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ABSTRACT 
 

Antecedents of Perceived Job Performance and Its   Relationship with Work Outcomes: 

The Mediating Role of Perceived Job Performance. 
 

In most of service organizations particularly in Pakistan financial sector, employees 

have reduced their job performance, commitment with the organization and shortened quality 

of work due to many factors influencing them at workplace. This research study aims to 

explore such antecedents that can improve the efficiency and work outcomes of employees 

working in banking sector through mediating effect of perceived job performance. The target 

population of this study covers 20,514 employees of banking sector working in capital cities 

of the country and provinces including Faisalabad which is one of the big cities of Pakistan. 

Data were collected via cross sectional approach from 380 desk and frontline officials (with 

49% response rate) of Public and private banks. Banking sector was taken by the researcher 

for this study as the meager amount of job performance and work outcomes came in notice 

due to high stress job environment in banks as indicated by previous studies. Confirmatory 

factor analysis and structural equation modeling techniques were used through AMOS and 

SPSS 17.0 for data analysis. 

Findings of this research are demonstrated that job satisfaction and emotional intelligence are 

found the valuable antecedents of perceived job performance and work outcomes in terms of 

quality of work and organizational commitment where employee’s job performance has been 

proved as a partial mediator in between two antecedents i.e. job satisfaction and emotional 

intelligence, and work outcomes. However job stress and practice of job analysis were found 

negative and positive significant relationship with employee’s job performance respectively 

however “job stress” is negatively and “practice of job analysis” is positively related with 

work outcomes but not significantly.  And there is not found mediating effect of job 

performance in between two antecedents i.e. job stress and practice of job analysis, and work 

outcomes. The four predictors in this study i.e. job stress, job satisfaction, emotional 

intelligence and practice of job analysis of perceived job performance and work outcomes 

have actually been supposed to take as interpreters for the improvement of employees’ 

contentment and abilities in the service environment of banking sector. Only one of them i.e. 

job stress is negatively influenced to employee job performance and work outcomes; 

remaining three are positively persuaded to job performance and work outcomes. A practical 

exposure is offered by this research that organizational education especially to managers and 

generally to top management of service industry. As the management must be more 

concerned to improve the fortunate working environment in the organization which confirms 

the better performance and work outcomes of employees. Such performance-lift environment 

may be developed by educating the recommended antecedents through this research i.e. 

emotional intelligence, job satisfaction, job stress and practice of job analysis for improving 

employees work outcomes i.e. quality of work and organizational commitment; and these 

should be reviewed periodically and required in time decisions from the management side for 

achieving the optimum results in its response. 

 

Key Words–Antecedents, Quality of work, Organizational commitment, perceived job 

performance, Banks, Pakistan. 
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Chapter 1 

Introduction 

 

1.1 Background of the Study 

The behavioral perspective of human resource management is one of theoretical 

dimensions to understand the difference among employees’ management approaches in 

the organizations. The study of human resource behavior is initially used to define and 

praise for establishing the relationship between Human Resource Management systems 

and business strategies which is carefully related with employee’s behaviour. Whereas, it 

is formally considered that the behavioral perspective of HRM (Human Resource 

Management) is presenting a framework to understand that how employees can play their 

role towards organizational effectiveness. 

 

 Katz and Kahn (1978) specified that role behaviors are referred to the repeated 

actions of employees in the course of interactions with their colleagues as a role partners 

just to achieve the anticipated outcomes. Therefore, role behavior indicates a wide 

arrangement of an employee activities and engagements which includes the requisite 

tasks of the job to be performed and the demonstration of behaviors that are not labelled 

in one’s job description but are supposed to positively contribute for long term success of 

organization. So as to, behavioral perspective of HRM had primarily been developed by 
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Katz and Kahn (1978) and termed as “employee behaviors” by shortening the 

terminology of “employee role behaviors”. 

 

Later on, Schuler and Jackson (1987) have used the “role theory” to establish the 

relationship between HR practice and competitive strategy of the organization whereas, 

the relationship of these two factors was only discussed by Porter (1980). They have 

argued that different business strategies have need of different role behaviors of 

organizational members. For that reason, Fredericksen, (1986) found that human resource 

management could be effective when employees’ expectations and performance 

evaluation methods are found consistent with the behavioral requirement systems. Thus 

the approach for clarifying that alternative strategies were required to formulate different 

HRM systems which have been referred to behavioral perspective of human resource 

management. 

 

In the context of behavioral perspective, organizations are used to develop a tool 

with regard to HR practices for dealing and handling the employees’ behaviors. Schuler 

and Jackson (1987); Treacy and Wiersema (1995); Jackson and Schuler (2002) have 

further recommended on behalf of effective HRM systems such as (a) identification of 

accurate behaviors required to compliance of business strategy, (b) provision of 

engagement opportunities to employees for participation in requisite behaviors (c) certify 

that employees are having required competencies, and (d) employees motivation to 

behave as required. In addition to above, behavioral perspective claims that how 

employees’ behavior reflect on their business decisions and on interpretations within the 
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entire systems of HRM (Daft and Weick, 1984). As a results, it is confirmed that 

employee’s involvement in the development of HR practices is indispensable and vital. 

 

Moreover, Human Resource Management is associated with the people as every 

organization is invented by people, hiring their services, mounting and increasing their 

skills and motivating them for achievement of high level performance and making sure 

that they continue to maintain their commitment with the organization in attaining of 

organizational objectives. The practices and policies of Human Resource Management 

bring changes in employee’s commitment & opportunity. Concepts in terms of work 

outcomes are theorized in HR research for building highly committed human resources 

(Beer et al., 1984), research at increasing rate on the  relationship between HR 

behavioural practices and work outcomes is conferred in human resource management 

(e.g. Edgar & Geare, 2005; Truss et al., 1997). 

 

Employees and employers’ education is one of the components of soft HRM 

(components of soft HRM: Organizational development, leadership development, human 

resource education, conflict management, organizational culture, and relationship 

building) on which a little research has been made. The policy of soft human resource 

management system depicts around to empower, develop, make trustworthy and manage 

employees for a specific needs and to foresee, that employees’ performance is enhanced 

through positive attitudes (Carson, 2005; Gould-Williams & Davies, 2005; Truss et al., 

1997). Accomplishment of needs increases favourable attitudes among employees and 

consequently improves in their performance outcomes (Edgar & Geare, 2005; Kuvaas, 
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2008; Meyer & Allen, 1997). Social exchange theory (SET) argues in favour of positive 

exchange relationship between employee and employer particularly in consideration of 

needs of each worker as employees are responsive with encouraging attitudes and 

conduct. (Gould-Williams & Davies, 2005). 

 

Gagne and Deci (2005) theorize that satisfaction of employees at workplace 

indirectly relates to favourable outcomes. Self-motivated employees are provoked to do 

their job as they find it motivating and try to attain their management goals. Meyer & 

Gagne (2008) also feel that employees take their job a source to express their sense of self. 

Edgar & Geare (2005) findings about quality of service/work certified that the quality of 

practices at workplace may play a role in better way with respect to work outcomes than 

the presence or quantity of good practices which implies that HRM research on employees 

perceive management practices may produce more benefit in future by focusing 

methodology instead of their presence or availability.  

 

Performance indicators proposed in this study are cornerstones for increasing the 

employees’ job performance at workplace and for scheming the desired work outcomes. 

Previously, researches are made for measuring the job performance with different 

predictors and found out the outcomes such as organizational commitment, turnover 

intensions (Wahibur, 2010), job satisfaction, job retentions (Rehman, 2010), employee 

attitude, employees wellbeing (Rodwell et al., 2011).  
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As the organizational behaviour (OB) is concerned about employees’ behaviour 

which implies, how people behave in the organization.  A theory entitled “role behaviour” 

conceived from OB is referred to continual actions of employee being made during 

interactions with his colleagues for getting organizational goals. As far as the job stress, 

job satisfaction and emotional intelligence are concerned, these are outcomes of 

employees’ behaviour and practice of job analysis is concerned with the management 

behaviour which are taken as performance predictors in this study. Whereas in this 

research, an empirical study on work outcomes i.e., “quality of work” and “organizational 

commitment” that could be finest performance outcomes of the employee’s work, has 

confirmed some antecedents mediated by perceived job performance and introduced a new 

model of research which was not examined in preceding studies. 

 

1.2 Problem Identification 

The provision of quality of work towards customers or clients particularly in 

service organizations is a key factor for retention of existing clients and attraction of new 

ones; moreover, the provision of supportive and incentive environment towards 

employees at workplace leading to high rate of employees’ commitment with their 

organization. Johnston (1995) depicted about quality of work that it is an overall 

experience of customer regarding comparative pleasure or displeasure with the 

organization. Whereas, employees’ commitments can be improved by creating 

connectivity among colleagues and by introducing new style of human resource 

management (Nijhof, de jong, and Beukhof, 1998). 
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Various studies have been conducted to investigate the determinants of 

employees’ job performance and work outcomes in different organizations of public and 

private sectors and tried to contribute in the literature of hard and soft human resource 

management activities. In past, job performance was measured in diverse scenarios with 

different factors of HRM as Hochwarter (2007) reported that felt accountability affects 

the job performance with moderation of political skills by mediating of job tension; 

Kahya (2007) made clear the effects of job characteristics and working conditions on task 

and contextual performance.  

 

Salami et al. (2010) empirically measured the effects of job stress on managers’ 

performance in Nigerian and scrutinized the relationship between job stress and job 

performance. They stated, totally stress free environment is death, therefore, 

organizations can reduce the quantity of stressors by redesigning jobs and by reviewing 

or changing the business policies for delegating control on work activities among 

employees. They presented that the results (i.e., reduction in stressors by redesigning the 

job) of their exploratory study are valuable for Nigerian managers in maintaining the 

quality of their human resources. 

 

A study carried out by Rokhman (2010) and examined the relationship between 

Islamic work ethics and work outcomes such as organizational commitment, turnover 

intention and job satisfaction, and tested on Islamic Microfinance institutions of 

Indonesia. The researcher found the significant impact of Islamic work ethics on 

employees’ work outcomes i.e., job satisfaction and organizational commitment and less 
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effect of on turnover intention. Some more variables such as performance, job stress and 

other work outcomes with respect to Islamic work ethics are endorsed by the scholar for 

future study to produce considerable results.  

 

Safdar (2010) investigated the relationship of Importance of Job analysis and 

Practice of Job Analysis with Job Performance mediating by Recruitment and checked 

job performance outcomes in terms of Job satisfaction and Job Retention and found 

consistency of his study with the studies made in western countries as human resource 

functions contribute towards job performance. The researcher emphasised in his findings 

that the extensive exploration with respect to job analysis and job performance is still 

required in South- Asian countries and further stated the expansion of his model with 

other human resource independent variables for future research.  

 

Halkos and Bousinakis (2010) examined the impacts of stress and job satisfaction 

on the working of an organization and derived indicators that affect job stress and job 

satisfaction for instance, good function of the group and work related to employees’ area 

of education, good relations between management and employees and number of working 

hours. They have identified the correlated factors among a number of variables and their 

effect on organizational productivity and tested on different industries. They found that 

two qualitative factors, employee’s stress and satisfaction affect productivity at a serious 

level. They concluded that high stress leads to reduction in productivity and the higher 

level of satisfaction among employee leads to increase in productivity. They have 

directed to focus on identification of ways to improve productivity in future research and 
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to explore the effects of stress and satisfaction on productivity in specified sectors or 

geographical areas or occupations with more qualitative factors that may affect 

productivity like emotional intelligence. 

 

A study of Masood (2010) was accorded to see the effects of HRM practices 

(which includes recruitment and selection, training and development, performance 

appraisal, career planning, employees’ participation and compensation system) on 

expected organizational performance and financial performance as well. Another 

objective of his study was to examine the intervening effect of employee’s performance 

between human resource management practices and organizational performance. As far 

the findings of his study is concerned, a positive relationship of HRM practices with 

organizational performance and with employee’s performance and none of selected 

practices could participate in the literature with regard to financial performance; however 

overall performance is found at higher level due to effective use of proposed practices of 

HRM. In addition to, a partial mediation is established by job performance in between 

HRM practices and organizational performance. 

 

Fouzia et al. (2011) evaluated the nature of stress and investigated its subsequent 

impact on employee’s job performance in banking sector at manager level. The study 

found a positive and highly significant effect of stress on the employees’ performance 

which implies that employees can perform better at workplace in a stress situation. They 

declared that even though, in presence of positive relationship of stress with job 

performance but the results of the study cannot be generalized at limited size of sample 
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that is 80 employees from different banks of Lahore, Pakistan. Likewise, they commend 

for larger size of sample to predict the effects of factors on employees’ job performance. 

 

A study headed by Rigopoulou et al. (2012) was conducted to examine the broad 

conceptual framework among job outcomes and its antecedents such as information 

control, role ambiguity, intrinsic motivation, and organizational effectiveness. The data 

were gathered from 316 bank managers in Greece. The findings of researchers contain 

negative impact of role ambiguity on job performance and job satisfaction but a positive 

effect of intrinsic motivation on bank managers’ job which lead to increase branch 

efficiency. Additionally, they concluded that the effective mechanism of information 

control reduces effects of role ambiguity. They projected for future research that a 

detailed investigation be made to derive different dimensions of work outcomes. 

 

A study based on preceding researches on emotional intelligence conducted by 

Anari (2012) to test the cross-examination amongst employees’ relationships between 

emotional intelligence and organizational commitment mediated by job satisfaction in 

Iranian secondary schools. After data analysis, the researcher offered the positive impact 

of emotional intelligence on organizational commitment in the presence of mediating 

effect of job satisfaction. She has further recommended in the context of future research 

that supervisors are required all the time to recognize the teachers’ work outcomes due to 

their mutual interactions at workplace which will eventually be influenced by their 

emotional intelligence. Superiors are also required to know that how can they manage 

their emotional intelligence (EI) before framing the mechanism of EI for their juniors and 
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assistants. Researcher advised to organizations, rate of EI should be improved to reduce 

the conflict among teachers and to increase their level of satisfaction and their 

commitment with the organizational. 

 

 In another study of Lam and O'Higgins (2012) the influence of emotional 

intelligence mediated by managers transformational leadership styles on employees 

outcomes i.e. employees performance, job satisfaction, job stress and organizational 

commitment was discussed and found that the relationship between EI and job 

satisfaction is fully mediated by managers’ transformational leadership styles however no 

effect of mediator has been found in between EI and remaining three employees’ 

outcomes. Researchers put forward for future studies that the investigation of emotional 

intelligence with regard to other employees related characteristics and factors.  

 

Mathew et al., (2012) identified and scrutinized the approaches that wherein 

organizational culture and specifically work outcomes has a strong effect on 

organizational performance by surveying the Indian software organizations. They 

proposed to derive work outcomes holding constructs i.e., satisfaction at work, 

productivity at work and quality of work in consequent of organizational culture. They 

verified the significant relationship of employees’ satisfaction and productivity at work 

with firm’s profitability and growth whereas quality of work contributed towards 

organizational innovation. The results of the study are confirmed a positive association of 

organizational culture with satisfaction, productivity and quality and declared a strong 

link with employee’s work outcomes in accordance of Siehl and Martin (1990). They 
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stated that it would look like unwise the independent factors of their study are 

unconnected to other internal and external organizational variables and recommended for 

further study to investigate additional unexplored associative variables by moderating and 

mediating influences. 

 

Memari et al., (2013) examined the relationship between organizational 

commitment and job performance in the sector of oil and gas in Pakistan. They found that 

Job performance appeared as a factor of Organizational commitment and explored that if 

employees feel relaxed in their work environment, the rate of organizational commitment 

increases that caused high job performance. Researchers have further shown that the age 

of employees both in public and private sectors has effect on their job performance and 

concluded that the employees of 25 years & below have high performance as compared 

to other age categories. The results of their study also indicated that the males were 

higher performers as compare to female and employees of private sector have high sense 

of performance levels than employees of public sector. 

 

Ahmad et al. (2014) revealed the positive and significant impact of organizational 

commitment and employees’ job performance upon employees’ satisfaction at banks. 

They have found that the role of organizational commitment and employees’ 

performance is a pivotal and solid reality with respect to employees’ satisfaction. They 

suggested that resultantly derived factors would be used by managers in preparation of 

organizational policies and as a tool and technique in competition. They claimed that the 

results of their study would be applied for further research in service sector and in 



28 

 

manufacturing concerns, other than banks as human resources are very important for 

growth of organizations.  

 

Nguyen, Mai, and Nguyen (2014) explored  factors (Relationship with 

management, Working Environment and Conditions, Career Development, Teamwork 

Spirit, Compensation) which are affecting employees’ organizational commitment in 

Vietnam banking sector and they have confirmed the strong impact of high-performance 

human resources managerial practices such as Relationship with management, Working 

Environment and Conditions, Career Development, Teamwork Spirit, Compensation on 

employees’ organizational commitment. Their study indicated that job satisfaction is 

playing a role of bridge between stated HRM practices and organizational commitment. 

They claimed that the route of human resources practices leading to organizational 

commitment, having the mediating effect of job satisfaction has never been statistically 

verified before in Vietnam banking sector. Researchers recommend in findings that 

commitment orientation organizations should focus on organizational support in respect 

of their staff and endorse for future research that the relationship between employees’ 

satisfaction and their individual performance, between employees’ organizational 

commitment and business performance should be explored. 

 

Earlier research studies established the consequences of job stress, employee 

satisfaction in different modes of productivity and organizational performance by 

evaluating the behaviour and performance of service industry. The customers, employees 

and organizations are used their power at parallel for their mutual interest and they are 
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not considered a separate entity in service management processes.  A good quality of 

work and employee’s organizational commitment are the results of employees’ 

productivity and could depend on employee’s satisfaction, stress, emotional intelligence 

and the practice of job analysis within the organization. These would be key instruments 

for improving work outcomes and employee job performance. Elangovan (2001) 

concluded that the high rate of stress causes lower satisfaction and lower satisfaction 

leads to very low organizational commitment in many organizations.  

 

In viewing of the above stated previous studies and recommendations where 

Johnston (1995) concluded that quality of work is supposed to consider the virtual 

pleasure and displeasure of clients with the organizations which can be achieved through 

employees comfort; Nijhof et al. (1998) declared after an extensive research that new 

style of HRM systems lead to increase employees’ commitment; Kahya (2007) 

announced that job performance is influenced by job characteristics and working 

conditions; Salami et al. (2010) measured the impact of job stress on job performance and 

proposed further exploration on quality of human resources; Rokhman (2010) studied the 

concepts of employee’s  organizational commitment is one of the work outcomes and put 

forward to investigate more work outcomes to produce substantial results; Siddique 

(2004) examined the impact of “practice of job analysis” on organizational performance 

whereas Safdar (2010) examined  the effect of “ practice of job analysis” on employee’s 

job performance and proposed extension of his model with some other predictor of 

performance in future studies; Halkos and Bousinakis (2010) tested the effect of job 

stress and job satisfaction on productivity in different industries and recommended to 
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take more qualitative factors in a specific sector particularly suggested for emotional 

intelligence as predictor of productivity in future study; Masood (2010) made in depth 

research to test the relationship of HR practices with organizational & financial 

performance through mediating effect of perceived job performance and found positive 

association among variables with partial mediation of job performance; Fouzia et al. 

(2011) examined the positive impact of job stress on job performance at lowest size of 

sample which had a flaw of generalizability; Rigopoulou et al. (2012) observed the 

relationship of job ambiguity with job performance and job satisfaction and found a 

negative link of job ambiguity with job performance and job satisfaction, they also 

suggested to investigate different dimensions of work outcomes; Anari (2012) examined  

the linkage of emotional intelligence with organizational commitment through mediating 

impact of job satisfaction and proposed for further research to identify the work outcomes 

with respect to emotional intelligence; a study of Lam and O’Higgins (2012) examined 

the relationship between emotional intelligence and employees outcomes with the 

mediating effect of transformational leadership styles and proposed for further study to 

investigate the impact of emotional intelligence on employees characteristics; Mathew et 

al. (2012) derived in their research Work Outcomes such as “quality of work”, 

“productivity at work” and “satisfaction at work”. They had scrutinized the impact of 

organizational culture and stated work outcomes on organizational performance in the 

Indian software institutions; Memari et al. (2013) tested the relationship between job 

performance and organization commitment; Ahmad (2014) exposed the association 

among organizational commitment, perceived job performance and employees’ 

satisfaction in banking sector; Nguyen et al. (2014) analysed the association of HR 
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practices (such as working environment & conditions, relationship with management, 

career development, compensation, teamwork spirit) with organizational commitment by 

mediating effect of job satisfaction. 

