudes. Keeping the 

cultural dimension in view, one can easily admit that the unemployment ratio of Pakistan 

(Akram et al., 2012; Rehman, 2012) is a strong factor that diminishes the relationship 

between employees’ attitude and their job satisfaction. Resultantly, the fresh graduates of 

Pakistan prefer to fill the sale posts in pharmaceutical companies because of high 

unemployment as well as better careers in the sale and marketing sector. Waheed (2017) 

added that the pharmaceutical industry highly contributes to Pakistan’s economy. Thus, it 

could be concluded that the sales employees’ attitude towards their job does not influence 

their job satisfaction.  

5.5 Moderating Role of Supervisory Support and Product Knowledge 

Past researchers of organizational management have studied the supervisory support and 

product knowledge as independent variables for job-related outcomes of employees. Contrary 

to that, organizational support has been investigated as a moderator in the relationship of 

emotional labour strategies with job performance and job satisfaction (Hur et al., 2015). They 

suggested that other types of organizational support, i.e. supervisory support, could be studied 
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as moderating variables, along with other individual-level factors in the relationship with job 

performance and job satisfaction. Thus, supervisory support and product knowledge were 

measured as moderating variables for the relationship between emotional intelligence, self-

efficacy, and attitude with job-related outcomes (job performance and job satisfaction). 

Interestingly, it was found that neither supervisory support nor product knowledge 

moderates the relationship of emotional intelligence and self-efficacy with job performance 

and job satisfaction. In other words, pharmaceutical sales representatives having a high level 

of emotional intelligence and self-efficacy are high performers and satisfied workers, but 

their perceived product knowledge and supervisory support do not moderate the relationship 

of their emotional intelligence, and self-efficacy with their job performance and job 

satisfaction.  

The results of this study revealed that neither supervisory support nor product knowledge 

moderate the relationship between attitude and job satisfaction of pharmaceutical sales 

representatives. The results of this study are not in line with those of previous studies. Parvin 

and Kabir (2011) and Bindu (2016) maintained that high-salary packages increased the job 

satisfaction of a medical company’s employees. Parvin and Kabir (2011) further stated that 

fairness of work environment and job security are strong indicators of high job satisfaction 

that lead to high job performance. In the Pakistani context, the scientific knowledge of the 

drugs, personal relations and continuous interaction is important for the prescribing behaviour 

of the physicians and job performance of pharmaceutical sales representatives (Ahmed, 

Khoso, Kiyani, Jeswani, Ahmed, & Vveinhardt, 2014). On the other hand, pharmaceutical 

sales representatives’ job performance mostly depends on gifting to physicians, i.e. free drug 

samples, stationary, notepads and pens, financial support for education program, and dinners 

at fine restaurants (Alosaimi et al. 2013; Fahimi, 2012; Thu, 2012); that leads to job 

satisfaction of pharmaceutical sales representatives. Therefore, on the basis of Alosaimi et 
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al.’s (2013), Thu’s (2012) and Fahimi’s (2012) work, it is concluded that supervisory support 

and product knowledge do not seem important for pharmaceutical sales representatives’ job 

satisfaction. 

5.5.1 Moderating Role of Supervisory Support in the Relationship of Attitude and Job 

Performance 

Interestingly, supervisory support was found as a moderator between attitude and job 

performance. In other words, supervisory support moderated the relationship between 

pharmaceutical sales representatives’ attitude and job performance. The results of this study 

are in line with the findings of Dasgupta, Suar, and Singh (2013). Dasgupta et al. (2013) 

found that supervisory support increased job performance of employees. Dasgupta et al. 

(2013) further added that when managers are assertive in nature, they can inspire, support, 

and maintain strong bonds with employees. Thus, keeping in view the results of Dasgupta et 

al. (2013), it could be argued that managerial support infuses a positive attitude towards the 

job that leads to better performance. Likewise, Dasgupta et al. (2013), Ahmed et al. (2014) 

also found that if the employees are provided with supportive culture/organizational support, 

this will result in the infusion of positive feelings/attitude towards the job, and lead to better 

performance. Thus, it could be concluded that the pharmaceutical sales representatives with 

positive attitudes towards their jobs when perceiving supervisory support will perform better.  