  

Subsequently, the researcher of present study has extracted missing area of 

research after an extensive review of literature and proposes a new research model 

wherein, employee’s work outcomes (WO) i.e. Quality of Work (QoW) and 

Organizational Commitment (OC) are required to explore with the new “set” of 

performance predictors such as practice of job analysis (PJA), emotional intelligence 

(EI), job satisfaction (JSat.) and job stress (JS) through mediating effect of perceived job 

performance (PJP) in Pakistani banking sector. Of course one of the specified work 

outcomes i.e. organizational commitment has earlier been tested one way or the other, 

with the proposed predictors as validated by previous literature but OC is still required to 

examine through “Practice of job analysis” as OC was neither tested separately through 

PJA in earlier studies nor tested the relationship between PJA and OC through mediating 

effect of perceived job performance; moreover, another outcome i.e. quality of work has 

never been tested previously with the proposed predictors through mediating effect of 

perceived job performance. As Robbins (2001) specified that when an employee feels 

happy with work related tasks then his/her job performance is enhanced and an employee 

tries to perform everyday jobs in an improved way. As it is stated that this model of 

research has not tested earlier by scientific way in the field of management sciences. 

Therefore, it is essential for managers, to understand the effects of antecedents on work 
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outcomes (quality of work and organizational commitment) for the economic prosperity 

of banking sector of Pakistan. 

 

In service organizations particularly in banking sector of Pakistan, a numerous employees 

have not lost only their confidence but also caused serious increase in unemployment 

rate. Ouyang (2009) stated that some organizations have taken steps of restructuring, 

organizations, merging, and dismissing their employees to reduce variable cost and for 

just to promote efficiency and performance of employees. Many studies revealed that 

employees with instable jobs have reduced their commitment with their organization, 

affecting their job manner and even job performance. 

  

The purpose of this study is to investigate the ways to enhance the efficiency of 

human resources and to strengthen their capabilities working in public and private service 

organizations particularly banking sector of Pakistan. The enhancement in efficiency of 

institutions and in its supervisory capabilities is one of the challenges being faced by state 

bank of Pakistan and SECP (Ishrat Husain speech in 2003 to foreign investors in IBC 

Gulf Conference). This requires an establishment of good governance among employees 

at work place. Effort of this study is to document a standard state in respect of 

employees’ work outcomes; that are, quality of work and organizational commitment 

with mediating effect of perceived job performance.  

 

Furthermore, this research work is a struggle to explore the ways to improve the 

performance of Human Resources in corporate sector of Pakistan. The concern of this 
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work is an identification of such factors/antecedents that play important role in efficient 

utilization of human resources. This study is depicting that the stability in proposed 

antecedents with their dimensions is leading to make effective performance of employees 

which improves the employees work outcomes in terms of “Quality of Work” and 

“Organizational Commitment”. In addition to, this study will be a contribution in the 

literature of soft HRM and an effort to increase the understanding pertaining to 

performance predictors and work outcomes among practitioners and professionals of 

Pakistan service organizations. 

 

1.2.1 Pakistan Banking Industry and Prevailing Issues 

The labor force rate of participation is 30.41 percent as per Labor Force Survey of 

Pakistan 2003-2004. In the present era, human resources are considered as important as 

financial resources of any organization. So, the banks require to improve their human 

resources for future challenges and produce expert professionals for specialized banking 

like SME financing, treasury functions and Islamic banking etc. this is the dire need of 

the time that banks should produce their own human resources. To deal with this issue, 

banks should increase their collaboration with the universities and research scholars 

because it is a sector which having the potential of growth. 

 

A study of Noor, (2015) explored that The Pakistani banking sector is facing a 

number of challenges for instance, technological breakthrough, accomplishment of 

regulatory requirements, tough competition in the banking industry and retention of 

trained and satisfied employees. In viewing the scenario, there is need competent 
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employees and their retention which is one of the major issues being faced by the 

banking sector. Another study of Asif (2009) exposed that the customer loyalty and 

satisfaction are critical to the conduct of business in the competitive marketplace and 

business environment, whereas the banks are no exception to it. So the achievement of 

customer’s satisfaction by giving the quality of service and retention of bank employees 

is one of the requisite factors for smooth business excellences in Pakistan banking 

industry. 

 

Therefore this research is carried out to increase the quality of work and 

commitment of employees in the banking industry of Pakistan. As the objective of this 

study is to increase the quality of service and employees’ commitment with the 

organization through business policy observance, job security, and competitive reward 

system, improving emotional intelligence of employees and by practicing the job analysis 

on regular basis. 

 

1.3 Problem Statement 

The improvement in capabilities of employees and to enhance their efficiency at 

workplace is one of the challenges being faced by public and private sector organizations 

as declared by preceding studies. This requires an establishment of good governance and 

control among employees for attaining the organizational success. Consequent upon a 

broader review of earlier literature relating to human resource management, it is proved 

that the analysis of employees’ work outcomes i.e. quality of work and organizational 

commitment with the mediating effect of perceived job performance is found missing; so 
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as to, an effort of this study is to identification of model situation to conceptualize the 

employees’ work outcomes with the proposed indicators of performance through the 

subject mediator for increasing the performing attitude of employees particularly in 

service organizations. 

 

1.4 Research Questions 

The following research questions were offered in this study:  

 

(1) Does Practice of job analysis enhance employees’ performance effectively? 

(2) Does Emotional Intelligence influence the employee’s performance at 

workplace?  

(3) How can job stress affect job performance? 

(4) Does job satisfaction increase the employee’s performance and work 

outcomes? 

(5) Is employee’s job performance positively related with work outcomes (quality 

of work and organizational commitment)? 

 

(6) What is the mediating role of employees’ job performance between 

performance indicators and work outcomes?   
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1.5 Research Objectives 

The Research objectives of this study are appended below;  

 

To establish a model with proposed antecedents to increase employee’s work 

outcomes (i.e. quality of work and organizational commitment) through mediating effect 

of Perceived Job Performance for further development of work outcomes in service 

organizations of Pakistan.  

 

To investigate the impact of Practice of Job Analysis, Workplace Emotional 

Intelligence, Job Stress and Job Satisfaction on perceived job performance. 

 

1.6 Significance of the Study 

Improvement in employee’s performance and work outcomes plays a key role in 

the advancement of organization. It should be considered by management while 

envisaging and making any business strategy. Latest research studies (i.e., Nguyen et al., 

2014; Ahmad et al., 2014; Memari et al., 2013; Mathew et al., 2012; Halkos and 

Bousinakis, 2010) have highlighted the predictors of job performance and work outcomes 

to enhance organizational performance. 

 

Therefore, the exploration of new ways to increase in HR performance is needed 

for the development of Pakistan corporate service sector and for the knowledge updating 

of practitioners and researchers that how job stress, job satisfaction, emotional 

intelligence, practice of job analysis and employee performance influences quality of 
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work and employee’s organizational commitment. Quality of work/service can provide a 

superior competitive advantage to service organizations particularly in banking sector 

that take to higher returns/profits. 

 

It will also support in the achievement of established organizational goals. This 

study would be material addition in the literature of management sciences.   

 

Leghari (2003) observed that both public and private sectors of Pakistan generally 

are facing a number of challenges in achievement of international standards and suffering 

from distress in competition among international markets due to poor performance of 

employees. Consequently, Pakistan industries are bearing economic losses which are 

wastage of national and economic resources; however, there is need to educate 

employees and employers as well with respect to identification of new paths in 

connection with employees’ performance and work outcomes.  

 

This study would be a pointer not only for employees and for management as 

well, to anticipate and understand the indicators connecting to employee’s performance 

and work outcomes. Therefore, this study would be an idea to increase the employees’ 

performance, a proposed model for achieving the exclusive work outcomes in terms of 

employees’ organizational commitment and quality of work to be applied for the 

attainment of economic prosperity particularly in Pakistan banking sector.  
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1.7 Definition of Terms 

The following terms used in this study are required to define for the clear understanding 

of readers. 

 

1.7.1 Employee 

An employee is the person who does work for himself and others. He dedicates his time 

in exchange of pecuniary reward. 

 

1.7.2 Work outcomes (WO) 

The concept of work outcomes in the literature of human resource management contains 

the consequences and fallouts of employees’ work. 

 

1.7.3 Quality of work (QoW) 

Quality of work/ or service quality is defined that it implies customer’s observations and 

judgements relating to work or service delivery. 

 

1.7.4 Organizational Commitment (OC) 

Organizational commitment is referred to employee’s emotional attachment with his 

organization. 

1.7.5 Perceived job performance (PJP) 

Perceived job performance is defined as ‘‘an expected level of productivity of an 

individual employee, in comparison with his or her peers, on many job concerned 

behaviors and outcomes. 
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1.7.5.1 Productivity 

Productivity is an indication of the ‘‘efficiency” where input is turned into output in a 

specified time period in an organization. 

 

1.7.6 Employee’s job stress (JS) 

Job stress means emotional state of an employee which is caused due to personal 

abnormality in consequent of observed conditions of employee’s psychological and 

physiological responses which are transpired because of unwanted threats in the 

environment of workplace. 

 

1.7.7 Employee’s job satisfaction (JSat) 

Job satisfaction is referred to a positive emotional conditions recognizing through 

individuals experience on or after their job. 

 

1.7.8 Employee’s emotional intelligence (EI) 

Emotional intelligence is a sub-set of social intelligence that includes an 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 actions. 

1.7.9 Practice of job analysis (PJA) 

Practice of job analysis refers to exercise the job analysis due to change in job activity, 

due to the impact of technological advancement on job and at the time of recruitment of 

employees. The practice of job analysis provides clear understanding about job not only 

to employees but to the organization as well.  
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1.7.10 Bank 

Bank is an organization of service industry and dealing the exchange of finance. It is a 

corporate body duly chartered by the Federal Government. It handles the following 

contents of business comprising acceptance of demand and time deposits, paying interest 

on deposits, discounting of notes, loan circulation and making investment on securities. 

 

1.7.11 Public Bank 

Public Banks are those banks whose shares of more than 50% are owned by Government. 

 

1.7.12 Private Bank 

Private Banks are those banks whose shares of more than 50% are owned by private 

sector. 

 

1.8 Outline of the Thesis 

The thesis encompasses five chapters. The first chapter comprises introduction which sets 

a background to the research, identification of problem, problem statement, research 

questions, research objectives and definitions of terms used in this study. The second 

chapter reviews the relevant literature, research model and formulation of hypotheses. 

The chapter three devising the research methodology and research design. Sample 

description, data analysis, verification of projected hypotheses, research findings and 

discussions are demonstrated in chapter four. The conclusions, recommendations/ 

implications, Limitations and future research directions are presented in chapter five 

which is followed by the References.  
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Chapter 2 

Literature Review 

 

This chapter explores the academic and operational definitions of variables and           

sub-variables of the study. It presents the brief literature review, gap and theoretical 

support to the model. 

 

2.1 Concepts and Operational Descriptions  

This segment illuminates the concepts and operational definitions of variables 

used in the suggested model. 

 

2.1.1 Work Outcomes  

In the human resource literature the concept of work outcomes entails the 

consequences and results of employees work. Cohen (1998) made a study on the 

relationship between forms of work commitment (e.g. organizational commitment, 

occupational commitment, work involvement, job involvement and Protestant work 

ethic) and work outcomes (e.g. withdrawal intentions from organization, absenteeism, job 

and occupation, job induced intentions, perceived performance) among nurses in hospital. 

The findings of his research highlighted the significance of occupational commitment as 

an antecedent of work outcomes of nurses and produced several questions in relation to 

value of job involvement and shown no relationship to withdrawal intentions and a 

negative relationship to the other outcome variables to which it was concerned.  
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When managers can understand the needs of their assistants then they must 

become able to furnish favorable working conditions that will lead to positive work 

outcomes (Baard et al., 2002). A longitudinal study explored by Earl and Bright (2007) 

made clear the relationship between career decision status and work outcomes (i.e. 

organizational commitment, performance and job satisfaction) in a group of graduates 

appointed in recent period. Their study has proved that job satisfaction leads to encourage 

career comfort, foresees organizational commitment and the relationship is considered 

reasonable by met expectations, and that either being decided or comfortably foresee 

performance. Some verification was found to propose that those employees who claim 

high self-clarity (that is knowledge of their skills, abilities and personality) were titled as 

higher performers.  

 

 Rokhman (2010) carried out a study by with a small sample size of forty-nine 

employees from ten institutions of Islamic microfinance of Indonesia to examine the 

effects of Islamic work ethics on work outcomes (organizational commitment, turnover 

intention and job satisfaction). Positive effects were found of Islamic work ethic by 

empirical testing on both ingredients of work outcomes i.e., job satisfaction and 

organizational commitment, whereas the significant effect of Islamic work ethic could 

not be seen on turnover intention. 

 

An objective of the study made by Selmer and Lauring (2011) was to increase the 

literature speedily in relation to expatriate academics as there was a little research on 

expatriate academics in spite of growing rate of globalization at higher side in the 
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academic world. And there was a need to do research on the latter group of expatriates 

which was the aim of researcher to fill the some gaps in the captured area of interest. The 

study was conducted through a questionnaire which was electronically disseminated 

among science faculty in the northern universities of Europe. Findings of their 

investigative study are demonstrated that job clarity was found as the ruling factor of 

particular job and having the strong relationship with five  studied variables under work 

outcomes i.e. work performance, work effectiveness, work adjustment, time to 

proficiency and job satisfaction. However the relationship some to extent of job conflict 

and job freedom was found with some variables not with all variables of work outcomes. 

An association neither of workload nor of job novelty was found with any variable of 

work outcomes pertaining to expatriate of academics. The value of their study has come 

into the notice that the results of the stated research were exposed partly consistent with 

preceding research in relation to business expatriates and study recommendations that 

there would be similarities and differences at work situations in comparison of business 

expatriates. 

 

The study of Selmer and Lauring (2011) was firstly acknowledged as a large-scale 

quantitative research in which work situations of expatriate academics were examined. It 

was basic and prime effort of the researchers to point out the work situations in favor of 

group encompasses with expatriate academics and it was also a first attempt to contribute 

the concerned literature. As far as the results of preceding small scale qualitative 

researches relating to work situations for expatriate academics are concerned, it was not 

found valid on behalf of expatriate academics in general. As job clarity and job freedom 
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for expatiates were seen in similar effects with the previous study and having the impact 

on work outcomes of expatriates relating to academics rather than expatriates relating to 

business; whereas the results of role conflict may establish an excessive discrepant 

outcomes for two groups being discussed in their study. 

 

A research study entitled "Improving employee’s outcomes in the public sector” 

initiated by Rodwell, Noblet, Allisey (2011) where the valuable effects of social support 

and job control of employees were observed at workplace. The purpose and aim of their 

research study was to scrutinize the effectiveness of demand-control-support model for 

enhancing the employee’s perceptions with regard to organizational justice and degree of 

completed expectations, whereas the overall objective of their study was to recognize 

working conditions whereon management may concentrate on developing the healthier 

and effective organizations in public sector. Particularly, valuable avenues for increasing 

employee health, commitment and satisfaction have been identified through decision 

making control and social support. The results of their research study were found relevant 

particularly with those agencies working under the rubric of NPM (new public 

management). Nevertheless, some mechanisms were proposed to increase service 

capabilities in public sector organizations by fulfilling the stated conditions for attaining 

the advanced level of public value. Coast and Passmore (2008) argued that employees 

working in public organizations are having more autonomy and system support in their 

working environment for innovative activities and they are also more encouraging in the 

development of strong social networks for the start of transition for achieving more 

public value in the management approach. 
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Rodwell et al. (2011) designed their research under the concept of new public 

management for collecting data from 128 employees who were working in police force 

state. They have analyzed data through statistical technique of multiple regression by 

using of four dimensions of occupational stress i.e. organizational commitment, 

employee wellbeing, intent to quit and job satisfaction. Findings of the study are exposed 

that the model of demand control support has ability to recognize dimensions of work 

environment relating to employee strains and the job control and social support at 

workplace were known consistent predictors in particular. On the other hand, expectation 

and justice variables were not favored to significant contributions but one’s analysis is 

given that no support in the perspective of injustice as stressor. An approach of cross 

section was adopted in data collection where results are highlighted the value of demand 

control support model towards a set of employees outcomes, particularly in the 

environment of public sector enterprises. A practical implication of their study was to 

provide a plate form where ill-effects of organizational reforms among operational 

managers under the view of new public management may certify an adequate social 

support to employees control are commensurate with their demands at workplace. 

 

Rigopoulou et al. (2012) have empirically investigated the relationship among job 

outcomes information control, role ambiguity, intrinsic motivation, and organizational 

effectiveness and developed a broad conceptual framework among them. The model of 

their study was tested in banking institutions at the level of frontline managers. The 

results of the study indicated negative effects of role ambiguity on job performance and 
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job satisfaction; whereas intrinsic motivation has a positive impact on job satisfaction and 

the job performance of bank managers' increases branch efficiency. 

 

Chu et al. (2012) made a research to see the effects of emotional labor on 

employees’ work outcomes and confirmed the harmful impact of emotional labor on 

service activities with support of extensive literature. Two hypotheses were formulated 

with the antecedents of emotional labor, that is, affectivity and empathy and 

conceptualized with two-dimensional constructs of emotional contamination/dirt and 

empathic concern. It was also evaluated the influence of emotional labor on employees 

tiredness and job satisfaction. The results of their study verified two dimensional 

configuration of emotional labor comprising on emotive dissonance and emotive effort. 

Generosity of employees with greater and positive effect has a tendency to practice the 

less emotive dissonance whereas individuals with greater but negative effect for using 

more attempts of emotional labor. There was found positive relationship among emotive 

effort, emotional contagion, emotive dissonance and job satisfaction of employees. In 

addition to, a negative relationship between emotional exertion and emotive effort was 

also established and an unforeseen negative relationship between emotional exertion and 

emotional dissonance by that particular study. Managerial implications comprising on 

training sessions and introduction of acting techniques for efficient utilization of 

emotional labor were also suggested by their study. 

 

Andrew and Sofian (2012) ascertained the impact of individual factors (employee 

communication, employee development, co-employee support) on work outcomes (job 
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satisfaction, organization commitment, intention to quit, organizational citizenship 

behavior) mediated by employee engagement (job engagement, organization 

engagement). It is crucial to define job and organization engagement for understanding 

the theory of their conceptualization; job engagement implies the level of employee’s 

dedication towards his/her job role whereas, organizational engagement describes the 

level of employees’ commitment and loyalty to their organization. Their research has 

found out a well-built relationship which is strongly mediated by employee engagement 

(job engagement and organization engagement) between individual factors variables and 

the work outcomes variables. It has been investigated by their study that the behavior, 

intention and attitudes of employees towards a better work performance can be improved 

by mediating the employee engagement. 

 

The impact of Individual factors comprising on employee communication, 

employee development and co-employee support on the work outcomes including job 

satisfaction, organizational commitment, intention to quit and organizational citizenship 

behavior was examined by Andrew and Sofian (2012) with the mediating effect of 

employee engagements towards his/ her job and organization. The prime objective if their 

study was to understand the uncertainty pertaining to influence of individual factors with 

(or without) the presence of specified engagements of employee. Researchers took the 

study by showing the area of interest that employees’ engagement is an evolving and 

critical concept among the organizational issues as businesses are getting better from the 

shocks and upsets of global recession. They had noticed that there were a need in the area 

of academic research to find out the claims of HR consultants and observed the 
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requirement of adding the present knowledge of employee engagement with regard to 

individual factors in the literature. The data collection for the suggested study was 

collected from 104 officers of HR departments working in the Inland Revenue Board of 

Malaysia. Statistical tools and techniques such as Mean, Standard Deviation, multiple 

regression and t-test were used for data analysis. Results from their study were derived 

which displayed a significant variance among employee’s job engagements, employee’s 

organizational engagements with one of individual factors i.e. co-employee support and 

exposed as a major individual factor that was influenced by the employee engagements 

and by specified work outcomes. The results of their study proposed as practical 

implications that employee engagements as mediator between independent and dependent 

variables will provide an insight to future researchers in the field of academia and in the 

organizational environment. 

 

Mathew et al. (2012) develops a framework contains work outcomes i.e., 

satisfaction at work, productivity at work and quality of work as a result of organizational 

culture. Moreover, satisfaction and productivity at work, and quality of work were 

hypothesized as leading to firm profitability and growth while quality of work is 

presented as a contributor to organizational innovation. The results are shown that 

organizational culture is positively associated with satisfaction, productivity and quality 

and strongly linked to employee work outcomes factors as argued in Siehl and Martin 

(1990). Furthermore, satisfaction and productivity are positively associated with 

profitability and growth and it appears that satisfaction is indirectly associated with 

profitability and growth, mediated by productivity. Quality is positively associated with 
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the extent of innovation and linked indirectly to profitability and growth, mediated by 

innovation. 

 

2.1.1.1 Work Outcomes - Quality of Work  

In the literature of quality of work/service quality, it has been defined as 

perceived quality which implies customer’s findings and observations with respect to 

work/service. An idea of service quality (SERVQUAL) has broadly been used by 

researchers to recognize the “quality of work” of service providers at different job levels, 

whereas banks proposed that quality evaluations are not merely made for getting service 

outcome; these evaluations are also involved in the process of service delivery 

(Parasuraman et al., 1985). 

 

Roth and Jackson (1995) concentrated in that era on a newly originated concept of 

service management strategy that evolved around operational capabilities relating to 

performance of service quality. They investigated the impact of capabilities in the 

operation of service organizations on the planned behavior towards employee 

performance. Common operational capabilities affect the employee’s quality of work and 

his performance where direct relationship among variables is not found. On the other 

hand, the know-how about quality of service and its innovation between both has found 

direct relationship. 

 

The concept of “quality of work” or service quality is very popular among 

researchers and professionals in measuring the service quality (Schneider and White, 
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2004). Service quality is theoretically defined as it is an employee’s attitude towards 

service contribution which is extracted by comparing the customer’s expectations with 

his perceptions; furthermore, expectations and perceptions are directly measured by 

service quality (Carrillat et al., 2007), whereas the model of service performance 

presented by Cronin and Taylor (1992) depicted that only the perception of service 

delivery measures the service quality.  

 

On the scrutiny of dimensions of service quality in banks, a SERVQUAL model 

was improved by Levesque and McDougall (1996) and presented three dimensions of 

service quality. The central dimension is the outcomes of employee’s services whereas 

the relational dimensions denoted by the process of the service that encompasses the 

customer-employee relationship. 

 

The concept of quality management function has been growing-up in the HR 

literature for many decades. In the beginning, the role of quality was established as an 

instrument for measuring the output in terms of outcomes (Addey, 2004). The function of 

quality was to identify faulty and defective products before offering for sale to customers, 

this is what quality does in regulating the organizational products (Chen, Coccari, 

Paetsch, & Paulraj, 2000). Deming (2000) has promoted an idea relating to quality that 

inspection does not improve the quality but improvement in processes is leading to 

quality of work/service and products which turned-out a fundamental approach of quality 

into a new model of quality in 1980s. Deming introduced guidelines for industries with 
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respect to quality assurance, where attention is started to give on prevention instead of 

detection on account of quality control activities. 

 

Another study of Jabnoun and Al-Tamimi (2003) made on clients of commercial 

banks in UAE (United Arab Emirates) which exposed three dimensions of service/work 

quality i.e. human skills, empathy and tangibles; where empathy means the quality of 

social interactions between client and service provider. Clients expect that bank 

employees should be competent, helping and polite, to recognize their needs, having 

respectable attitude and to convey understandable information. And tangibles imply the 

expressions of bank’s interior, printed materials, up-to-date equipment, employees’ dress 

and staff members.  

 

Generally, the assignments of operational banking teams are to render services to 

customers (internal or external). So that, a significant performance outcome of 

operational banking teams on account of service-quality/quality-of-work is widely 

considered a vital tool for satisfying and retaining valued customers (Taylor, Baker, 

1994). 

There are cited some studies on quality of work or service quality with different 

predictors in the decade of 2000. A study on service quality and conformance of quality 

in association with increase in quantity of labor was made by Hopp et al. (2007) wherein 

they focused that by increasing the quantity of labor, employees would be supposed to 

devote more time with their clients. Fisher et al. (2006) confirmed that additional labor in 

retail and service stores is concerned with higher level of customer satisfaction and 
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leading to higher sales. Oliva and Sterman (2001) added two more factors i.e. reduction 

in workload per employee and along with increase in labor quantity for reducing the 

probability of errors in employees’ performance just to increase the quality of work. Roth 

and Jackson (1995) also declared regarding service organizations that by decreasing the 

quantity of labor, service quality due to low performance is taken in the direction of 

downwards. 

 

Lee et al. (2011) made integration of the literature on banking sector wherein they 

argued that leadership style and team performance are vital to determine the service 

quality performance of that day’s banking operations in an environment of team setting. 

There are three dimensions of team performance specifically, Team cohesion, team 

leader job satisfaction and team competence and two dimensions of service quality that is 

to say reliability, responsiveness. It has strongly been found by statistical support that two 

dimensions of team performance i.e. team leader job satisfaction and team competence 

are significantly related to service quality-reliability only team competence is 

significantly related to service quality-responsiveness. 

 

The article of Gallie (2013) with the title of direct participation and the quality of 

work associates the importance of direct participation with three dimensions such as 

individual task discretion, semi-autonomous teamwork and consultative participation 

with regard to quality of work. His article was written after a big and large survey on 

British employees. The survey of Duncan Gallie analyzed the practical implications of 

British employees for their welfare, in particular of their subjective importance, 
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encouraging to learn for new skills and their psychological impact on well-being. He 

concluded that the employee’s discretion to work at individual level is an effective and 

operative arrangement of direct participation being monitored through consultative 

participation. Even though, there were positive effects of semi-autonomy teamwork in 

direct participation these effects were found weaker and a smaller amount of consistent 

with previous studies. One more finding of the researcher was pointed out the strength of 

direct participation of employees are varied; specifically in occupational class. 

Nonetheless, effects of direct participation of employees are generally found positive 

across the employees of different organizations in the presence of weak initiatives of the 

management. 

 

A tool namely BANKSERV was devised by Avkiran (1994) for the measurement 

of employee’s service quality or quality of work in banking sector which offered four 

dimensions of service quality i.e. credibility, staff conduct, access to teller services and 

communication. The researcher in the referred study also investigated the impact of three 

of them (staff conduct, communication and access to teller services) on the credibility and 

derived the staff conduct as a key dimension in BANKSERV (Avkiran, 1999). In the 

present study, staff conduct has also examined through Emotional Intelligence, Job Stress 

and Employee’s Satisfaction to measure the quality of work in Pakistan banking sector in 

support of the findings of Halkos and Bousinakis (2010) was made on public and private 

organizations throughout the country and found that the Quality of work is more allied to 

personal satisfaction and conscientiousness than work load. The individuals who are 
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energetic and active, having the positive impact towards employees’ performance in 

terms of productivity.  

 

2.1.1.2 Work Outcomes - Organizational Commitments 

Organizational researchers and practitioners have been studying on organizational 

commitments with respect to various situational characteristics, attitudes and behaviors of 

employees for over a decade. In the field of organizational behavior, organizational 

commitment refers to employee’s emotional attachment to the organization. 

Organizational commitment is the individual’s psychological attachment to the 

organization. Commitment represents something beyond loyalty to an organization. It 

involves an active relationship with the organization such that individuals are willing to 

give something of them in order to contribute to the organization’s well-being (Lamba & 

Choudhary, 2013). According to Peter F. Drucker that “without commitment there are 

only promises and hopes even then plans are there”. Furthermore, Allen and Mayer 

(1990) have declared that the organizational commitment is a psychological state which 

fastens an employee with an organization and the rate of turnover is making to decline. 

Mowday et al. (1979) stated commitment implies that an active relationship of employees 

with the organization such that individuals are ready to give something from their side, 

just to add somewhat to the organization’s well-being. There are three constructs of the 

concept of organizational commitment that are affective, normative and continuance 

commitment. Affective commitment is defined as “positive feelings of recognition, 

attachment with the organization and involvement in the work of the organization” 

(Meyer and Allen, 1984). Normative commitment is the commitment that is indicated a 
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sense of obligation of the employee to the organization” (Allen and Meyer, 1996). 

Continuance commitment implies that employees’ commitment to which extent with their 

organizations when they think about the costs of leaving the organization” (Meyer and 

Allen, 1984). 

 

Living in a society is more beneficial for the benefit of people. As we think like 

that with respect to organization and we see that people neither have the similar aim nor 

having the same approach of thinking (Russel, 1967). The one and only aim of an 

employee at the time of joining of any organization is that organization should financially 

facilitate the employee in turns of his/her services. The realism and closeness with an 

organization will remain active till the provision of satisfaction of needs and requirement 

of an employee by the organization. Organizational commitment of an employee is come 

from his requisite skills and desires in a mutual point of mandate (Roberts, Hunt, 1991). 

The differences among definitions of organizational commitment of an employee is 

found in the literature, some have referred the concept of organizational commitment 

towards employees’ behavior and some refers towards attitude. An identity of a person 

begins from the introduction of his organization which develops the integrity in between 

that particular person and his organization (Sheldon, 1971).There is stated another 

definition of behavioral faithfulness wherein employees observe and deal with the 

organizational goals and values (Staw and Oldham, 1985).Consequently, it could say in 

relation to behavioral faithfulness that an employee makes his aims in line with his 

organization for achieving his commitment with the organization to take comfort of 

realization. 
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Numerous researchers (Kiesler, 1971; Salancik, 1977; Staw, 1978; Oliver, 1990; 

Roberts, Hunt, 1991) claimed that they discuss the concept of organizational commitment 

at very first time. Salancik (1977) depicts about the responsibility of employees and 

discuss in details the terms of environment and consistency which help to shape the 

employees’ behavior. Every employee in the organization should have a clear and 

definite targets in general where these targets can lead to fit him for taking 

responsibilities, for accepting a challenge and for participating in any plan of action. 

There are three conditions to achieve organizational commitment with employees; i) 

acceptance of values and beliefs of the organization, ii) willingness to take actions in the 

best interest of organization, iii) high desire for having the membership of the 

organization. Organizational commitment means employees are always willing to 

contribute in the growth of organization and to have active relations with their 

organization.  

 

If organizational commitment be termed as an affective commitment that depicts 

the strong wish of an employee to having a member of certain organization as and when, 

he has an opportunity to present job (Agarwal & Ramaswami, 1993). Organizational 

commitment (OC) means the comparative power of an individual’s recognition with the 

organization and involvement in a work of particular organization (Mowday, Porter, & 

Steers, 1982). On the other hand, organizational commitment is defined as the degree to 

which an individual has strong belief in the organization’s goals and he/she is 

enthusiastic to make use of considerable efforts on behalf of the organization, and has a 

strong aspiration to maintain membership in the organization (Morrow, 1983).  
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As Hunt et al. (1985) depict, all organizations even of any industry would like to 

hold committed employees as high commitment leads to lesser turnover and enhanced 

performance at greater level. In the case of export sales managers organizational 

commitment is desired particularly at higher rank because their job duties and 

responsibilities are much more complex, difficult and challenging than those who work in 

a domestic sales context. Consequently, the turnover ratio is significantly higher among 

export sales managers throughout the world. 

 

The organizational commitment of teachers in India and Iran has been studied by 

Joolideh and Yeshodhara (2009). The results found from their study and exposed that 

Indian teachers encompassed better organizational commitment in the components of 

affective and normative but Iranian teachers were found to hold better organizational 

commitment in the context of continuance organizational commitment. 

 

2.1.2 Perceived Job Performance 

Job performance is a human behavior which outcome is individuals’ effectiveness 

in consequent of their efforts. In viewing the stated notion, organizational achievements 

and defeats are based on job performance of employees who are working in that 

particular organization (Saetang et al., 2010). Muchinsky (2003) stated job performance 

is combination of employee’s behaviors wherein it is being measured, watched and 

examined attainments at individual level. Likewise, worker’s behaviors are required to 

reconcile with the organizational goals. Employees’ job performance is an integral 

feature for making excellent organization. There are many suitable sections in appraising 
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of performance and has been come in notice that each type of reporting officer for 

instance, immediate supervisor, peer rating, committee, self-rating and subordinate has 

diversified merits and demerit in his nature (Smithikrai, 2007). His study highlighted on 

self-rated job performance which is named “perceived job performance”. A review of 

staff perception and evaluation with their particular actions, behaviors and characteristics 

that are influenced objectives and tasks of organization. The process of assessment in a 

systematic way can be used for managing the organizational resources including human 

resources for the development of organization. The primary objective to use the self-

rating scale is due to some special job characteristics of Ban Karuna. 

 

The researcher in his case study (Smithikrai, 2007) observed that a number of 

employees would complete tasks of their job by themselves and work alone every so 

often as they are assigned certain and specific duty at their own, whereas their 

supervisors are found a chance to observe and examine their staff performance at 

workplace. Moreover, some employees are working in different modes at different 

workplace, it means by their study that every staff member might be the most suitable 

appraiser for his own job performance. 

 

In the organizational setup job performance is considered very important variable 

as it is required to investigate the modern ways to enhance the employee’s effectiveness 

so far in both public and private sectors. The focal point of employee training and job 

redesigning is to improve the job performance (Borman, 2004). Job performance is 

defined as ‘‘the level of productivity of an individual employee, comparative with his or 
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her peers, on many job-concerned behaviors and outcomes’’ (Babin & Boles, 1998). The 

definition of productivity is adopted offered by Kopelman, Brief, and Guzzo (1990, p. 

291) who define productivity as an indication of ‘‘the efficiency with which input is 

turned into output in an organization’’. Borman and Motowidlo (1993) recognized two 

wide classes job performance pertaining to employees’ behavior; i) task performance ii) 

contextual performance. The behavior of employees, of both types is supposed to 

contribute in different techniques to organizational effectiveness (Kiker and Motowidlo, 

1999). 

 

Task performance refers to such pattern of behavior which is directly related to 

produce goods, services or activities that gives indirect support in technical processes of 

organizational core objective. The criteria for quantity, and quality of output were 

broadly used under the concept of task performance for measuring the employee’s job 

performance. Contextual performance is related to individual efforts but not directly 

concerned with the main task function of the organization. It is very important as these 

efforts make the organizational, social, and psychological context that serves as the 

critical channel for task activities and processes (Werner, 2000). As and when employees 

assist each other in completion of a task, cooperate with their supervisors, or propose 

ways and techniques to improve organizational processes, they are actually engaging in 

contextual performance (Scotter et al., 2000). As interest rises in helping, cooperating and 

innovating behavior of job performance, it becomes more worthy to understand its impact 

on employee and organizational outcomes.  
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Job performance is actually a behavior of employee, where the work effectiveness 

of an individual is evaluated. In viewing of the stated concepts, it is known that success 

and failure of the organization depends on employees’ job performance. There is a 

parallel statement of Muchinsky (2003) who stated that a set of employee behaviors at 

workplace is called job performance which can be carefully monitored and measured 

achievements at the each level of individual. In addition, these behaviors are like-minded 

with the goals of organization. The job performance of workers is a vital factor to drive 

the organization ahead to be excellent.  

 

Employee’s effectiveness is recorded on account of one’s performance at duty 

place. Job performance measures an individual productivity in terms of quantitative and 

qualitative aspects of the assigned job. It examines that how well a person performing his 

duty and to which extent the worker is carrying out and completing his job by observing 

organizational policies and standards. Coetzer and Rothmann (2006) stated that job 

performance could be done in a desired way in the favorable work settings, atmosphere 

of office and the social interactions.   

 

Di Hou (2007), examined a relationship between personality interactions and 

emotional exhaustion by mediating the Job performance. The researcher made his study 

on customer serving employees working in Chinese Call Centre at Canada and primary 

data were gathered through questionnaire for assessing employees’ personality with 

respect to emotional exhaustion where job performance would be used as mediator. Data 

analysis presented the results as the researcher projected that job performance is predicted 
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by conscientiousness. The findings of his investigation revealed that employees working 

in service organization specifically in call Centre were having more conscientiousness or 

a smaller amount of neuroticism and experiencing lesser amount of emotional exhaustion 

than those employees who are higher in neuroticism or lower in conscientiousness. 

Furthermore, it was found by his investigation that conscientiousness and neuroticism 

were having interactive impact on job performance as hypothesized by the scholar. One 

more result of his study that the employees who are higher in conscientiousness but lower 

in neuroticism will generate better performance than those who are having higher both 

conscientiousness and neuroticism at the same time. The concept regarding mediation 

effect of job performance between conscientiousness-neuroticism interaction and 

emotional exhaustion was not found in order in his case of study. 

 

Yuen (2007) has presented a theory where he conceptualized the enhancement of 

employees’ job performance with the antecedents of “work attitude” and “need for the 

value of achievement by mediating the budgetary participation in the framework of 

public sector organizations in Macau, China. The researcher collected data from 216 

managers of three different public organizations for his study through an administered 

survey questionnaire. The results of his study are demonstrated that a positive work 

attitude and a need for achievement are having a significant and positive association in 

the presence of budgetary participation. He had further verified the indirect relationship 

between stated two antecedents and job performance by means of participation in 

budgeting as a mediating variable. Limitations of his survey research are depicted by 

presenting the results of study that the volunteer participants were joined in the survey 
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and the random sampling was not strictly observed as 100% questionnaire were not 

returned back. The results of Desmond’s study are offered an advance understanding 

about the influence of individual’s behavior pertaining to his/ her job performance in the 

perspective of budgetary participation as per derived findings of the study. 

 

Expected job Performance of each employee pertaining to quantity and quality of 

his work is known as perceived job performance and this criteria is considered the basic 

pillar of performance evaluation. Campbell (1990) has theorized the concept of 

performance in terms of people’s behavior and responses which directly influence the 

objectives of the organization. This attitude of employee with respect to performance can 

be positive or negative and either be a part of work or be a part of outside of the work, 

means beyond of described duties. Hosie, Forster & Sevastos (2004) authenticates the 

increase in employee’s performance could be accorded by these factors that is, work 

environment, feedback to managers, emotional intelligence, training and development of 

staff. R&D of MacDonald (2005) states about the prevailing competition in the present 

market and among corporations in each industry which turns into negative impact on the 

health and comfort of the employee and leads to high cost to the business concern. In 

every organization, the requisite workforce is introduced as a competitive weapon now 

has become a necessity for every organization. Edgar & Greare (2005) made a study and 

verified that an attitude of worker with respect to work is a function of various practices 

of HR management. In addition to, they have found that there is huge potential for 

increasing the performance level in the practices of HRM not only for employee but also 

for employer. 
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A research study of Masood (2010) wherein job performance played a role of 

mediator between various practices of human resource management (such as, recruitment 

and selection, training and development, performance appraisal, career planning system, 

employee participation and compensation system) and Perceived Organizational 

Performance. They perceived an idea that a fixed combination of finest practices can 

create additional value in different business frameworks. The Harvard model established 

and presented by Beer et al. (1984) directed for preliminary procedure in the area of 

identification. The data for quantitative analysis was collected from five industries that is 

Banking sector Modaraba and investment, leasing sector and Insurance companies. 

Questionnaire was used to collect primary data from 274 professionals relating to human 

resource department out of 129 corporations and the secondary data of selected 

companies listed with Karachi stock exchange was collected from their financial reports 

of five years from 2004 to 2008 dully published for the stakeholders. As far as the 

demographic variables were concerned, they were used control variables such as 

organizational life, industry type, number of employees, gender, education & experience. 