The findings of the moderating role of supervisory support in the relationship of attitude 

with job performance can be linked with the social exchange theory of Albert Bandura, in 

which resources and values are exchanged among the parties. These exchanges are based on 

the behaviour of one party and action of another. A basic tenet of social exchange is that an 

offer of a benefit generates an obligation to reciprocate in kind. Thus, if the supervisors and 

managers support and care for the well-being of the sales representatives, they will feel 

positive feelings/attitudes towards their jobs and reciprocate by achieving high performance.  
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Figure 43. Finalized Conceptual Framework 

 

5.6 Contribution of the Study 

The present study contributes to the existing body of knowledge on both theoretical and 

practical fronts. 

5.6.1 Theoretical Implications 

From a theoretical viewpoint, the study presents an empirical research regarding emotional 

intelligence, self-efficacy, and attitude of pharmaceutical sales representatives of companies 

operating in Khyber Pakhtunkhwa (Pakistan). Obviously, emotional intelligence, self-

efficacy, and attitude have been investigated in developed countries as indicators of job-

related outcomes, i.e. organizational politics, organizational commitment, job performance, 

job satisfaction, and academic settings (Cekmecelioglu et al., 2012; Davis, & Humphrey, 

2012; Khan et al., 2014; Mustaffa et al., 2013; Tabatabaei et al., 2013; Vigoda-Gadot, 2010). 

Aycan et al. (2000) and Rahman (2012) declared Pakistan as an under-researched country in 

the field of human resource management practices. Hence, it can be concluded that there is a 

lack of empirical research regarding the pharmaceutical industry of Pakistan. First, this 

research study examined the effect of emotional intelligence, self-efficacy, and attitude on job 

performance and job satisfaction of pharmaceutical sales representatives. 
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Second, this study addressed Hur et al.’s (2015) suggestions that proper attention is needed 

for identification of personal factors or conditions that contribute to job performance and job 

satisfaction of sales employees. Furthermore, this study also pursued the possible reasons for 

the inconclusive results of emotional intelligence studied in relationship with job 

performance (Cohen, & Abedallah, 2015; Jenaabadi, 2014; Jorfi et al., 2010; Mitrofan, & 

Cioricaru, 2014; Rehman et al., 2012). 

5.6.2 Managerial / Practical Implications 

This research study has also some useful practical implications for understanding the 

moderating effect of supervisory support and product knowledge of pharmaceutical sales 

representatives on the relationship of their emotional intelligence, self-efficacy and attitude 

with their job performance and job satisfaction. As stated earlier in Chapter Four, the 

supervisory support and product knowledge do not moderate positively or negatively the 

relationship of the independent and dependent variables—except for the relation of attitude 

and job performance that was strengthened positively by supervisory support. This research 

would suggest to the stakeholders of the pharmaceutical sector of Pakistan that emotional 

intelligence, self-efficacy, supervisory support, product knowledge, attitude and supervisory 

support of pharmaceutical sales representatives can well predict their job performance and 

job satisfaction. It is added that further research in the same area would be fruitful, especially 

for designing training programs and promotion policy of pharmaceutical sales 

representatives.  

Similarly, the effects of emotional intelligence, self-efficacy, and attitude on job-related 

outcomes also have practical implications. Emotional intelligence and self-efficacy have a 

direct effect on job performance and job satisfaction, and attitude on job performance. Thus, 

the pharmaceutical sales representatives with a high level of emotional intelligence and self-

efficacy perform their jobs better and feel satisfied. Emotional intelligence, self-efficacy, and 
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attitude create positive results in the work environment (Bacigalupo, 2011; Bande et al., 

2016; Bhattacharyya, 2014; Ismail et al., 2014; Mesterova et al., 2015; Siegling et al. 2014; 

Walumbwa et al., 2010; Xiaqi et al., 2012). Thus, it might be suggested that the management 

should pay attention to the aspects of emotional intelligence, self-efficacy, and attitude when 

selecting sales representatives for their companies. If they carefully hire employees with high 

levels of emotional intelligence, self-efficacy and positive attitude, this will produce a high 

level of productivity.  

In addition, the conclusions of this research study may help in minimizing the level of 

decreased performance and job satisfaction of pharmaceutical sales representatives. 

Management might implement a two-staged approach: to enhance the level of supervisory 

support and product knowledge, and to enhance the emotional intelligence, self-efficacy, and 

attitude of pharmaceutical sales representatives. If the stakeholders are interested in 

physicians’ practice of treating patients, then findings of this research study could offer 

benefits.  

5.7 Limitations of the Study 

Every research study has some limitations; this research study is not exempted. The 

limitations of this research study are discussed below. 

This research is cross-sectional in nature; as the data was collected in a specific period of 

time from the respondents, the conclusions and findings could be linked only with the 

problem during the period of study. The findings could not be maintained for the problems 

raised before or after this research.  

Second, the findings and conclusions of the study were drawn on the basis of a 400-

sample size of pharmaceutical sales representatives of companies operating in Khyber 

Pakhtunkhwa (Peshawar Division). Therefore, the results could only be generalized to the 

sales and marketing side of the firms. 
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Third, data were collected from the respondents through a questionnaire. There are other 

ways of data collection like interviews (open-ended and close-ended), observation, laboratory 

testing, etc. Thus, it may not be claimed that absolute reality exists in the results.  

Fourth, due to the cost and time constraints, the data were collected randomly from 

pharmaceutical sales representatives employed by national and multinational companies on 

the basis of stratified random sampling.  

5.8 Suggestions for Future Research 

The aforesaid limitations may mitigate the academic and practical contribution of this 

research study. Every research has something left unexplored. Thus, some future directions 

are suggested for researchers of the same area/specialization. 

This study has taken a conceptual framework from the available literature regarding 

psychological capital, motivation theories, and social exchange theories by drawing on the 

factors of emotional intelligence, self-efficacy, attitude, supervisory support, product 

knowledge, job performance, and job satisfaction into one framework (Hur et al., 2015). 

Future researchers are advised to investigate the moderating role of product knowledge in the 

relationship of supervisory support with job-related outcomes. 

Second, to achieve a more in-depth understanding of the phenomenon, future researchers 

are advised to conduct a qualitative study with the same constructs.  

As stated earlier, the study is cross-sectional in nature; thus, future researchers are advised 

to conduct longitudinal research to analyze the same variables on a different level. Mention 

should also be made of fresh vs. experienced sales representatives. There is a big difference 

between the emotional ability and deterioration of fresh vs. experienced employees; thus, a 

longitudinal study will bring fruitful results.  

Future researchers should investigate the relationship between the same variables with the 

moderating or mediating role of unemployment, because the unemployment ratio (Akram et 
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al., 2012; Rehman, 2012) is another aspect that seems important and which is compelling the 

youth of Pakistan to opt for pharmaceutical sales jobs. 

Other social factors, like family burden and other motivational theories, should be 

investigated in this context—especially on the relationship between attitude and job 

satisfaction of sales representatives. 
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Appendix–A: Homoscedasticity and Normal Distribution 

Homoscedasticity of the Variables  

 

Figure 44. Homoscedasticity (P – P Plot for Emotional Intelligence and Job Performance) 

 

Figure 45. Homoscedasticity (P – P Plot for Self-efficacy and Job Performance) 
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Figure 46. Homoscedasticity (P – P Plot for Attitude and Job Performance) 

 

Figure 47. Homoscedasticity (P – P Plot for Supervisory Support and Job Performance) 



172 
 

 

Figure 48. Homoscedasticity (P – P Plot for Product Knowledge and Job Performance) 