A statistical tool i.e. ANOVA identified two demographic variables gender and education 

were found significant. Furthermore, Correlation, Regression were used through Excel 

and SPSS for data analysis in addition to ANOVA.  

 

Results of Masood (2010) presented that selected practices of human resource 

management were having positive relationship with perceived organizational 

performance and with perceived employee performance whereas none of selected 

practices of HRM revealed contribution in relation to organizational financial 
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performance. The researcher had tested employee performance as intervening variable 

between practices of HRM and perceived organizational performance. On the 

recommendations of Barron & Kenny (1986), partial mediation was recognized between 

practices of HRM and POP. His study also indicated that the selected practices of HRM 

were effectively used to produce high performance through employees in the 

organizations at the large scale. Practical implication of his study was to implement the 

practices of HRM in the financial sector corporations for the uplifting of employee 

performance and the index of organizational performance. 

 

Conceptualization made by Shaheen, Naqvi and Khan (2013) on Organizational 

Performance with Employee Trainings through mediating effect of Employees 

Performance on school teachers and projected the importance of trainings of school 

teachers with regard to their performance. They had addressed an issue of government 

school teachers at Kotli, AJ&K that is unawareness from importance of training of 

teachers and they don’t have an idea of its impact on their job performance. Researchers 

intended to explore the effect of training on organizational performance through 

mediating effect of job performance of teachers between observed variables. Researchers 

showed indicators of organizational performance, that are, quality of services, 

development of new services, trustful relationship, increased market share, employee 

attraction ability, better standing and goal setting in their model which were measured 

through employee training and with the role of employee’s performance. Their research 

suggested that teachers’ efficiency can be increased through relevant education and job 

training. A questionnaire as survey instrument was distributed among 220 teachers of 
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district Kotli at AJ&K for data collection in their study, out of which 197 received where 

rate of turnover was 90%. They have analyzed the data through SPSS by using the 

statistical tools i.e. correlation and regression. It was ensured by their study that the 

positive and significant results in general have been noticed of training effectiveness on 

employee’s performance. In addition to above, the role of employee’s performance was 

also positively observed and the proposed model by researchers of their study found 

rigorous and fit under both theoretically and statistically. 

 

One more recent study in the perspective of Egyptian culture wherein job 

performance along with two more variables i.e. organizational commitment and job 

satisfaction were used as mediators between role stressors and turnover intentions 

presented by Rageb et al. (2013). There were two objectives of Egyptian researchers; 

firstly, it was to ascertain the impact of Role stressors (which includes role ambiguity, 

role conflict, role overload and role novelty) on employee’s job performance, 

organizational commitment, job satisfaction and turnover intentions; and second one was 

to determine the situational relationships among employee’s job performance, employees 

commitment to organization, job satisfaction and turnover intentions of employees 

through a case study on CMT (college of management and technology) at Arab academy 

for science and technology, Egypt. Researchers envisaged a structured questionnaire and 

collected data from 65 respondents among 100 employees with 65% response rate for 

testing the hypotheses were being formulated in their study. Many techniques of statistics 

i.e. Pearson correlation and chi-square were used to appraise the relationships of variables 
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of the projected model and Hierarchical regression was also used to examine the 

mediating effect of proposed variables between role stressors and turnover intentions. 

 

The study findings of Rageb et al. (2013) presented the significant relationships 

among role stressors (IV), job performance, job satisfaction, organizational commitment 

(MV) and turnover intentions (DV). Furthermore, contribution towards mediating effect 

of stated variables was also verified. They have offered an understanding to CMT staff 

that how employees of CMT can handle and manage the role stress and can reduce its 

negative impact on employee’s performance, satisfaction and commitment and how its 

influence to eliminate the intentions of their employees to quit. Researchers claimed that 

their investigation was timely and important in the context of Egyptians. They have 

identified limitations in their study that data were gathered only from Arab Academy for 

Science and Technology and Maritime Transport at Egypt and cross sectional approach 

was used which confines the generalizability of results. As much as the contribution of 

their study was concerned, job satisfaction has no doubt been studied in various academic 

and research papers but in their research it was systematically well-defined. Contribution 

in the literature not only empirically supported but contribution in support of body of 

knowledge with regard to frequently hypothesized of the studied relationship among role 

stress (role ambiguity, role conflict, role overload and role novelty) on  employee’s job 

performance, organizational commitment, job satisfaction, and turnover intentions in the 

framework of Arab environment at Egypt. 
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By increasing the comfort level of employees at their workplace in the service 

organization, managers can introduce such personnel who produce quality in their work 

and are more committed along with improving in job performance by having more 

satisfaction, more intelligence with respect to emotions, by controlling the stress level at 

work and by practicing the job analysis. In viewing the weightage of job performance and 

it’s less contribution in the literature of HR management as a mediator, so it has been 

taken as an intervening variable between performance predictors and work outcomes for 

this study. 

 

2.1.2.1 Productivity as measure of Job Performance 

The major concern in the organizations is to enhance the efforts for getting better 

productivity that is one of the measures of job performance. Adverse environment, heavy 

loadings, poor human–machine system design, unpleasant working conditions are 

common traits of such organizations. Employees’ job performance is directly and 

indirectly affected by workplace conditions such as rough weather, extreme heat/cold, 

noise, chemical smell, vibration, dust and poor lighting. Due to these conditions 

employee attentiveness towards tasks and duties declines that is caused of low down 

employee performance for instance less productivity, reduced quality, physical and 

emotional stress that lead to high cost. The study of people in their working environment 

can be used as an effective application that increases employee’s job performance, 

provision of safety on workplace, job satisfaction and physical welfare.  
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Several studies of employees in the working environment e.g. (Resnik and 

Zanotti, 1997; Das and Shikdar, 1999; Shikdar and Sawaqed, 2003; Yeow and Sen, 2006) 

have made and derived positive impacts on quality, productivity, occupational health, 

hazards as well as their cost effectiveness of environmental improvements at workplace 

of manufacturing company. There are many factor that have the influence on 

organizational profits; for instance, quality of plant & equipment, management in flow of 

materials, economic consideration e.g. recession or inflation. And a huge part of the 

profitability of business organization depends upon quality of employee’s job 

performance, then evaluation of employees’ work quality be made through productivity 

measurements. As far as the selection for measure of productivity concerned is based on 

the nature of business concern along with the selection of time frame wherein it will be 

measured. The meaning of productivity is varied for each type of business as one 

standard for measurement of productivity is an outcome of per worker per hour which is 

described as the ratio of output to number of hours. If the manufacturing time of one unit 

is going beyond one hour, then productivity can be measured per day, or per week or per 

month. Another way to measure the productivity of workers is the volume and quantity of 

goods produced, money value (in currency) of goods produced or services rendered. 

 

However, present study is made to measure productivity of service industry that is 

banking sector of Pakistan, where nature of the product is intangible means services are 

provided in this sector. In service industries, productivity is measured by taking into 

account the total number of tasks completed or the total number of clients are attended in 
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a specified or given time by using the best capabilities of employees, by deploying the 

right people on right jobs and by putting the resources of organization in an efficient way. 

 

Lacking of systematic empirical research has been found in the literature of 

improved performance where the relationship between several dimensions of job 

performance and employees behavioral conditions still to be investigated. One of the 

studies on this topic, Shikdar and Sawaqed (2003) looked into the ergonomic factors 

which affect to the workers’ productivity by applying questionnaires to 50 production 

managers in six different industries. Productivity, quality, absenteeism, and factors to 

working conditions including proper heat/cold, humidity, noise, light, dust, and pollution 

were used as measures of performance and proved by statistical analysis that there was a 

significant correlation between predictors of performance and the factors relating to work 

environment. It is pointed-out that organizations with higher environmental problems will 

have more performance concerned problems e.g., low productivity and high absenteeism.  

 

One more study made by Kahya (2007) in the literature of ergonomics and reports 

that there has been sound effects of job characteristics i.e., physical efforts and job grade 

and working conditions i.e., environmental conditions and hazards on task and contextual 

performance besides employees education and experience. The results are significantly 

demonstrated that the relationships between employee performance and environmental 

conditions which implies poor workplace conditions i.e., physical efforts, environmental 

conditions, and hazards results in declining employee performance even in the presence 

of  organization rules; focus on quality, cooperating with coworkers to solve task 
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problems, concentrating the tasks, creativity, and action on absenteeism. Asif (2009) has 

recommended in his doctoral study that employees of banking sector should sincerely and 

seriously render their services for the growth of productivity which is considered as 

integral parameter of performance in banks as it has been recorded too low. He further 

proposed on the basis of his research findings that the better management of assigned 

work, effective supervision, and proper distribution of work or job description can help to 

increase in the growth of productivity without any doubt. 

 

In the body of literature, there is no research which has examined the impact of 

emotional intelligence, practice of job analysis, job stress and job satisfaction on 

work/performance outcomes by mediating the perceived employee’s job performance. 

The present research is the first effort to shed some lights on the issue of job performance 

and work outcomes for attaining the conducive work environment.  

 

2.1.2.2 Job performance and Work outcome - Quality of work 

Job performance is defined as expected work performance of each employee in 

terms of quantity and quality of work (business dictionary). 

 

The study of Yuan and Woodman (2010) extracted the projected impact of 

employees behaviour on job performance as well as their behavioral influence has also 

been observed inside the organization. They have derived the theory for understanding 

that how employee’s behaviour could be innovative at workplace. Two approaches i.e. 

efficiency-oriented perspective and the social-political perspective have been put 
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forwarded to describe the predictors which can influence the employees’ innovative 

behaviour in the organization. As per the concept of efficiency-orientation, employees are 

remained busy to produce the output in a modern and new ways (innovative ways) which 

would be beneficial in attaining their goals and objectives (Abrahamson, 1991). 

Upgradation in performance and efficiency gains are considered the outcomes of 

innovation. It implies that anticipated outcomes of performance is supposed positive 

where employees have confidence in getting performance improvement due to their 

innovative behaviour toward their work role at workplace. As far as the concept of 

positive performance is concerned, it comprises improved productivity and quality of 

work, reduced rate of error, better rate of ability to attain organizational goals and 

objectives, and increased rate of general performance (Yuan and Woodman, 2010). So as 

to, this theory has been tested by Cingoz and Akdogan (2011) in Turkey and offered 

results that performance outcomes are positively and significantly associated with 

employees’ innovative behavior. 

 

A research made by Oxford Research (2011) under the body of European 

Foundation (Eurofound) to determine the relationship between quality of work and 

performance in the context of six countries of Europe. Associations between social 

dialogue, quality of work, working conditions and the influence of these factors on 

employee’s and organizational performance are being focused by Eurofound during some 

past years. The foundation started a research project with the aim of getting in-depth 

knowledge of the subject relationship through analysis of European companies’ data after 

detailed case studies and through a wider-angle study of relevant literature. They have 
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submitted a comprehensive research report after doing 21 case studies in six countries i.e. 

the Czech Republic, Austria, Germany, Spain, Sweden and France on four industries i.e. 

food manufacturing, electromechanical engineering, trading organizations (wholesale and 

retail) and, financial services and insurance activities. Objective of their research study 

was to probe that how perfection in quality of work can increase and lift employee’s and 

institution’s performance. Study findings of Oxford research (2011) show the very clear 

relation of “quality of work” with the employee’s performance due to the employees’ 

trainings, skills and employability. Trainings aspects i.e. ability to operate high-fi 

equipment and to enhancement of skills that how to meet customer’s demands. They had 

further found that well developed company’s policies have the positive impact of 

employee’s performance. They have noticed that Employees are always intended to work 

in devotion and in flexibility when they feel that work balance policies are being 

observed with the letter and spirit. In addition to, employee’s satisfaction has also been 

seen as an indicator of quality of work and performance. 

 

Performance is improved by inspiring the people at workplace. The quality and 

relationship among employees serve as motivators for the group of workers. Employee 

intent is an essential component for achieving business progress, overcoming problems 

and achieving business goals (Taghipour and Dejban, 2013).  Other research made by 

Kumara and Darolia (2010); and Oluseyi and Ayo (2009) has found that work enthusiasm 

is strongly correlated with employees’ performance in workplace. 
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Many researchers (Babakus and Boller, 1992; Brady et al., 2001; Zhou, 2004; 

Carrillat et al. 2007) supported the concept that service performance (SERVPERF) could 

be a better predictor for assessing the service quality. It infers that improvement in 

employee’s performance leads to enhance in service quality. Keeping in view the 

arguments of previous research, in this study employee’s job performance was used to 

measure “quality of work/service quality” as a mediator; as previously the service quality 

(SERVQUAL) and the service performance (SERVPERF) have been applied as 

instruments in banking sector (Cronin and Taylor, 1992).  

 

Customarily in business performance models, efficiency in production has been 

studied as descriptive variable; whereas efficiency and cost with respect to quality of 

service are most of time misplaced in management studies. However, as and when quality 

of service is analyzed cost aspects should be considered well-thought-out from a 

viewpoint of top management. In addition, it is formally stated that dynamics of 

productivity will also influence the organizational ability for higher delivery of service 

quality in its market (Brown, Gummesson, Edvardsson and Gustavasson, 1991). 

 

Four theory-driven planned origins that influence quality of service, business 

processes, human resources, factor productivity and technology were initially introduced 

by Bowen (1990) which was adapted as a strategic framework by Roth and Velde's 

(1991). Roth and Jackson (1995) investigated a capabilities based model of service/work 

quality which instantaneously evaluates its impact on market performance of the 
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organization and deduced that total productivity and quality of service are negatively 

associated with each other. 

 

A research study made Nazeer, Zahid, and Azeem (2014), for measuring the job 

performance of teaching staff of COMSATS University in Pakistan through internal 

service quality (ISQ) by mediating the job performance. Before further investigation, 

researchers defined internal service quality in the perspective of service organizations 

with reference to definitions of previous studies that Nazeer et al. (2014) have separated 

customers into two groups i.e. internal and external customers by their research and 

cleared that every organization has its own customers within the organization in form of 

employees which are called internal customers (Nagel & Cilliers, 1990). Employees 

render services to external customers as well as to their colleagues in the work settings. 

When employees are providing services to other employees while working in the same 

organizations and this type of services are known as internal services (Jarvi, 2012; Stauss, 

1995). 

 

Nazeer and his aligned researchers extracted the previous research record on ISQ 

in different sectors such as banks (Gremler, Bitner, & Evans, 1994; Bellou & 

Andronikidis, 2008), insurance companies (Boshoff & Mels, 1995; Hallowell et al., 

1996), hospitals (Reynoso & Moores, 1995; Sivabrovornvatana, Siengthai, Krairit, & 

Paul, 2005), healthcare (Gunawardane, 2009),telecommunications (Brooks, Lings, & 

Botschen, 1999), hotels (Paraskevas, 2001), airlines (Frost & Kumar, 2000), 

manufacturing companies (Hirons, Simon, & Simon, 1998; Miguel, Salomi, & Abackerli, 
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2006a), computer services companies (Edvardsson, Larsson, & Setterlind, 1997) and 

University Staff and HR Officials (Kang, Jame, & Alexandris, 2002). They also have 

developed some new items and one additional construct in the existing instrument for 

measuring the ISQ. Data collection through questionnaire distributed among teaching 

staff for statistical analysis via structural equation modeling was collected from faculty 

members of universities presenting higher education located in Rawalpindi and 

Islamabad in Pakistan. Results of their study showed a positive and significant impact of 

internal service quality on job satisfaction and job performance. Efforts for addition in the 

literature with regard to relationship of ISQ-JS-JP in the context of education sector of 

under-developed country like Pakistan. 

 

In conclusion of previous literature of management, it is important to state that job 

performance can be described as it is the extent of employees’ accomplishments of their 

tasks, duties and responsibilities effectively. Some researchers have distinguished into 

two categories of performance measures; i) objective measures of performance and ii) 

subjective measures of performance. Self-reported or subjective measures of performance 

are those scales to grade the performance of employee wherein, assessment of 

performance is made by employee itself or his/ her manager that indicates internal 

measure of performance. Nevertheless, there are customers who evaluate the performance 

in the due course of time in services organizations and derived the rate of perceived 

quality of service (Gronroos, 1983; Parasuraman et al., 1985; Schneider et al., 1979). 
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2.1.2.3 Job Performance and Work outcome - Organizational Commitment 

The study of examining the relationship between employee’s job performance and 

employee’s organizational commitment has a leading importance for the top management 

in the organizations. Jackofsky (1984) investigated and derived that if employees are less 

committed with organization, they will have high rate of turnover intentions; whereas 

high level of job satisfaction by having job security produces high level of organizational 

commitment that is leading to increase in job performance. 

 

In the beginning of the conceptualization of organizational commitment, Allen 

and Meyer (1990) categorized organizational commitment into three heads; firstly, 

affective commitment which deals employee's emotional attachment with organization, 

identification with the organization and involvement in the work of organization, 

secondly, normative commitment indicates the pressure of obligations on an employee to 

stay in the organization and the third one is continuance commitment which refers 

employee’s commitment with the perception of associated costs which is tolerated by the 

organization on employee’s turnover. Chusmir (1982) found that organizational 

commitment has same impact on the women as its impact on men, but in some cases 

women respond in a different way. A good relationship among colleagues and the 

management style can improve the commitment of employees with the organization that 

may be valuable asset of the organization (Nijhof, de jong, and Beukhof 1998).  

 

Employees’ commitment can be a crucial tool to increase the organizational 

performance as; the higher stress leads to lower satisfaction which yields very lower 
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commitment of employees (Elangovan 2001). Chughtai and Zafar (2006) made a study 

on university faculty of Pakistan and derived that the teachers performs very well who are 

highly committed rather than teachers who are uncommitted. Their study mainly focused 

to see the effects of high or low commitment on the employee’s job performance. 

 

The study of Somers and Birnbanm (1998) indicates findings between the 

relationships of work related commitment and input on employee job performance and 

established a positive impact of career commitment on job performance and further found 

that there is no association between organizational commitment and job performance. 

Another study of Abubakar, Suliman & Lles (2000) investigated the role of 

organizational commitment on employees’ job performance along with five demographic 

variables in three industrial units in Jordan and found a positive relationship between 

commitment and job performance. Furthermore, positive and negative relationship had 

also been seen between organizational commitment and demographic variables that are 

age, sex, education, job status, and organizational tenure variables.  

 

Organizational commitment may play a significant role in shaping the outcomes 

of job performance outcomes in UK based health care units (Clarke, 2006). Rashid, 

Sambasvani & Joari (2003) made a study on 202 managers in Malaysian companies and 

they have found a relationship between corporate culture and organizational commitment 

but both of these are so far in showing the impact on performance. 
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In the light of above stated review of literature, it has been proved that certainly, a 

relationship between organizational commitment and employee’s job performance is 

existed in the organizational setup.  

 

2.1.3 Job Analysis  

The collection of many types of job related data and the requirement of workers 

are engaged in job analysis (Harvey, 1991; McCormick, 1976). It can be interpreted as an 

organized procedure for gathering and analyzing the job concerned information to meet a 

certain objective (Ash, 1988; Gael, 1983).The information acquired by doing a job 

analysis plays the role of foundation for all, if not for all, at least for human resource 

activities and issues (Jeanneret & Strong, 2003). Certainly, job analysis is very important 

activity for the strategic human resource management (SHRM) in the organizations by 

which these organizations can get clear understanding about their jobs along with 

workers. (Schneider & Konz, 1989; Siddique, 2004).  

 

Wei Chang, Brian H. Kleiner (2002) has described job analysis at length that it is 

an efficient and systematic process for getting valid job related information to assist the 

management in making of strategic decisions. Every part of this definition is significant; 

for instance “efficient and systematic process” indicates that the job analysis is planned to 

achieve specific purpose. As systematic process is put into practice in a manner, it leads 

to ensure co-operation among employees and uses of job analysis methods which are 

good enough in the field of human resource management. The word “valid” is pointed 

out that the method used for obtaining information in job analysis is exactly pursued. At 
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sometimes when job analysis is made inefficiently, it derives deficient or incorrect 

information. “Valid” also implies the information acquired to meet out that objective for 

which job analysis was made and lastly, job analysis provides vital information that will 

lead to make management decisions. 

 

There are more many ways, where information obtained by job analysis can be 

used for HRM functions (Harvey, 1991). In a very common way, job analysis data gives 

a direction to the user for example, human resource professional, job incumbent or 

manager. Singh (2008) has brought conclusion that job analysis has always been 

considered and will remain in the future an important tool of information for human 

resource management. 

 

The topic in connection with meaning of job analysis should be apparent as a 

piece of information and the majority of writers see it as the ‘backbone’ or ‘cornerstone’ 

for all human resource activities (Schuler and Jackson, 1996: 180; Sherman et al., 1998: 

90; Dessler et al., 1999: 127). 

 

2.1.3.1 Practice of Job Analysis  

Job analysis offers numerous information regarding jobs and jobholders which is 

used by HR professionals and practitioners to develop job description, job specification 

and performance standards. These documents are being used as an origin of HRM 

decisions in most of unified areas. Functions of HRM such as recruitment and selection 

plans, training and development, performance appraisal, compensation, and health and 
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safety are increasingly required to design according to jobs’ demand and characteristics. 

The efficiency of these HRM practices needs to clearly understand of jobs for both the 

jobholders and the organization. The practice of job analysis gives, such that 

understanding. 

 

Organizations that frequently carry out job analysis having a large amount of 

information about strengths and limitations of their employees and these organizations 

take in-time appropriate remedial measures for improvement of their skills and job 

behavior (Clifford, 1994). A frequent and proactive job analysis practice aid an 

organization in making a suitable infrastructure by describing and labeling the tasks to be 

executed, in addition to the timelines for executing them. With the help of job analysis, 

roles and responsibilities are clearly defined for the assistance on workplace of job 

incumbents which ensures the contribution and value addition to the product or service at 

all level of organizational hierarchy with minimum wastage of resources. 

 

Practice of job analysis on regularly basis provides precious source of feedback 

not only for employees but also for their supervisors. This feedback is used by HR 

managers to build up valuable programs as job rotation, job enlargement and job 

enrichment for getting an improved match involving job demands and employee skills 

and abilities. These programs help in effective management of employees’ job-related 

grievances and issues and aid to build further positive organizational atmosphere 

(Ivancevich, 1998). 
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Siddique (2004) did a study and evaluated 148 corporations located in United 

Arab Emirates (UAE) a Gulf country to understand the effect of job analysis in particular 

of “practice of job analysis” on organizational performance. His investigative survey 

concluded that practice of proactive job analysis was having the significant relationship 

with organizational performance. An affiliation of proactive job analysis practice was 

found solidest to the extent by his study in those corporations which maintains Human 

Resource Information system, who are taking HR involvement in making strategic 

planning and highlighted competency-based characteristics of employees during 

functioning of different approaches of job analysis. His findings of study proposes that 

companywide strategy of job analysis is one of very important sources of competitive 

advantage at its own and due attention is required to HR professionals, practitioners and 

to top management. He has extended findings of his HR performance study from western 

countries to non-western countries. The researcher (Siddique, 2004) has concluded and 

established a strong and positive connection of proactive job analysis practice with the 

organizational performance. The outcomes of his study came forward and depicting 

linkages between job analysis and organizational performance. The effects of job analysis 

on diverse measures of performance recommended that job analysis certainly plays a role 

of cornerstone in HR functions and activities to obtain competitive advantage for the 

strategic management practice. The sole effect of the practice of job analysis on manifold 

performance measures is mostly remarkable. 

 

Cherrington (1995) categorizes three events when Job Analysis is usually carried 

out: first, when the organization starts to work, secondly, when a new job is created in a 
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particular section or in organization and third when a job is considerably changed in 

result of new methods or techniques, new procedures and advancement in technology. In 

his study, the researcher used the stated techniques of Cherrington (1995) in the survey to 

identify the practice of job analysis in service industry that is both public and private 

banking sector.  

 

2.1.3.2 Practice of Job Analysis and Job Performance 

A credible role of the practice of job analysis towards job performance has not 

been scientifically identified yet and there are no sufficient evidences in the literature of 

HR-performance for anticipating a positive effect of job analysis on job performance. 

Besides, the materialized of case study data, it is described that how some particular 

organizations have obtained benefits from job analysis, one of the important reasons to 

anticipating a positive relation between job analysis and performance is the vital role of 

job analysis in HR practices that can make contribution to organizational performance. 

Sherman et al. (1998) argue that the ultimate objective of job analysis is to bring 

enhancement in productivity and organizational performance. The practice of job analysis 

has the capacity to contribute directly and interactively in organizational performance 

through other crucial HR practices.  

 

Job analysis, recruitment and selection, training and development and 

performance appraisal are those practices of HRM that may increase the proficiency of 

employees for achieving high performance (Latham and Wexley, 1981; Snell and Dean, 

1992; Lado and Wilson, 1993; Pfeffer, 1998). A usual practice of job analysis provides 
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useful feedback for the improvement of employees and their managers. HR executives 

utilize this feedback in preparation of job descriptions and job related programs for the 

achievement of improved game-play relating to job analysis activities (Ivancevich, 1998). 

A proactive job analysis also leads to increase in organizational performance with 

encouraging job attitudes and commitments with work. 

 

Practice of job analysis provides a practical chance to appraise the nature of work 

with respect to physical and social context and compose necessary changes to improve 

employees’ concern in their jobs (Dessler et al., 1999). Moreover, by doing job analysis 

some factors can be traced that may affect workers’ motivation and job satisfaction. 

Employees can increase their pace of performance by getting in time and correct 

information about their job duties and responsibilities for the achievement of 

organizational goals and definite targets. 

 

A frequent updates in job descriptions and performance standards on recent job 

analysis can greatly assist the HR practitioners/professionals in identification and 

elimination of needless job requirements, conflict areas or disappointment and 

dissatisfaction (Gomez-Mejia et al., 2000; Mondy et al., 2002). Consequently, workers 

acquire understanding of company expectations which involve production, dealing with 

customers and service delivery standards. As a result, workers’ morale, job satisfaction 

and productivity definitely improve. 
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In west, many organizations have achieved advantages with the practice of job 

analysis by seeing and observing the positive relationship between job analysis and job 

performance. Automated practice of job analysis has been started by organizations in 

each administrative and HR activity just to boost up the rate of performance, acquire 

more information, and decrease human error (Buckley, Minette, Joy, & Michaels, 2004; 

McDonald & Cornetto, 2005).  

 

A frequent practice of job analysis can guide an organization for establishing a 

required infrastructure by clear understanding of tasks to be performed by employees 

(Safdar, 2010). He has further stated that the relationship between importance and 

practice of job analysis still to be tested in public organizations and there is dire need for 

the contribution in the literature  pertaining to importance and practice of job analysis 

linking with employee’s Job performance as it has not been studied in detail. In a decade 

of 2000 in Pakistan, human resource management practices are now being do exercises 

mostly in government organizations. The researcher concluded that Job analysis is a vital 

tool and practice of human resource management that has a direct relationship with 

employee’s job performance and suggested at the end that this declaration has its own 

credibility. A positive relationship has been proved between job analysis and job 

performance; although, an evidence of weak relationship between practice of job analysis 

and job performance has provided, that shows, practice of job analysis is not regularly 

performed in government organizations. The study of Safdar (2010) on employees of 

public organizations dedicated to regulatory authorities including telecommunication 

companies, media, oil & gas, banking sector, security exchange and power sector was an 



85 

 

effort to improve and test the model proposed by him having the linkage of job analysis 

with the indicators of “importance of job analysis” and “practice of job analysis” with the 

job performance. The results of survey research of 568 officials were shown the strong 

linkage of “practice of job analysis” with employees’ job performance. The research 

findings advocate the organizational policy relating to job analysis is playing encouraging 

and integral role for the competitive advantage not only to organization but to HR 

practitioners as well. The findings of his study with respect to HR professionals was also 

drawn-out in the context of non-western countries from western one. 

 

Practice of job analysis which was 2nd indicator of job analysis in the study of 

Safdar (2010) has been displayed a negative association with employees job performance 

in PEMRA, OGRA, SECP and PTA while in State bank of Pakistan and NEPRA shown a 

positive relationship with job performance.  However, negative association of practice of 

job analysis indicates irregularity of job analysis in the stated regulatory organizations. 

He further claimed that his study containing relationship of importance and practice of 

job analysis would be one of preliminary attempts of HR practices in management. The 

findings of the researcher was backed three limitations; firstly, the study was conducted 

as an all-embracing use of self-reported procedures of key variables of his study which 

have seen most of time as less needed than objective measures. Secondly, his study was 

made only with the nominated independent, dependent and moderating and controlling 

variables. That’s mean the process relating to formulation of theoretical framework where 

job performance is far from in full depth. Thirdly and finally, small sample was taken in 

his study which could not permit to generalize the results of sub-group organizations to 
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differentiate the in line business entities. He claimed at the end pertaining to findings of 

his study that it will be treated and considered as preliminary results in its nature and are 

projected to motivate further research on the relationship of job analysis with job 

performance. He offered some recommendations for future research that empirical 

research in the subject area of field of such HRM practices will support in more 

elaborations with respect to job performance. There was proposed one more opportunity 

and possibility to formulate and design such hypothesis with a case study of longitudinal 

nature. 

 

2.1.3.3 Practice of Job Analysis and Work Outcomes   

Job analysis is known very important element in getting efficient results for all 

activities of human resource management. It offers a procedure for obtaining information 

with respect to jobs (McCormick, 1979). By conducting job analysis a tool called job 

description is derived and provided to employees that prevent the employees from uneven 

situation where they face ambiguity in doings of job. JA establishes a foundation 

whereupon almost entire systems of HRM are assembled and therefore its impact arises 

on employees work outcomes in terms of quality of work, organizational commitment 

and a significant effect on employee turnover in general (Hoon et al., 2000). 

 

The usefulness of human resource practices (i.e. recruitment & selection, 

trainings, job analysis, career development, compensation) is required clear 

understanding for both the employees and organization. This understanding is provided 

by practice of job analysis that contributes to employees work outcomes towards 
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employees’ service quality and organizational commitment. The role of job analysis 

played categorically in growing the rate of employee’s performance that improves the 

quality of work or employee’s service quality. Consequently, a close relationship is 

expected among job analysis, employees’ performance and organizational performance 

(Cascio, 1998). 

 

Abeysekera (2007) has investigated the impact of job analysis as one of the HR 

practices on turnover intentions of marketing executive in Sri Lankan leasing companies 

and found a significant effect of “practice of job analysis” on executives’ turnover 

intentions.  The researcher derived results that the practice of job analysis has a negative 

and significant correlation with Marketing Executive Intention to Leave (MEIL). Later 

on, turnover intention as a dimension of work outcome was examined by Rokhman 

(2010) and tested the effects of Islamic work ethics on work outcomes in the financial 

institutions of Indonesia. But in this study, work outcomes in terms of “Quality of work” 

and “organizational commitment” are proposed to examine by “practice of job analysis” 

along with three more predictors of work outcomes on finding out the gap in literature of 

human resource management. 

 

2.1.4 Emotional Intelligence  

Situational recognition, definition and use of the term “emotional intelligence” 

have been a matter of discussion for many years in the HR and organizational literature 

(Mayer et al., 2008).In the very beginning the term “social intelligence” was devised by 

Thorndike (1920) for unfolding the skills of understanding and dealing the people. Far 
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along, in 1940 Wechsler theorized the impact of other factors on smart and intellectual 

behavior (Bar-On, 2006) that representations of intelligence could never complete 

without identification of other factors. 

 

Emotional intelligence as a term was used at first time in United States (USA) by 

Payne (1983) in a study of “Acknowledgement and effects of emotions” in a thesis of 

PhD. The work of Payne (1983) was monitored by model of emotional intelligence 

presented by Salovey and Mayer (1990) which contains expressing of emotions could 

increase the level of judgment and individuals would serve better towards their work 

afore against their emotions. Bradberry and Greaves (2003) described that the skills of 

emotional intelligence were very important in demonstrating mental and behavioral 

functions of people away from their natural intelligence. 

 

Cooper and Sawaf (1997), Salovey and Shiyter (1997), and Goleman (1998) 

proposed and advised that effective leadership is essentially required emotional 

intelligence: even a person has the best management training of the world, he is keen 

observer, having analytical mind and endless supply of smart ideas, he would not be a 

great leader without emotional intelligence (Goleman, 1998). 

 

Goleman (1998) further suggested that emotional quantum at workplace is a 

“construct” having many dimensions; specifically, there are five components, for instance 

self-awareness, self-regulation, empathy, motivation and social skills. The abilities and 

proficiencies related to the stated components are mentioned hereunder: 
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1. Self-awareness. It related with emotional awareness, accurate self-assessment and 

self-confidence.  

2. Self-Regulation. It is concerned with self-control, reliability, conscientiousness, 

adaptability, and innovation. 

3. Empathy. It refers to understanding and developing others, service orientation, 

leveraging diversity and political awareness. 

4. Motivation. It is associated with achievement, drive, commitment, initiative, and 

optimism. 

5. Social Skills. It is concerned with influence, communication, conflict 

management, leadership, change catalyst, building bonds, collaboration and 

cooperation and team capabilities. 

 

This was the starting era 1990’s of research on emotional intelligence when 

emotional intelligence was first time defined with authorization by two psychologists 

Salovey and Mayer (1990, p.189) as: “the sub-set of social intelligence that involves 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 actions” The people who are 

emotionally intelligent engages to be proficient in identification, understanding, 

processing, and influencing their own and others emotions for the guidance to make out 

feelings, thoughts, and successive behaviors (Mayer & Salovey, 1997). Later on, this was 

acknowledged by Salovey and Grewal (2005) as four branch model of emotional 

intelligence by way of four abilities of managers/supervisors/employees i.e. perceiving, 
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understanding, using, and managing emotions at office/factory floor and with respect to 

interaction with others. 

 

The research of recent years on emotional intelligence proves that emotional 

intelligence is a predictor of academic performance, job performance, leadership, 

emotional labor, negotiation, work–family conflict, trust and job stress (Ashkanasy & 

Daus, 2002; Humphrey, 2002; Jordan, Ashkanasy, & Hartel, 2002; Fulmer & Barry, 

2004; Humphrey, 2006; Humphrey, Pollack, & Hawver, 2008). 

 

Bradberry and Greaves (2002) defined emotional intelligence that it is a situation 

where a person sees self and others’ emotions and-then he/she acts accordingly as 

mentioned below:  

 

Focus on self implies self-awareness that is to mean an aptitude to exactly recognize own 

emotions and get aware about them as they occur. This contains that how a person has 

propensity to respond on particular state of affairs. Self-management that is to say that, an 

ability to use own emotions with flexible and positive behavior. This means the 

management of emotional responses at all situations of jobs. 

 

Focus on contact with other people implies Social awareness that’s mean ability to 

understand accurate emotions of other people and grab what is actually being done. It’s 

mean to recognize people thoughts and sentiments even they do not sense and evaluate in 

similar way. Relationship management means an ability to use the awareness of own and 
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others emotions for the successful management of interactions among people. This 

involves high-quality communication and successful dealing with conflicts. 

 

In addition, most of researchers and professionals designed measures of emotional 

intelligence which were used for self-reporting and peer-ratings and some of them were 

used to define emotional competencies for instance measures of related personality traits 

or skills. Rooy and Viswesvaran (2004) scholarly defined emotional intelligence as ‘‘the 

set of verbal and nonverbal abilities that guide a person to produce, recognize, express, 

understand, and evaluate his/her owns and others emotions with the aim of guidance in 

thinking to manage natural demands and stress. 

 

It has established by Lopes et al., 2005 that people who could effectively 

normalize their emotions can change emotions to valuable situations, use emotional 

strategies successfully, take good decisions in tense situations and exercise many skills 

required for helpful social behavior. The concept of emotional intelligence encompasses 

to individual differences in the perception, dealing out, regulation, and usage of 

emotional information.  

 

Salami (2007) explored in South Western Nigeria the connection of emotional 

intelligence and self-efficacy with work attitudes of high school teachers and concluded a 

significant relation of emotional intelligence and self-efficacy with work attitudes. 
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Emotional intelligence has briefly been defined as the ability ‘‘to carry out 

accurate reasoning about emotions and the ability to use emotions and emotional 

knowledge to enhance thought’’ (Mayer, Roberts, & Barsade, 2008, p. 518). Since the 

difference between mental and physical health as well as the difference between work 

performance and social relationships was proved a leading impact on important life 

outcomes. On the whole, the results of previous research are indicating that a research 

methodology based on most recent scientific knowledge about emotions can be caused to 

enhance emotional intelligence. An application of this interference in physical condition, 

education, and organizational settings would be offered a new move towards 

development and promotion in human fulfillment (Neil’s et. al., 2009).  

 

Likewise, Kauts and Saroj (2010) studied the relationship of emotional 

intelligence with teachers’ effectiveness and occupational stress among secondary school 

teachers and they have investigated that if teachers are emotionally intelligent at higher 

level intelligence, they will have less occupational stress and more effectiveness in 

teaching. The influence of emotional intelligence has also cross-examined by Jude (2011) 

on occupational stress at the level of secondary school teachers and extracted the 

significant difference with low and high emotional intelligence in occupational stress of 

secondary school teachers. 

 

2.1.4.1 Emotional Intelligence and Job Performance  

Emotional intelligence (EI) can take-part as a vital tool in the work environment 

(George, 2000; Goleman, Boyatzis, & McKee, 2002; Wong & Law, 2002; Law, Wong, & 
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Song, 2004; Sy & Cote, 2004).Particularly, researchers have emphasized that employees’ 

EI can be a predecessor of work outcomes, for instance job performance and job 

satisfaction (Bachman, Stein, Campbell, & Sitarenios, 2000; Wong & Law, 2002; Prati, 

Douglas, Ferris, Ammeter, & Buckley, 2003). In addition, thinkers envisaged that 

managers’ emotional intelligence can have extensively impact on job performance (e.g., 

George, 2000; Goleman et al., 2002). Mayer and Salovey, 1995 have confirmed that 

emotionally intelligent people can be extra adaptive and flexible in order to normalize 

their emotions to be reliable to accomplish situational demands than those who are less 

emotionally intelligent. Fabian (1999) also followed a line of investigation that if an 

employee has the ability of EI to watch his or her emotional expression will be well 

aware about expected emotions with interpersonal interaction. Thomas, Tram & Linda 

(2006) have anticipated and shown results that employee’s emotional intelligence has 

positive relationship with employees’ job performance. 

 

A few scholars such as George & Brief (1996) have hypothesized and confirmed 

that employees’ ability of usage of emotions in facilitation of performance can definitely 

influence the job performance which is one of the four dimensions of emotional 

intelligence defined by the researchers. Factory and office personnel may possibly use 

positive or negative emotions in getting of improved performance, such as positive 

emotions that involves excitement or enthusiasm, could encourage employees in 

rendering of better service, completion of assignments within due course of time, or work 

in interest of the organization. On the contrary, negative emotions which include anxiety 

could play a role of stimulus for employees in completion of their work tasks. Those 
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employees who have high emotional intelligence should be more skilled and proficient in 

regulating of their own and others’ emotions to enhance the optimistic interactions that 

could guide in contribution to performance with the assistance of organizational 

citizenship behaviors (Mossholder, Bedian, & Armenakis, 1981; Wong & Law, 2002).  

 

Certainly, EI can improve the performance of organizations and can play very 

important role in organizational productivity and effectiveness. That's why; employees 

with high emotional intelligence are regarded as precious assets of organization (Carmeli, 

2003).  As a result, it is decided that human resources who can control and handle their 

own and others’ emotions believe on encouragement to positive and discouragement to 

negative emotional experiences and identify how they administrate well their work 

behaviors at the job (Cherniss and Goleman, 2001; Mikolajczak et al., 2007a). In view of 

stated research, emotionally very intelligent employees are known to able in displaying 

the desired emotions for the better response in service delivery than those employees who 

don’t have these characteristics (Mikolajczak et al., 2007a). 

 

An application of emotional intelligence could be made in the areas of employee 

selection, development of personnel, teams and organizations. The organizations must 

provide opportunity for the training of employees in evolving their interactive skills for 

the efficient performance on job in organizations (Reuven Bar-On et al., 2007). 