 

 
Figure 49. Homoscedasticity (P – P Plot for Emotional Intelligence and Job Satisfaction) 
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Figure 50. Homoscedasticity (P – P Plot for Self-efficacy and Job Satisfaction) 

 
Figure 51. Homoscedasticity (P – P Plot for Attitude and Job Satisfaction) 
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Figure 52. Homoscedasticity (P – P Plot for Supervisory Support and Job Satisfaction) 

 

 

Figure 53. Homoscedasticity (P – P Plot for Product Knowledge and Job Satisfaction) 
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Normal Distribution of Error Terms 

 

Figure 54. Regression/Normal Distribution (Histogram for Emotional Intelligence and Job 

Performance) 

 

Figure 55. Regression/Normal Distribution (Histogram for Self-efficacy and Job 

Performance) 
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Figure 56. Regression/Normal Distribution (Histogram for Attitude and Job Performance) 

 

Figure 57. Regression/Normal Distribution (Histogram for Supervisory Support and Job 

Performance) 
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Figure 58. Regression/Normal Distribution (Histogram for Product Knowledge and Job 

Performance) 

 

Figure 59. Regression/Normal Distribution (Histogram for Emotional Intelligence and Job 

Satisfaction) 
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Figure 60. Regression/Normal Distribution (Histogram for Self-efficacy and Job Satisfaction) 

 

Figure 61. Regression/Normal Distribution (Histogram for Attitude and Job Satisfaction) 



179 
 

 

Figure 62. Regression/Normal Distribution (Histogram for Supervisory Support and Job 

Satisfaction) 

 

Figure 63. Regression/Normal Distribution (Histogram for Product Knowledge and Job 

Satisfaction) 
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Appendix-B: Questionnaire  

Dear Participant, 

  

I am Atiq ur Rahman, PhD student in the Department of Management Sciences, Faculty of 

Social Sciences, Islamia College Peshawar. This questionnaire is related to my research study 

titled as “The Moderating Role of Supervisory Support, and Product Knowledge in the 

Relationship of Emotional Intelligence, Self-efficacy, and Attitude with Job-related 

Outcomes”. The main purpose of this study is to study emotional intelligence, self-efficacy, 

and attitude and to examine their relationship with job-related outcomes (i.e. job performance 

and job satisfaction) in the presence of supervisory support and product knowledge of sales 

representatives of pharmaceutical companies working in Khyber Pakhtunkhwa (Pakistan). 

The outputs of this research will help the pharmaceutical companies, especially their sales 

staff to understand the overall nature of their emotional intelligence, self-efficacy, and 

attitude and its relationship with job performance and job satisfaction, and the moderating 

role of supervisory support, and their product knowledge in the said relationship. This 

research investigation will help the stakeholders to identify and correct the effects of 

emotional intelligence, self-efficacy, attitude, supervisory support, and product knowledge 

which may contribute to the increase in the level of job performance and job satisfaction of 

the sales staff of pharmaceutical representatives.   

Being a sales representative you have been chosen as a participant to provide information 

regarding your emotional intelligence, self-efficacy, attitude, supervisory support, and your 

product knowledge and its possible effects on your job performance and job satisfaction. In 

order to enable you to provide such valuable data, a questionnaire has been designed which 

consists of four sections (A: Demographic Information, B: Emotional Intelligence, C: Self-

efficacy, D: Attitude, E: Supervisory Support, F: Product Knowledge, G: Job-related 

Outcomes). 

This questionnaire will require few minutes of yours for filling it out. In order to ensure that 

all information remains confidential, please avoid including your name. If you choose to 

participate in this research, please answer all questions and return the filled questionnaire to 

the researcher. 

Thank you for your time. Should you have any additional information or questions, please 

feel free to contact. Your cooperation will be highly appreciated.    

Sincerely, 

ATIQ UR RAHMAN, 

PhD Research Scholar, Department of Management Sciences, Faculty of Social Sciences, 

Islamia College Peshawar (Pakistan). Contact# +92-332-9153883. Email: 

rehmanatiq48@yahoo.com  
Academic Supervisor: Assistant Professor, Dr. Fayaz Ali Shah,   

Department of Management Sciences, Faculty of Social Sciences, Islamia College Peshawar 

(Pakistan). Contact# +92-341-9375701. Email: fayaz@icp.edu.pk  

  

mailto:rehmanatiq48@yahoo.com
mailto:fayaz@icp.edu.pk
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A: Demographic Information 
Age (in years): 

1. 25 & less than 25 

2. 26-35 

3. 36-45 

4. 46-55 

5. 56 & above 

Gender: 

1. Male 

2. Female 

3. Other 

Education: 

1. SSC/HSSC     4. M.Phil/MS  

2. Bachelor         5. PhD  

3. Master            6. Other (Specify): ____ 

Marital Status: 

1. Single  

2. Married 

3. Other 

(Specify): 

______________ 

Job Status: 
1. Field Staff 

2. First Line Manager 

3. Middle Manager 

4. Top Manager 

5. Other (Specify):_____________ 

Experience (in years): 

1. 1-5 years 

2. 6-10 years 

3. 11-15 years 

4. 16-20 years 

5. 21-25 years 

6. 26 years & above 

Company information: 

1. Multinational Company 

2. National Company  

3. Franchise/Promoter: 

4. Other 

(Specify):________ 

B: Emotional Intelligence 
S Item Scales 

Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 I know when to speak about my personal problems 

with others 

1 2 3 4 5 

2 When I am faced with obstacles, I remember times I 

faced similar obstacles and overcame them 

1 2 3 4 5 

3 I expect that I will do well on most things I try 1 2 3 4 5 

4 Other people find it easy to confide in me 1 2 3 4 5 

5 I find it hard to understand the non-verbal messages 

of other people 

1 2 3 4 5 

6 Some of the major events of my life have led me to 

re-evaluate what is important and not important 

1 2 3 4 5 

7 When my mood changes, I see new possibilities 1 2 3 4 5 

8 Emotions are one of the things that make my life 

worth living 

1 2 3 4 5 

9 I am aware of my emotions as I experience them 1 2 3 4 5 

10 I expect good things to happen 1 2 3 4 5 

11 I like to share my emotions with others 1 2 3 4 5 

12 When I experience a positive emotion, I know how 

to make it last 

1 2 3 4 5 

13 I arrange events others enjoy 1 2 3 4 5 

14 I seek out activities that make me happy 1 2 3 4 5 

15 I am aware of the non-verbal messages I send to 

others 

1 2 3 4 5 

16 I present myself in a way that makes a good 

impression on others 

1 2 3 4 5 

17 When I am in a positive mood, solving problems is 

easy for me 

1 2 3 4 5 



182 
 

  

18 By looking at their facial expressions, I recognize 

the emotions people are experiencing 

1 2 3 4 5 

19 I know why my emotions change 1 2 3 4 5 

20 When I am in a positive mood, I am able to come up 

with new ideas 

1 2 3 4 5 

21 I have control over my emotions 1 2 3 4 5 

22 I easily recognize my emotions as I experience them 1 2 3 4 5 

23 I motivate myself by imagining a good outcome to 

tasks I take on 

1 2 3 4 5 

24 I compliment others when they have done something 

well 

1 2 3 4 5 

25 I am aware of the non-verbal messages other people 

send 

1 2 3 4 5 

26 When another person tells me about an important 

event in his or her life, I almost feel as though I have 

experienced this even myself 

1 2 3 4 5 

27 When I feel a change in emotions, I tend to come up 

with new ideas 

1 2 3 4 5 

28 When I am faced with a challenge, I give up because 

I believe I will fail 

1 2 3 4 5 

29 I know what other people are feeling just by looking 

at them 

1 2 3 4 5 

30 I help other people feel better when they are down 1 2 3 4 5 

31 I use good moods to help myself keep trying in the 

face of obstacles 

1 2 3 4 5 

32 I can tell how people are feeling by listening to the 

tone of their voice 

1 2 3 4 5 

33 It is difficult for me to understand why people feel 

the way they do  

1 2 3 4 5 

C: SELF-EFFICACY 

S Item Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 I know the right thing to do in selling situations 1 2 3 4 5 