 

Enhancement in the emotional intelligence skills of employees is a prerequisite 

along with technical skills for increase in employees’ rate of productivity. If group 
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members perform good management of emotional intelligence, it will lead to evolve 

interpersonal skills of this certain group. For getting the organizational success, 

employee’s skills of emotional intelligence are required to be improved work with respect 

to employee’s performance at the workplace (Wall, 2008). 

 

2.1.4.2 Emotional Intelligence and work outcomes 

At the very first, the study made by Hochchild (1979, 1983) in connection with 

identification of behaviours required during working hours with respect to emotional 

labour in the service industry; particularly, there was a need to regulate the employee’s 

emotional expression for getting the healthy service related interactions. It was used to 

assume by the organizations that the requisite employees should always express positive 

emotions that will cause to increase organizational profits. Conversely, the research of 

Rafaeli & Sutton (1989) indicates negative work outcomes pertaining to employees’ 

behaviours in service industry Chu et al. (2012) made a study to observe the impact of 

emotional employee on employees work outcomes, wherein the employee focused 

approach was taken up and defined that emotional labour has the degree of manipulation 

of their inside feelings which shows the proper emotions in accordance to rules and 

regulations. 

 

2.1.4.2.1 EI and Work outcome - Quality of work 

Quality of work is ongoing process that should be learned and taught all over the 

life (Segal, 2002).In the scenario of knowledge based economy Milkman et al. (2008) 

presented a model which depicts that decision involving a worker’s knowledge is rated as 
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good. Organizational ability of anticipation, evaluation and implementation of quality 

decisions are dependent upon assembled extrinsic and intrinsic factors. Whereas, the 

administration of extrinsic variable is very difficult to regulate, supervision of human 

variables for instance as feelings/sentiments and reasoning are crucial to enhance the 

quality of work and work processes. In a recent period, researchers have engrossed and 

commenced to originate the effect of emotional variables on decision making and its 

ultimate impact on quality of work. 

 

Henderson (2001) found that if nurses involve emotionally in performing their 

duty, they may more contribute to the quality of care because it is well established that 

the requirement for excellence in nursing practice is based on emotional engagement. 

Therefore, emotions cannot be ignored as they are vital to achieve quality of care one 

who can render. 

 

Afzalur-Rahim and Minors (2003) explored the relationship of three dimensions 

of emotional intelligence (i.e. self-awareness, self-regulation and empathy) of managers’ 

with their subordinates in case of conflicts pertaining to quality of work/service and 

mangers’ behavior towards problem solving at workplace. The results of their study by 

regression analysis infers a positive association between self-awareness, self-regulation 

and problem solving whereas, self-regulation had positive impact on quality of work. 

Conversely, a slight but significant impact of empathy on service quality and; 

interactional impact of empathy and self-regulation on service quality or quality of 

products has been found in their research work. The application of the study was 
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proposed that training sessions may be provided to managers and supervisors who are 

lacking emotional intelligence which will enhance their abilities of problem solving for 

increase in service quality. 

 

James et al. (2011) have recently found that corporations and its employees may 

get advantage through the application of developed behavior endorsed by emotional 

intelligence. The skills of emotional intelligence could increase the quality of individual 

and group decisions; and outcomes of these decisions in form of quality of work. They 

have further declared that usage of emotional intelligence skills has become a strategic 

policy to measure the effect and significances of decisions in developing the 

organizational and individual’s capability for improving the efficiency of processes and 

quality of work at the same time. 

 

The study of James et al. (2011) concluded that each and every individual of 

organization contribute his/her share to the organizational goal of increasing quality of 

work in consequent upon of “quality of decision making” through presentation of 

emotional intelligence skills. The persons who are making decisions should be self-aware 

about their emotions and can evaluate their professional strengths verses to others in the 

organization could enhance the quality of decisions and work outcomes. During the 

building and sustaining the relationship process among individuals while time is being 

spent, emotional viewpoint will produce healthier decision outcomes. Furthermore, 

decision making over and over again create conflicts among employees and such 
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conflicts are coped up by using skills of emotional intelligence which becomes the 

definite success of decision making process. 

 

Lastly, James et al. (2011) proved that applied skills of emotional intelligence 

increase the outcomes of quality decisions and processes of work as well. In addition to, 

behaviors with emotional intelligence could be used to recover the general quality of 

decisions and work processes. 

 

2.1.4.2.2 EI and Work outcome - Organizational Commitment 

Emotional intelligence is encompassing an important effect with job outcomes 

that include job satisfaction and organizational commitment (Wong and Law, 2002). That 

is to say as Abraham (1999) also reveals, that people who do not assess and control their 

emotions, they have actually fewer commitment with their organizations and Nikolaou 

and Tsaousis (2002) state where Individuals are highly emotional intelligent could be 

more committed with their organizations and work at higher rate of performance. 

 

The study of Nikolaou and Tsaousis (2002) depicts a solid association among 

some factors of organizational commitment and emotional intelligence. Their research-

work showed the usage of emotions in EI has well connection with organizational 

commitment even though; there is weak relationship between control and understanding 

of emotions with organizational commitment. Usually, it is stated that a positive link 

between emotional intelligence and organizational commitment was recognized. 
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Furthermore, emotional intelligence can definitely be a key factor to enhance 

commitment of employees with their organizations.  

 

The scholarly study of Carmeli (2003) derived a positive relationship between 

affective commitment and emotional intelligence. Actually, it has empirically confirmed 

that employees contain high rate of affective commitment with high level of emotional 

intelligence. On the other hand, a negative relationship was established between 

emotional intelligence and continuance commitment, and employees’ commitment has 

been decreased with high emotional intelligence. 

 

Similarly, Abraham (2000) has also found that there is a strong and well-built 

relationship between employees’ emotional intelligence and organizational commitment. 

Wong and Law (2002) demonstrated quite opposite as emotional intelligence has not 

considerable association with organizational commitment. Guleryuz et al. (2008) again 

found after eight years that there is no significant direct path of emotional intelligence on 

organizational commitment and job satisfaction played a role of mediator between 

emotional intelligence and organizational commitment.  

 

I addition to above, recently Anari (2012) has studied with the purpose of cross-

examination among the relationships; of emotional intelligence and job satisfaction; of 

emotional intelligence and organizational commitment and of job satisfaction and 

organizational commitment among secondary school teachers of Iran. She further 

explored the association among emotional intelligence, job satisfaction and 
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organizational commitment with regard to role of gender and age. After statistical 

analysis, the researcher found a positive and significant relationship among the projected 

affiliation and link of emotional intelligence, job satisfaction and organizational 

commitment. There has not been found a significant difference among secondary school 

teachers of different gender and age with respect to job satisfaction and organizational 

commitment. 

 

2.1.5 Job Stress  

At very first time, the word “Stress” was come out from physics and later on 

taken by the psychology on the basic idea of human tendency towards resistance against 

external forces, even handed to organize the physical materials and bodies (Hobfull, 

1989). In this research era, the concept of stress has become very common but 

provocative. Job stress refers to employee’s feelings with respect to personal dysfunction 

in consequent of observed conditions of employee’s psychological and physiological 

responses happened due to undesirable threats in the environment of workplace. 

 

Researchers could not have the same opinion on any definition of stress due to its 

complicated nature (Kahn and Boysiere, 1992). In the beginning research era on job 

stress, Freud (1978) theorized and considered the concept of stress as condensed libidinal 

energy caused by external or internal barriers. When employees are incompetent and 

think that they are not proficient to meet the requirements of particular situations and 

such situations can be threat for their health, then stress is produced. Nonetheless, Selye 

(1976) one of the pioneer researchers of stress, observes stress in a primarily 
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physiological response towards threatening environmental events and therefore from 

Selye’s point of view, job stress or occupational stress merely refers to the stress due to 

events happened at workplace or in the work environment. Job stress also defined by 

Beehr and Newman (1978) as it is a situation that happens in consequence of employees’ 

interaction on their jobs and stress that revealed within the people force them to move 

away from standard and regular performance. 

 

A small number of stress scholars (for instance, Golembiewski, Munzenrider and 

Stewenson, 1986; Shanahan and Mortimer, 1996), make a distinction between negative 

stress, entitled ‘distress’ and positive stress, entitled ‘eustress’. Eustress is recognized as, 

if stressful incidents produce positive, constructive and dynamic outcomes. Eustress is an 

experience of that stress which stimulates and motivates people for the achievement of 

organizational goals and success in their managerial plans. It seems to mean that people 

require stress some to extent, for their best survival that’s why Selye (1976) states that 

stress is a flavor of life and the absence of this flavor goes to death. Conversely, negative 

stress i.e., distress that affects employees’ (of each level) mental and physical health and 

ultimately, employees job performance departs to decrease. 

 

Stress occurs (Bonoma & Zaltsman, 1981) due to communication factors among 

employees in a particular work environment and found some outcomes in consequence of 

job stress that can be classified in three groups as;  

i). Psychological (satisfaction, commitment, tension) 

ii). Physical/behavioral (blood pressure, smoking, drinking) and  
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iii). Organizational (absenteeism, turnover) 

Aldwin (1994) thought stress that it is an experience of employees happened in a 

result of individuals’ interaction at work environment. And psychological and 

physiological tension is created by the stated interaction. Halkos and Bousinakis (2010) 

has recognized that stress is considered an awful emotional situation that we practice 

when our personal and work related requirements cannot be compensated for the control 

of this situation by our aptitude. 

 

In this study, job stress is literature based theorized with four dimensions i.e. 

Business Policy, Workload Pressure, Job Ambiguity and Job Insecurity demonstrated 

hereunder; 

Job Stress-Business Policy Ignorance: Business policies are the statements for the 

guidance of desk managers to prepare plans and for taking decisions at all level of 

management to achieve the pre-set organizational objectives. These guidelines are 

approved by the supreme board of the organization to govern its day to day activities. The 

business policy or operational guidelines also define limitations within which decisions to 

be made by the subordinates in organization and allow the lower officers to deal with the 

difficulties without referring competent authority every time for making decisions. It 

studies the roles and responsibilities of top management affecting structural success of 

the organization in long-run. Moreover, it is concerned with the acquisition of 

organizational resources to attain the organizational goals (wiki.answers.com). 

 

http://wiki.answers.com/Q/Definition_of_business_policy#ixzz21RS7m0ib
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On the development of new business policies, there is need to build and 

strengthen the trust among employees by a mutual understanding to rationalize the shared 

interests of all stakeholders in the organization (Kanter, 1990). Another study on business 

policy of Minkes (1995) determined that formal and informal rules and their acceptance 

with understanding would fill the unforeseen and unexpected gaps in the entire 

organization. 

 

A huge gap is found in the literature of management sciences that employees’ job 

performance and work outcomes are badly affected due to ignorance in application of 

business policies. If decisions are made in the organizations against management 

policies/rules and regulations, stress will be occurred among employees at the workplace. 

Finally, these types of stress also lead to decrease quality in employee’s work and 

organizational commitment.  

 

Job Stress-Workload Pressure: Some jobs entail speed and concentration for excessive 

output whereas incumbents are not fully using their knowledge, skills abilities, so their 

jobs become uninteresting and this situation implies that workers are feeling work load 

pressure (Melamed et. al., 1995). In most of organizations, particularly in commercial 

banks and financial institutions, managers of each level have been found in workload 

pressure. They remain in office for a long time even after usual closing hours while there 

is no important task to do. Anyhow, if employees are suffering from high workload, 

organizations should hire skilled and competent hands to let their staff have balanced 

lives (Salami et al., 2010). Among IT and software development professionals’ stress due 
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to high workload pressure by having insufficient staff strength has also been seen (Dhar 

and Dhar, 2010). 

 

Job Stress-Job Ambiguity: Role ambiguity is referred to employee‘s uncertainty towards 

his/her job and disclose about job behaviors which are most suitable in a particular 

situation whereas role conflict is referred to employee's feelings about demands or 

expectations of some job requirements which are mismatched with the demands or 

expectations of other job requirements. It has been initiated to identify the causes of 

stress among employees particularly who have joined recently. It occurs when employees 

do not know about clear information pertaining to their jobs or organizations (Rizzo et 

al., 1970).The previous studies on role ambiguity have shown that high role ambiguity is 

concerned with lower job satisfaction, lower work commitment and involvement, lower 

job performance, greater intentions to quit the organization and high job-related tension 

and anxiety (Fisher & Gitelson, 1983; Jackson & Schuler, 1985). Role ambiguity would 

be the basis and greater source of job stress. The situation of role ambiguity is arisen 

when workers or employees are uncertain about their tasks and duties as they are 

unconfident relating to their job responsibilities (Beehr, 1985). 

 

During the execution of job, stress arises among employees which may because of 

direct interaction with customers either by face-to-face or come upon by telephone 

service. Some researchers Babin & Boles (1996); Brown & Peterson (1993); Kahn, 

Wolfe, Quinn, Snoek, & Rosenthal (1964) have recognized that role ambiguity and role 

conflict are the major ingredients of job stress. As and when an individual could not 
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acquire satisfactory information about job to perform it efficiently, role ambiguity is 

occurred (Walker, Churchill, & Ford, 1975). 

 

Ruyter et al. (2001) identified role ambiguity among employees of call centers as 

they are very uncertain about expectation of their supervisors. Furthermore, their job 

evaluation criteria are also undefined. If we go in details about frequent faced problems, 

it has come to notice that there are no supervisory guidelines available for service 

employees in call centers, for instance how to tackle prank calls (Ingram, 1994). It is 

proven by many meta-analytic research studies that a negative relationship between role 

ambiguity, role conflict and organizational commitment have been established (Jackson 

& Schuler, 1985; Mathieu & Zajac, 1990). 

 

Job Stress - Job Insecurity: Job insecurity is related to employee’s perception and 

uncertainties about unintentional loss of job (De Witte 1999; Vuuren et al. 1991). It is 

normally identified that rearrangements in the organization is leading to job insecurity 

and eventually caused to develop stress among employees (Bussing 1999).The 

conceptualization on job insecurity has been evident and defined in different ways by the 

researchers in the pertinent literature (Greenhalgh & Rosenblatt 1984; Reisel 2002; 

Sverke et al. 2004). The research work of Sverke (2004) has abstracted that job insecurity 

for the workers could be predicted by the origin of stress. Employees will react 

differently as they face such possible stressor.   
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Another study of Mauno and Kinnunen (1999) on job insecurity and found that it 

plays as a stressor for employees which includes implication of stress theories. Some 

more research work made on stress framework that holds a number of stressors e.g. 

dissatisfied demands of employee and the employee’s practiced levels of stress may 

create job insecurity in their state of mind (Sverke et al. 2004).  An integrated study of 

Probst (2002) offered a model of job insecurity and approved that job insecurity is a job 

stressor. 

 

Employees or workers who have been affected by job insecurity perform lower on 

their jobs due to change at organizational level than those employees who have less 

feelings towards job insecurity (Johnson et al., 1984). Furthermore, various studies 

(Green, Felstead and Burchell 2000) have also declared that job insecurity is pertaining to 

work and organizational attitudes. 

 

2.1.5.1 Job Stress and Job Performance  

It has been established by the research of last two decades in the field of social 

and organizational support that supportive attitude of supervisors with their subordinates 

produces positive outcomes in favor of employee and organization which means 

reduction in job stress leads to improve in job performance (Viswesvaran, Sanchez & 

Fisher, 1999; and Rhoades & Eisenberger, 2002). The effects of high stress cause to low 

organizational commitment, which has directly conferred to voluntarily retirement of 

employees (Parasuraman and Alutto, 1984) and might be affected firm’s performance as 

whole (Montgomery, Blodgett & Barness, 1996). 
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Dollard and Metzer (1999) have validated that Job stress at work comes from a lot 

of stress dimensions and employees are affected with diverse ways. There is no doubt 

that a solid and well documented relationships found between psycho-social aspects of 

the job and welfare of the employees but job performance is generated limited work on 

job due to a variety of stressors. In addition to, Researchers proved that a number of 

factors can protect the job from various stressors. 

 

A case study made by medical house officers Kazmi et al. (2008) of Ayub 

medical college of Abbottabad, Pakistan on occupational stress and its effect on job 

performance wherein they have established an association between work stress and job 

performance of duty officers. Job stress which includes workload pressure, conflict in job 

description (i.e. job ambiguity), communication gap among house officials and with 

supervisor, discomfort pertaining to interaction with supervisor, health related job matters 

and lack of resources is concerned with overall job performance and having the negative 

impact on employees performance.  A strong and adverse effect of job stress with the 

overall job performance of medical officers has been observed in their study. On the basis 

of results of their research, they have recommended that the management of the hospital 

should pay due care to minimize the communication gap among officers and unit 

supervisor and to provide adequate resources and facilities in favor of hospital staff and 

patients respectively. They have further recommended to increase the rate of performance 

of hospital staff through preparation of clear and concise job descriptions which will be 

caused of high knowledge about their task and responsibility and this situation will 

produce an effective attitude for doings of every task which would be anticipated. 
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Moreover, there would be reduction in job ambiguity and job conflict which will lead to 

enhance performance of duty officials.   

 

In continuation of preceding paragraph, Kazmi, et al. (2008) have more suggested 

that the management should introduce supportive atmosphere among house officers and 

coworkers as such environment is supposed to motivate the employees for doing good 

work and tremendous contribution in support of performance environment. An accurate 

stress management is connected with improved health and better interpersonal skills 

which maintains individuals’ level of health. Workplace stress can be managed and 

prevented by the interferences of organizational level because stress is always outflowed 

from organization. There is need to establish a culture of sincerity and understanding 

instead of criticism for the lessening of stress and for the improvement in employees 

performance. 

 

The study on productivity with some qualitative factors in public and private 

sectors made by Halkos and Bousinakis (2010) indicates that productivity is the result of 

job performance and it is seriously affected by two qualitative factors, stress and 

satisfaction. He shows same results by his research work as projected in the past, the 

same as increased stress causes to reduced productivity and high job satisfaction causes 

to increased productivity. Fouzia Ali et al. (2011) have proved by empirical study that if 

an employee is facing diverse stressors at the workplace, this situation is directly affected 

the performance of employees. 
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Selye (1980) has categorized the stress into two main ingredients i.e., eustress 

(positive stress) and distress (negative stress). Eustress is originated from “Eu” and it is a 

Greek word that’s mean good or positive. Positive stress is encouraging the employees to 

accomplish their goals and make some possible situations to meet out their challenges. 

Sometimes stress play a role of positive motivator that facilitates the employee in 

accomplishment of their jobs, it shows enthusiasm of employees to carry out their job 

more productively as per assigned tasks and duties. There are brought-up some examples 

of eustress birth of baby, job promotion, making investment, purchasing land etc.  

 

An empirical study of Ouyang (2009) has derived that job uncertainty among 

banking personnel has adverse effects on employees’ job performance and job 

involvement. Whereas, the job instability leads to produce a positive and significant 

impact on job stress; moreover, a positive relationship between job stress, job 

involvement and job performance has been observed by the researcher. In addition to, job 

stress can positively intervene the employee’s job performance which is one of the most 

important factors. In consequent of findings of the study, these guidelines for the 

supervisors in banks are provided for the improvement of performances and to decrease 

the stress level among staff in the best interest of the organization and management. 

 

Salami, Ojokuku, and Ilesanmi (2010) ascertained negative nature of distress as it 

badly affects the employees’ physical and mental states that has ultimately negative 

effects on their job performance. So this type of stress leads to decrease the employees’ 

performance and their level of motivation; consequently, organizational performance is 
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declined. Colligan and Higgins (2010) found out those stresses which take part in 

motivation of employees that increase in productivity is reported because of better job 

performance. In contrast, there are also some stresses which negatively affect employees’ 

mental and physical sickness that fallout low employees performance. 