2 Overall, I am confident about my ability to perform 

my job well 

1 2 3 4 5 

3 I feel I am very capable at the task of selling 1 2 3 4 5 

4 I feel I have the capabilities to successfully perform 

my job 

1 2 3 4 5 
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D: ATTITUDE 

S Item Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 I have positive feelings toward my job. 1 2 3 4 5 

2 When I look at my job, thinking and feeling tell me 

different things. 

1 2 3 4 5 

3 My image about my job is positive. 1 2 3 4 5 

4 I am torn in my attitude toward my job. 1 2 3 4 5 

5 I face my job with positive feelings. 1 2 3 4 5 

6 My view of my job includes positive ideas. 1 2 3 4 5 

7 My feelings toward my job are conflicting with my 

ideas about my job. 

1 2 3 4 5 

8 My overall attitude toward my job is positive.  1 2 3 4 5 

E: SUPERVISORY SUPPORT 

S Item  Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 My sales manager takes great pride in my 

accomplishments. 

1 2 3 4 5 

2 My sales manager really cares about my well-being. 1 2 3 4 5 

3 My sales manager strongly considers my goals and 

values. 

1 2 3 4 5 

4 My sales manager is willing to help me if I need 

help. 

1 2 3 4 5 

F: PRODUCT KNOWLEDGE 

S Item Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 I know how my company’s products are developed. 1 2 3 4 5 

2 I know the performance of my company’s product. 1 2 3 4 5 

3 I know and understand the general specifications of 

my company’s products.  

1 2 3 4 5 

4 I know about the delivery process of my company’s 

products.  

1 2 3 4 5 

5 I know about the features and benefits of my 

company’s products.  

1 2 3 4 5 
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G: JOB-RELATED OUTCOMES 

Job Performance 

S Item Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 I achieve annual sales targets and other objectives 1 2 3 4 5 

2 I understand customer needs and work processes 1 2 3 4 5 

3 I keep expenses at acceptable levels 1 2 3 4 5 

4 I increase territory market share 1 2 3 4 5 

Job Satisfaction 

S Item Scale 
Strongly 

Disagree 

Disagree Neither 

Disagree 

Nor 

Agree 

Agree Strongly 

Agree 

1 This job is worse than most. 1 2 3 4 5 

2 My job is very worthwhile. 1 2 3 4 5 

3 My job is better than most. 1 2 3 4 5 

4 I sometimes feel this job is a waste of time. 1 2 3 4 5 
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Appendix – C: Profile of Social Science Experts who validated the Content Validity 

of the Questionnaire 

 

 

1. Dr. Shahid Jan, 

Chairman/Associate Professor, 

Department of Management Sciences, 

Islamia College Peshawar, www.icp.edu.pk  

Khyber Pakhtunkhwa, Pakistan, 

Email: shahidjan@icp.edu.pk  

 

2. Dr. Nazim Ali,  

Assistant Professor, 

Department of Management Studies, 

University of Malakand, www.uom.edu.pk  

Khybper Pakhunkhwa, Pakistan.  

Email: nazimali100@uom.edu.pk  

 

3. Dr. Raza Ullah, 

Assistant Professor, 

Department of Management Sciences, 

Islamia College Peshawar, www.icp.edu.pk  

Khyber Pakhtunkhwa, Pakistan, 

Email: raza@icp.edu.pk  

 

 

 

  

http://www.icp.edu.pk/
mailto:shahidjan@icp.edu.pk
http://www.uom.edu.pk/
mailto:nazimali100@uom.edu.pk
http://www.icp.edu.pk/
mailto:raza@icp.edu.pk
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