 

Bashir and Ramay (2010) made a study on the relationship of job stress with job 

performance among employees in Pakistan banking sector wherein they have identified 

antecedents of stress at workplace such as workload pressure, role ambiguity, role 

conflict, responsibility towards people, rate of participation in completion of job, lack of 

feedback, harmony with rapid change in technology and concluded that job performance 

is one of outcomes of job stress. The data were collected through questionnaire from 

(n=144) graduate employees as well as managers and customer service officers of well 

reputed banks which was analyzed by statistical tools i.e. correlation, regression and 

reliability tests. There has been found negative and significant correlation between job 

stress and job performance in accordance to data and confirmed that stress is reducing the 

performance of employees. Researchers of the stated study that supportive culture should 

be introduced by the organizations within the working environment. 

 

Employees are experiencing different stressors in organizations for instance, work 

environment, workload etc. and these stressors are the ground reasons of employees’ poor 

performances. It is proposed in a study of Kazmi et al. so as to measurement of job 

performance with the relationship of these three factors that is to say skills, struggle and 

work environment. Skills contain education, knowledge about job and area of expertise 
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towards job, even as struggle includes one’s passion to achieve organizational goal and 

work environment implies that atmosphere of work where employees are facilitated in 

performing their jobs as per set standard operating procedures (Kazmi, Amjad, and Khan, 

2008). 

 

2.1.5.2 Job Stress and Work Outcomes  

Human life has great and important share of time on employment activities which 

involves a great share of stress too. As there is an active nature of job environment so 

most of the people are interested to spend their most of time in job or work related 

actions in the world resultantly stress ignorance influences their work and life. More 

often, people are found worry about outcome of their work and this can affect the method 

by which they deal employees at workplace and how communication among peers and 

customers is influenced (Ahsan et al., 2009). 

 

2.1.5.2.1 Job Stress and Work Outcome – Quality of Work 

Employees’ worries transpired due to stress at workplace are the organizational 

symptoms for instance displeasures, absenteeism, lower productivity and poor quality of 

work. In addition, owing to job stress reduction in quantity and quality of work is 

correspondingly happened (Dua, 1994). Baines (1996) states that a number of dis-

satisfied customers do not record their complaints, they discuss their complaints with 

friends, colleagues and potential customers.  A dis-satisfied customer/client may turn out 

to be loss of many other customers. Varca (1999) derived negative effect of work stress 
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on quality of work. Customers are very precious assets of enterprises; therefore, there is 

need to emphasis on fascinating and retaining of customers by the organizations. 

 

Wetzels et al. (2000) examined the antecedents and significance of stress in the 

context of retail and service organizations with respect to employees and customers. They 

further investigated the impact of role stressors i.e. role ambiguity and role conflict on 

organizational commitment and to carrying quality of service through retail sales persons. 

The predictors of perceived quality of service was also explored and exposed that Role 

ambiguity has a negative relationship with both organizational commitment and quality 

of work/service and commitment has positive association with perceived quality of 

service. 

 

Kotler (2000) extends that customers are the supreme assets of every business as 

there is no organization without customers. Satisfied customers convert the organization 

into successful organization since the customer decides the present and future of the 

business and he is ready to pay for a quality product or service. Balunwa (1995) states 

that the delivery of quality service is a basic key for retaining customers. For the purpose 

of quality improvement, customer’s feedback is required to observe the satisfaction or 

dissatisfaction of customers with the service. He further adds that happy and pleased 

customers may not stay satisfied customers eternally but the cause of dis-satisfied 

customers should be eradicated otherwise negative propagation with regard to service 

will difficult to stop. 
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Singh and Ajeet (2008) studied employees of Indian call centers with regard to 

impact of job stress on the quality of service. They claimed that stress is very well-known 

in all type of business. Stress at work is generally accepted that its outcome for both 

employees and organizations are come to adverse (Nigam et al., 2003). The study of 

Singh and Ajeet explored many stress factors which affect service quality and employee’s 

performance. On the basis of data analysis, they have found and concluded that job stress 

is definitely affected the quality and performance of call centers’ employees. In addition 

to, they have also proposed some solutions to resolve the problems relating to job stress 

in the industry of call centers. 

 

Job stress particularly in service organizations is concerned with the service 

delivery process focused on wide participation of customers/ clients through slight 

control by retail sales force (Goodwin and Radford, 1993). As the stress is strict hamper 

towards retailer’s mission in the provision of service excellence, so therefore it is very 

important to identify the effects of job stress on quality of service in the framework of 

retail services. Quality in service delivery could generally be observed as an instance of 

joint objective (Hartline and Ferrell, 1996). Hereafter, commitment towards service 

quality would be a vital cause of perceived “quality of service” in the perspective of 

customers. 

 

2.1.5.2.2 Job Stress and Work Outcome – Organizational commitment 

Many researchers have given importance as center of attention to the relationship 

of employee job stress and organizational commitment. It has been revealed by literature 
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of management sciences that there is no impact of role conflict and job ambiguity on the 

organizational commitment in the agencies of law enforcement in United States; however 

literature and research has confirmed a positive relationship of supervisor support, group 

cohesiveness and promotion opportunity with the organizational commitment (Jaramillo, 

Nixon & Sams, 2005). Elangovan (2001) made a study and resulted high level of stress of 

employees causes low level of their satisfaction and eventually organizational 

commitment is decreased. 

 

An extensive research showed results that job stress has a negative effect on 

employees’ organizational commitment, commitment of service personnel towards 

quality and lastly on quality of service or quality of work (Behrman and Perreault, 1984; 

Goolsby, 1992; Jackson and Schuler, 1985; Johnston et al., 1990; Micheals et al., 1987; 

Rizzo et al., 1970; Sager, 1994; Wheatherly and Tansik, 1993; Zeithaml et al., 1988). 

 

Wetzels et al. (2000) states that job stress affects the three values of employees 

working in service organizations as a whole i.e. organizational commitment, commitment 

to increase quality and job performance. Organizational commitment was defined by 

Porter et al. (1974), “an individual’s fellow feelings and his connection towards present 

organization is known as organizational commitment”. Mowday et al. (1979, 1982) 

categorized Organizational commitment into three constructs; i) strong belief on 

organizational values and recognition of its goals, ii) happily acceptance to apply 

substantial efforts at the part of organization, iii) having a strong wish to continue 

membership of the organization. In addition, as and when customers exchange a set of 
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some common values with the employees for some common aim, a particular 

commitment with regards to service mindedness may be improved (Howard, 1990; 

Reardon and Enis, 1990). 

 

Yousef (2002) derived a negative relationship between employees’ job role 

conflict, job role ambiguity and different aspects of organizational commitment by his 

leading research study in United Arab Emirates. Specifically, the role ambiguity toward 

job has a negative effect on affective and normative features of organizational 

commitment. 

 

The study of Chen and Kao (2011) states positive emotions is a requisite need of 

flight attendants as an important part of their job, when they are facing hard situations 

such as interaction with difficult or aggressive passengers. The study has confirmed that 

flight attendants experience job stress due to creation of conflicts between family and 

work which directly or indirectly affects their work outcomes that is to say job 

satisfaction, organizational commitment and turnover intention. Flight attendants are 

facing job stress before and during flights, and resultantly, they are losing organizational 

commitment in Taiwan. The path to lose organizational commitment is family-work 

conflict produce job stress and it leads to low job satisfaction which causes to losing 

organizational commitment and at the end obviously, turnover intention come out. 
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2.1.6 Job Satisfaction  

Scholars have defined job satisfaction in various pleasant ways. Locke (1969) 

defined job satisfaction that it is a gratifying emotional condition of a person which is 

resulted by evaluation of one’s job. Job satisfaction is achieved by the realization of one’s 

job values’’. Locke (1976) again defined job satisfaction that it is a positive emotional 

condition realizing through individuals experience on or after their job. Cranny et al. 

(1992) depicted that job satisfaction exposes the employee’s desires, needs, or 

expectations to which extent are completed at workplace. As said by Spector (1985), job 

satisfaction is “employee’s mind-set” pertaining to, pay, fringe benefits, contingent 

rewards, promotion, supervision, operating procedures, coworkers, nature of work, and 

communication”. Job satisfaction is a predictor which identifies the employees’ 

motivation for attaining organizational goals. Spector (1996) cleanly defined job 

satisfaction is measure to know people like their job to which extent. Spector (1997) 

again add attitude of employees in previous year definition as what feelings of people 

about their jobs and different dimensions of their jobs and to which extent they like or 

dislike their jobs. 

 

Robbins (2005) expressed job satisfaction is a tool for collection of employees 

feelings about their jobs which they hold. This implies an employee having high degree 

of job satisfaction level will contain positive feeling toward his job and vice versa. Job 

satisfaction is an important scale to determine the employees comfort and happiness at 

their own way with a desire to achieve organizational success (Korunka et al., 2003; 

Culbertson, 2009). It is very important to state (George H., Dimitrios B., 2010), if there is 
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smaller ratio of satisfaction with respect to remuneration and benefit around same level of 

other employees and therefore unfairness in the remuneration-benefit system in an 

organization may cause significant problems. Job satisfaction has been described as 

person’s feelings with their job mean their people’s attitude towards their job at particular 

point in time (Schermerhon et al., 2012). Daft and Marcic (2013) define job satisfaction 

is a positive attitude of individuals in the direction of their job. 

 

On the basis of human resource literature four dimension of job satisfaction are 

extracted i.e. Business Policy, Relationship with Others, Rewards and Work Environment 

demonstrated as;  

Job satisfaction –Business Policy Observance: Business policy describes about functions 

and responsibilities of senior and middle management, serious issues affecting 

organizational success and labels those decisions which are required to govern the 

executive directions to shape the organizational future (Christensen et al., 1985; Steiner et 

al., 1992).The finest effort for getting increase in employee’s productivity and job 

satisfaction is to share organizational goals and objectives with employees and managers.  

Supervisors and workers should be allowed to input in developing of mission statement, 

formulating of standard operating procedures and in determining of fringe benefits.  

Employees’ level of satisfaction in banking sector is important to observe for efficient 

utilization of human resource abilities. Bank employees are responsible for productivity 

and profitability to the large extent. An efficient management of human resources can 

lead to determine employee’s job performance through observing the approved business 

policy in respective bank (Thakur, 2007). 
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The study of Clothey (2005) on the specific area of policy formulation on higher 

education system and concluded that a solid higher education policy has potential source 

of growth in economic and social sector in the country. In consequent of his research a 

vital education policy has been devised for their academic progress of colleges and 

universities. 

 

Job satisfaction –Relationship with others: Dawson (1987) has proved by a research 

study that in addition to job autonomy, leadership behavior and the job itself, social 

relations of an employee with his/her other colleagues working around have significant 

effect with job satisfaction; and found a significant difference in levels of income based 

job satisfaction of employees. Karatepe et al., (2006) discussed that sense of job 

satisfaction among personnel is playing role of long term employees’ retention in the 

organizations. Lehal (2004) introduced six traits, Work itself, Supervision, Relationship 

with Colleagues, Reward System, employees up gradations, and Overall job security 

which give the impression to employee’s job satisfaction.  

 

Job satisfaction – Reward: Spector, 1985 proposed that employees are pleased with some 

parts of the job and at the same time displeased with others. The research of Bavendam 

(2000) in connection with teachers’ job satisfaction has been incorporated in literature 

that factors of teachers satisfaction at work contribute to understand job opportunities, 

stress, leadership, work standards, fair rewards, and adequate authority. Opkara (2002) 

identified factors which contribute to job satisfaction for instance, intrinsic rewards, 
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supervision, relationships with colleagues, worker itself and promotion opportunities in 

job career. 

 

Arani (2003) made a comparative study on job satisfaction of secondary school 

teachers with regard to their point of reference towards orientation and the school 

atmosphere in Iran and India. In his study job satisfaction was opted as dependent 

variable and teachers’ orientation, school atmosphere, gender, age, subject of teaching, 

teaching experience, salary and type of school were independent variables. The study 

revealed noteworthy divergence between private and government school teachers with 

respect to job satisfaction in both countries Iran and India. It is also proved by their study 

that Iranian teachers give more importance to health, knowledge, and family prestige 

whereas Indian teachers are agreed on the importance of religion, democracy, and 

knowledge. Satisfaction from different aspects of job produces diverse changes in 

employees’ intentions and behaviors in the presence of different mode of motivations for 

receiving special types of rewards (Luthans and Sommers, 2005). Amiable et al., 1994 

derived that employees are demonstrated high level of job satisfaction motivated by 

rewards both intrinsic and extrinsic. The study of Aziz et al. (2007) on fast food 

restaurants established very good results of financial rewards that increases the 

satisfaction level and decreases the rate of absenteeism and turnover. Zaini et al. (2009) 

verified the increased level of motivation by extrinsic rewards among private sector 

employees whereas government sector employees are impacted both intrinsic and 

extrinsic reward system. The research of Vandenberghe and Trembley (2008) in 
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association with Zaini’s study has resulted that competitive rewards system is positively 

connected with employees’ job satisfaction in government and non-government sectors. 

 

In recent research of Khalid et al. (2011) regarding effects of rewards and 

motivation on employee job satisfaction among Public and private water utility 

organizations in Malaysia where 689 employees participated in their study from both 

sectors and found that rewards positively encompass and significant influenced on 

motivation, motivation has a significant positive influence on employees’ job satisfaction 

and rewards have also a positive significant influence on job satisfaction. 

 

Job Satisfaction - Work environment: The empirical research of Rayton (2006) exposed 

that higher levels of work involvement, pay satisfaction, administrative support, and 

career opportunities are integral determinants of employees’ job satisfaction. The study of 

Hassan et al. (2011) identified some dynamics which have great concern to employees’ 

satisfaction; work environment or working conditions is one of them and left over are 

organizational operations, job security, incentives and rewards. Researchers have 

proposed in their study to make employees prime assets for the organization, enterprises 

should give attention on operation management, job security and competitive reward 

system to encourage employees and also engage in recreational activities to control 

workload for making dedicated employees. These steps taken by the organization may 

yield much time and money in a short period of time but are valuable in a long period of 

time. 
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2.1.6.1 Job Satisfaction and Job Performance 

The relationship between job satisfaction and job performance has been 

interrogated in hundreds of research work, together with four well-known meta-analyses 

(Petty, McGee, & Cavender, 1984; Iaffaldano & Muchinsky, 1985; Judge, Thoresen, 

Bono, & Patton, 2001; N.A. Bowling, 2007) and has been titled as the ‘‘Holy Grail’’ in 

the psychology of industries and organizations (Landy,1989). Bowling (2007) has 

anticipated in his study by using the data of meta-analyses that the linkage of satisfaction 

and performance is normally considered specious. The relationship involving job 

satisfaction and job performance has been paid much attention for the period of industrial 

and organizational psychology in its history. A causal association is existed between 

satisfaction and performance as indicated by research of several scholars. 

 

There is a small amount of research pertaining to the relationship between 

organizational commitment and job performance. The research concerning impact of job 

satisfaction and organizational commitment on job performance ensured the relationship 

among these variables, at the same time some literature suggests the association of job 

satisfaction and job performance (Petty, McGee, & Cavender, 1984), in addition to above 

job satisfaction literature has represented that satisfaction confirms slight and 

insignificant connection with job performance (Iaffaldano & Muchinsky, 1985; Locke, 

1976). It is hypothesized and derived that organizational commitment is not visibly 

related to job performance (Steers, 1977; Wiener and Vardi, 1980). 
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Lee and Mowday (1987) by their study accessed a practical correspondence 

between job performance and job satisfaction; and between job performance and 

organizational commitment which proved extremely alike relationships. Nonetheless, 

they could not evaluate variance to be justified with every work attitude that effect job 

performance. Hence, an empirical research is required for shaping that which work 

attitude of employees is better interpreter of job performance. On the other hand, porter et 

al. (1974) and Wiener and Vardi (1980) have presented a theoretical framework 

comprising on focus of work attitudes (job vs. organizational attitudes) and proposed 

work outcomes that depicts job satisfaction would be better predictor than organizational 

commitment for job performance. 

 

Locke (1976) observed the reciprocal relationship between satisfaction and 

productivity. His study states that employees’ satisfaction from their job leads to enhance 

in productivity; in response, productivity leads to increase employees’ satisfaction. 

Afterward, satisfaction has an indirect effect on productivity and this situation creates a 

feeling of commitment towards the organization and its goals. Above and beyond, the 

relationships of productivity to satisfaction and satisfaction to productivity, a possible 

increase in satisfaction causes increase in productivity could be happened due to other 

rewards at work (promotion, authority, bonus, etc.) that again contribute to the increase 

of satisfaction. Yitzhak et al. (1995) studied cooperative impact of role conflict and role 

ambiguity on job performance and consequently, established a negative relationship of 

role ambiguity with job performance.  
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For successful motivation and retention of human resources is always caused to 

high organizational performance (Huselid, 1995; Capelli, 2000).Constructive employee 

outcomes are supposed to boost-up management’s legitimacy (Boxall and Purcell, 2003). 

In this perspective, job satisfaction is a potential route for achieving high job performance 

(Becker and Huselid, 1998; Boxall and Purcell, 2003; Wright et al., 2003). In 

management practices job satisfaction is also considered a potential mediator in a 

theoretical chain towards employee performance (Michie and West, 2004). 

 

Judge, Thoresen, Bono, and Patton (2001) made a complete appraisal of 301 

studies and found where appropriate results of correlation are accurate supporting to 

sampling and measurement errors; the average correlation has been seen on higher side 

i.e., 0.3 between job satisfaction and job performance. Moreover, the association between 

job satisfaction and job performance has been found high even in complex jobs (for 

instance professional jobs) than in less complex jobs. In consequence of large review of 

previous studies and the study of Judge et al. (2001) proves that job satisfaction is a 

predictor of employees’ performance and found strong relationship even in complex jobs. 

Thus, positive association between job satisfaction and job performance has been 

concluded by the study. 

 

A case study made by Jarunee Saetang et al. (2010) of Ban Karuna Juvenile 

Vocational Training Centre for Boys, Thailand and found that highly satisfied employees 

would be pleased and ready to make extra efforts to complete their job as they can. In 

contrast, employees who are less satisfied from their job may believe to face negligence 
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of their own needs by the organization, as a result they would be fed up, less interested to 

work, absenteeism, having high rate of conflict etc. and this situation would certainly has 

an effect on their job performance. Employees satisfaction from their jobs influences the 

employee performance has again established and confirmed (Shokrkon & Naami, 2009; 

Ahmad et al., 2010). 

 

Safdar (2010) has also explored a strong relationship showing a significant and 

positive correlation between job performance and job satisfaction in the HR environment 

of Pakistan a non-western country which is an addition in the literature of human 

resource management. In same year Halkos and Bousinakis (2010) have also confirmed 

and declared that increased satisfaction leads to increased productivity. 

 

Most recently, Hayati and Caniago (2012) examined the relationship between job 

satisfaction and job performance and consequently resulted that there is positive and 

significant association between job satisfaction and job performance which is in line with 

the findings of previous studies. 

 

2.1.6.2 Job Satisfaction and Work Outcome-Quality of Work 

It is wonder to see that why job satisfaction is found diverse for different jobs in 

same country, the reply of this query is very clear that actually jobs are relatively 

different with reference to working conditions and quality of work. It rationally looks that 

working conditions and quality of work will definitely affect job satisfaction. This is a 
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good judgment which states that sometimes job satisfaction is considered a sign for 

quality of work. 

 

Llorente et al., 2005 have taken the country of Spain as a case study and initiated 

that job satisfaction does not support to measure the quality of job. But on the other side, 

employee’s job satisfaction can identify the failure or success of customer experiences 

(Hsu and Wang, 2008), a direct relation of job satisfaction has often been found with 

customer satisfaction (Akdere, 2009), and employee’s commitment is seen to nonstop 

improvement in addition to quality of work (Matzler et al., 2004). The recent study of de 

Menezes (2012) have hypothesized and confirmed the significance of job satisfaction  in 

support of employees’ outcomes and organizational outcomes as there is a positive 

relation among organizational commitment, productivity and quality of (its product) 

work. 

  

Yee et al. (2008) identified the close association of job satisfaction with service 

quality and customer satisfaction which is ultimately confirmed the organizational 

profitability. Quality of work or quality of service is positively influenced the customer 

satisfaction. In addition to above, if firm is enjoying handsome profitability, then it has 

rational impact on employee’s satisfaction. They have further explored the substantial 

role of employees’ satisfaction in connection with increase in operational performance, 

profitability, quality of goods and services within the organizations; and there is no 

ambiguity that employee satisfaction can achieve the quality of work specifically in 

service industry. Moreover, they claimed for the achievement of quality in work within 
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the service organizations, employee satisfaction is a basic tool and in the absence of 

employee satisfaction, service organizations will remain far beyond their success. 

 

2.1.6.3 Job Satisfaction and Work Outcome-Organizational Commitment 

The management literature has verified the job satisfaction as predictor of work 

outcomes such as organizational performance, turnover intentions, organizational 

commitment, productivity etc. As far as the relationship between job satisfaction and 

organizational commitment is concerned, it has been comprehensively theorized in the 

literature of management. A strong positive alliance of job satisfaction with 

organizational commitment has been discussed at length with support of empirical 

studies. (Johnston, Parasuraman, Futrell, & Black, 1990; Babakus et al., 1999). 

 

Nonetheless, researchers are still uncertain in knowing about the status of job 

satisfaction whether it is an outcome or antecedent of organizational commitment (Brown 

& Peterson, 1993). Additionally, Brown and Peterson’s (1993) meta-analysis 

demonstrated that job satisfaction is a primary direction in causal research towards 

organizational commitment. On the other hand, recently it is concluded by most of 

studies that job satisfaction has been proved as an antecedent of organizational 

commitment (Babakus et al., 1999; Grant, Cravens, Low, & Moncrief, 2001). 

 

An extensive research in the decade of 90’s has been made and confirmed a 

positive and strong relationship between employees’ job satisfaction and organizational 

commitment (Meyer et al., 1989; Agho et al., 1992; Clark and Larkin, 1992; Igbaria and 
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Guimaraes, 1993; Deconinck and Bachman, 1994; Liou, 1995; Ward and Davis, 1995; 

Fletcher and Williams, 1996; Yousef, 2000). Evidence is reported by the study of 

Mathieu and Zajac (1990) as job satisfaction has positive contact with organizational 

commitment and has a negative contact with job stress. In organizational perspective, a 

highly increased level of job satisfaction and organizational commitment with decreasing 

in job stress is very much important for employees positive work outcomes. 

 

Paulin, Ferguson, and Bergeron (2006) have declared in their research work that 

organizational commitment is influenced by job satisfaction. An analysis of Kim, Leong, 

& Lee (2005) showed if employees are satisfied from their jobs they will have 

commitment with their organization than those employees who are dissatisfied. Lowry et 

al. (2002), by getting a sample of 454 workers employed in Australian registered clubs 

prove the significant role of employees job satisfaction to achieve high organizational 

commitment where formal training plans along with empowerment and flexible working 

hours were leading factors in pursuing of job satisfaction. The empirical outcomes by the 

studies of Iverson and Deery (1997) and Silva (2006) showing a relationship of 

organizational commitment and employees’ turnover where job satisfaction has mediated 

the relation. 

 

The study of Halisa and Gokgoz (2007) was designed to determine the factors 

which influence the pleasure and satisfaction of employees working within the 

organizations in terms of internal customers with the aim of getting a better thought about 

the relationship between employees/ internal customers’ satisfaction and organizational 
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commitment. They had made the study in the food production sector at South Anatolia 

for focusing to expose such factors that affect the organizational commitment with the 

significant effect of employees’ satisfaction. Employees of food producing organizations 

were responded at the rate of 67% out of 350 employees in total which was statistically 

analyzed by using EFA, correlation and discriminant analysis. They have concluded the 

factors of employees’ satisfaction are associated with each other and having the 

expressive relations. In consequent of discriminant analysis, difference among factors of 

employees’ satisfaction has been found in their study that is concerned with 

organizational commitment. They have further identified the relationship between 

employees’ satisfaction and business policies along with compensation, working 

conditions with organizational commitment. As the present study of employees’ 

satisfaction with business policy and working environment is being carried out for 

conceptualization of job performance and work outcomes. 

 

Thus, Mobley (1977) describes on increasing rate of dissatisfaction in employees 

with regard to their work, they start to have turnover intentions to seek other employment 

opportunities. Farkas and Tetrick, 1989 observes the employees’ job satisfaction with 

organizations outcomes for instance organizational commitment. As per results of some 

studies (for instance, Abraham, 1999; Punnett, Greenidge, & Ramsey, 2007; and Yang 

and Chang, 2008) organizational commitment is greatly concerned with job satisfaction. 

Some other studies (e.g. Deconinck, 2009; and Rutherford, Boles, Hamwi, Madupalli, & 

Rutherford, 2009) illustrated factors of job satisfaction which includes satisfaction with 
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policy and support, satisfaction with supervision, satisfaction with overall job, and 

satisfaction with pay structure have direct impact on organizational commitment.  

 

A numerous studies (e.g. Kim et al., 2005; Guleryuz et al., 2008; Deconinck, 

2009; Rutherford et al., 2009; Sweeney and Quirin, 2009) have interrogated by using 

structural equation model and path analysis and established a direct and positive 

influence of job satisfaction on organizational commitment. Moreover, the research 

models of many studies (for instance, Barak, Levin, Nissly & Lane, 2006; and Wu and 

Norman, 2006) declare a positive and reciprocal connection of job satisfaction with 

organizational commitment. The conclusions (Draper, Halliday, Jowett, Normand, & 

O'Brien, 2004; Gunlu et al., 2009; Rose et al., 2009) are not found consistent with 

previous theorized studies that were made cadets of  NHS (National Health Service) and 

further reported about negative relationship of job satisfaction organizational 

commitment. 

 

A study made on 11 international tourist hotels in Taiwan (Yang, 2010) and 

acquired data from 671 respondents and announced some outcomes of job satisfaction 

that are, role conflict, burnout, socialization, and work autonomy, very less role 

ambiguity as well as, its significant contribution towards psychological outcomes that is 

organizational effectiveness in terms of organizational commitment and turnover 

intentions of lower employees. 
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Katsikea et al. (2011) have also established a significant and positive relationship 

between job satisfaction and organizational commitment. They state that mangers who 

are more satisfied with their work in export corporations are also more committed to the 

organization. Job satisfaction is being effectively responded to job related outcomes, 

wherever organizational commitment is being effectively responded to organization 

(Martin & Bennett, 1996). As a result, job satisfaction makes stronger organizational 

commitment and it is a sign of individual’s recognition with his/her organization (Nelson 

and Quick, 2012). 

 

If employees are highly satisfied with their work are expected to have more 

commitment with organization and will be productive (Hsu and Wang, 2008). A positive 

and noteworthy relationship between job satisfaction and organizational commitment has 

also found by Anari (2012) and has been proved that employees’ commitment is an 

outcome of job satisfaction. 

 

Hayati and Caniago (2012) have established the positive and significant 

relationship between job satisfaction and organizational commitment and it is in line with 

the findings of previous studies (Gunlu et al., 2009; Rose et al., 2009). Most of studies 

show that employees who are more satisfied has more commitment with their 

organizations. Therefore, it is conceived and predicted that organizations where the 

employees are more satisfied will have higher level of organizational commitment and 

produce quality of work. 
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One of the most recent studies made by Shukla and Sinha (2013) where 

“Employee turnover” as a term is widely used in business circles. Although several 

studies have been conducted on this topic, most of the researchers focus on the causes of 

employee turnover. Their research looked at extent of influence of various factors on 

employee turnover in urban and semi urban banks. The research was aimed at achieving 

the following objectives: identify the key factors of employee turnover; determine the 

extent to which the identified factors are influencing employees’ turnover. The study is 

based on the responses of the employees of leading banks. According to that research, 

Work Environment, Job Stress, Compensation (Salary), Employee relationship with 

management and Career Growth have significantly influenced employee turnover in 

banking sector. As far this study is concerned, impact of job satisfaction through work 

environment, rewards and employee relations with others on organizational commitment 

is being tested to contribute the existing literature. 

 

Pietersen and Oni (2014) explored the factors that affect the organizational 

commitment of employees which become the reason for their turnover in a commercial 

bank in Limpopo Province, South Africa. According to them, there was a need to control 

dysfunctional mobility of human capital in the banking sector in the region. Key 

informant interviewing and a focus group discussion were employed to gather 

supplementary data. The turnover rate for older and young employees is relatively 

similar. Factors that contribute to job dissatisfaction include better job offers elsewhere, 

poor compensation, a lack of promotional opportunities, and Black Economic 

Empowerment initiatives. The impact of job dissatisfaction on the productivity, 
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efficiency and service delivery in the bank is highlighted and a number of human 

resource practices are recommended to manage employee and to develop much needed 

human capital in the banking sector in the region. 

 

In this study, Job satisfaction is measured through four dimensions, work 

environment and Rewards are two of them. A very recent study was made by Bal et. al. 

(2014) wherein they have investigated the effect of HR practices (Recruitment & 

Selection, Involvement, Training & Development, Performance appraisal, work 

conditions and Rewards) on organizational commitment. Their study depicts that human 

resources have become the key source of competitive advantage for the organizations that 

strive in challenging environments. In order to retain and satisfy their employees, 

organizations should design their human resource (HR) functions and practices consistent 

with the expectations of their employees. In this sense, organizational commitment of 

employees has become very important for especially retaining the employees in the 

organization. Human resource managers can increase the organizational commitment 

levels of their employees by designing HR functions and practices according to their 

expectations and by that way employees can feel that they are the most important assets 

of the organizations. Determining the perceptions of employees for organizational 

commitment levels and HR practices was another purpose of their research. They have 

concluded that their research will give insight that can contribute to develop 

organizational commitment by HR practices in organizations. 
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2.1.7 Research Model and Hypotheses 

The model devised by Halkos and Bousinakis in 2010 to verify the effect of stress 

and satisfaction on productivity. Wherein, they identify the factors predicting employees’ 

job stress and satisfaction; for instance, working hours at workplace, relationship between 

management and employees, job pertaining to employees’ area of education and good 

function of the group. 

 

Concepts development made during three decades of period from 1920 to 1950 

were in support of proposals that productivity is directly affected by employee’s job 

stress and job satisfaction.  All the researchers believed on the existence of cause & effect 

relationship among job stress, job satisfaction and individual performance with respect to 

productivity. That’s why service and manufacturing corporations used numerous sources 

for getting employee’s productivity for the increase of ultimate productivity. 

 

Halkos and Bousinakis (2010) have stated that it is absolutely confirmed that 

productivity in coalition of exterior factors of personnel affects the performance such as 

salesperson’s performance is very close to the effort of marketing, even though he/she 

has dynamics abilities. In addition, most of time, it has been seen that individual 

performance has direct relation to the performance of other employees at the same rate. 

Therefore, standard cannot be established at the will of individual, particularly in the 

presence of some informal rules. It is common belief about job satisfaction that it is 

openly related with mental health of the employees which is in the high interest of 

organizational productivity and for having the stable and permanent staff. Whereas on the 
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other hand, stress badly affects not only employees’ jobs but to their private lives also. 

This situation instigates the physical and psychosomatic issues. An employee who is 

having stress around will take wrong decisions and will have negative association with 

colleagues. And these two features cause poor outcome in productivity of employees. 

A stressed member of staff produces low productivity by doing errors; giving low 

quality in work and will remain absent. Conversely, a satisfied employee can be a surety 

for strong and vigorous organization. When stress acts as motivator, it brings 

inventiveness and satisfaction that melt the dullness of employee; when it acts as negative 

factor, its outcome will be aggression and dissatisfaction at workplace. The role of job 

satisfaction is to prevent from stressors in the presence of job incentives. 

 

Researchers have made efforts to identify and analyze the effects of factors 

relating to stress and satisfaction on the employees’ productivity in 2010 by presenting 

the above model. They collected sample of 425 employees from public and private 

sectors and investigated the impact of job stress and job satisfaction on the operational 

working of the organizations. They focused on the creativeness, collective activity, work 

relating to employees’ area of education and independent work dynamics which affect the 

job stress and job satisfaction. The stress situation is a result of the people interactions for 

environmental demands by using of personal distinctive. The opportunity to work 

independently boosts job satisfaction and employee’s productivity and reduces the stress 

at workplace.  
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Figure 2-1: 
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2.1.8 Specific Gap found in the literature 

This is sole and exclusive research study in many facets as the gap has been 

identified in the existing research and it may improve value as well to the literature. 

 

Previously, studies focused to investigation the factors affecting employees’ 

productivity, job performance and work outcomes. Identification of work outcomes in 

terms of organizational financial performance and operational performance, turnover 

intentions, employees’ satisfaction, satisfaction at work, productivity at work and quality 

of work has been made with different dimensions i.e., job stress, felt accountability, 

Islamic work ethics, job satisfaction, nature of stress, information control, role ambiguity, 

intrinsic motivation, organizational effectiveness, organizational culture, organizational 

commitment, Relationship with management, working Environment and conditions, 

career development, teamwork spirit and compensation have previously been explored 

(Hochwarter, 2007; Kahya, 2007; Salami et al., 2010;  Rokhman, 2010; Safdar, 2010; 

Halkos and Bousinakis, 2010; Fouzia et al., 2011; Rigopoulou et al., 2012; Mathew, 

Ogbonna and Harris, 2012; Mathew, Ogbonna and Harris, 2012; Memari et al.,, 2013; 

Ahmad et al., 2014; Nguyen, Mai, and Nguyen, 2014). Nevertheless, work outcomes in 

terms of quality of work and organizational commitment with proposed performance 

predictors such as job stress, job satisfaction, emotional intelligence and practice of job 

analysis through mediating effect of job performance was not investigated earlier. The 

earlier research demonstrates that this proposed study in the context of purely banking 

sector has not yet been conducted with the nominated variables and constructs as a proof 

of employees’ performance and its association with selected work outcomes. 
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There are two logics in support of mediating role of job performance between 

performance indicators and proposed work outcomes. One is of Researcher’s logical 

support and second is of the literature’s logical support. 

 

Under the researcher’s logical support, two studies are reviewed one is of 

Parasuraman et al. (1985) & the second is the study of Robbins (2001). The study of 

Parasuraman et al (1985) declared that an idea of service quality was used to recognize 

the “Quality of Work” of service providers at different job levels, whereas Banks 

proposed in their study that quality evaluations are made in the service outcomes as well 

as in the process of service delivery.  And the second study of Robbins (2001) specified 

that when employees feel happy at workplace, their job performance will be increased 

and they will try to perform their job in a better way. So as to, the crux of these two 

studies supports to increase in quality of work and to improve the sense of organizational 

commitment of employee by the proposed antecedents through job performance of 

employees. In viewing of these two studies, Researcher intended to investigate that the 

role of proposed antecedents would be very important to make effective performance of 

employees that will eventually improves their work outcomes in terms of “Quality of 

Work” and “Organizational Commitment”, as this question had never been asked yet 

which is the gap in the existing literature.  

 

As far as the logical support from the existing literature with respect to mediating 

role of job performance towards work outcomes is concerned, there are some evidences 

where job performance was used as mediator for the dimensions of work outcomes of this 
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study. The first evidence is a study of Shaheen et al. (2013) where job performance was 

used as a mediator between employees training and organizational performance and 

quality of service or quality of work was one of the dimensions of organizational 

performance. Another evidence in support of organizational commitment is the study of 

Rageb et al. (2013) where job performance was mediated between role stressors (Role 

conflict, role ambiguity, role overload & role novelty) and Turnover intentions. As the 

concept of turnover intentions is the antonym of organizational commitment in the 

research of social sciences. If mediating role of job performance is caused to reduce the 

turnover intensions of employee then on other side commitment of an employee is 

increasing as well. The third evidence is the study of Agarwal & Ramaswami (1993) in 

support of  Meyer & Allen (1984), that If organizational commitment be termed as an 

affective commitment which depicts the strong wish of an employee to be a member of 

certain organization, because of availing the opportunity to present his job well. It implies 

that increasing in employee’s performance will lead to higher commitment of an 

employee. Some more Researchers (Babakus and Boller, 1992; Brady et al., 2001; Zhou, 

2004; Carrillat et al. 2007) supported the concept that service performance (SERVPERF) 

could be a better predictor for assessing the service quality. It infers that improvement in 

employee’s performance leads to enhance in service quality.  

 

Keeping in view the arguments of researcher and previous literature, job 

performance is used as a mediator in this study for measuring the “quality of work” and 

“organizational commitment” with the proposed antecedents of performance. 
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2.1.9 Proposed Research Model 

This is the first study developed from above extracted gap through widespread 

review of previous research that is being proposed mediating effect of perceived job 

performance between employees’ performance indicators (i.e. job stress, job satisfaction, 

emotional intelligence, practice of job analysis) and work outcomes, with one new 

addition in the dimensions of work outcomes i.e., quality of work in this assured and 

confident scenario. This unique model in nature is confirmed a value addition in the 

existing literature of HR from Pakistan side towards service industry particularly for 

banking sector. It is assured by the finest knowledge of the researcher that this model of 

HR study has not been tested earlier. Moreover, this study emphasizes the significance of 

this model for the top and supervisory class of management in one of the financial sectors 

of Pakistan. 
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Figure 2-2: Proposed Research Model 
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2.2 Formulating of Research Hypotheses 

 

 Hypothesis 1: Job Stress is negatively related to Quality of work. 

 

 Hypothesis 2: Job Satisfaction is positively related to Quality of work. 

 

 Hypothesis 3: Emotional Intelligence is positively related to Quality of work. 

  

 Hypothesis 4: Practice of Job Analysis is positively related to Quality of work. 

 

 Hypothesis 5: Job Stress is negatively related to Organizational Commitment. 

 

 Hypothesis 6: Job Satisfaction is positively related to Organizational 

Commitment. 

 

 Hypothesis 7: Emotional Intelligence is positively related to Organizational 

Commitment.  

 

 Hypothesis 8: Practice of Job Analysis is positively related to Organizational 

Commitment. 

  

 Hypothesis 9: Job Stress is negatively related to Perceived Job Performance. 
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 Hypothesis 10: Job Satisfaction is positively related to Perceived Job Performance. 

 

 Hypothesis 11: Emotional Intelligence is positively related to Perceived Job 

Performance. 

  

 Hypothesis 12: Practice of Job Analysis is positively related to Perceived Job 

Performance. 

 

 Hypothesis 13: Perceived Job Performance is positively related to Quality of work. 

 

 Hypothesis 14: Perceived Job Performance is positively related to Organizational 

Commitment. 

  

 Hypothesis 15: Job Stress is negatively related to Quality of Work by mediating the 

Perceived Job Performance. 

 

 Hypothesis 16: Job Satisfaction is positively related to Quality of Work by 

mediating the Perceived Job Performance. 

 

 Hypothesis 17: Emotional Intelligence is positively related to Quality of Work by 

mediating the Perceived Job Performance. 
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 Hypothesis 18: Practice of Job Analysis is positively related to Quality of Work by 

mediating the Perceived Job Performance. 

 

 Hypothesis 19: Job Stress is negatively related to Organizational Commitment by 

mediating the Perceived Job Performance. 

 

 Hypothesis 20: Job Satisfaction is positively related to Organizational Commitment 

by mediating the Perceived Job Performance. 

 

 Hypothesis 21: Emotional Intelligence is positively related to Organizational 

Commitment by mediating the Perceived Job Performance. 

 

Hypothesis 22: Practice of Job Analysis is positively related to Organizational 

Commitment by mediating the Perceived Job Performance. 
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Table 2-1: Relationship among Variables in support of related literature 

Following table is showing the summary of association among variables in the proposed 

model in support of previous relevant research 

 

Relationships among Variables   Summary of Literature support 

  

   H1: JS→QoW Goodwin and Radford, (1993); Dua, (1994); Hartline and 

Ferrell, (1996); Varca, (1999) ; Wetzels et al., (2000); 

Singh and Ajeet, (2008). 

H2:JSat→QoW Hsu and Wang, (2008) ; Akdere, (2009) ; Lilian M. de 

Menezes, (2012) ; R. Munoz de Bustillo Llorente et al., 

(2005). 

H3:EI→QoW Henderson, (2001) ; Afzalur-Rahim and Patricia Minors, 

(2003) ; James et al., (2011). 

  H4: PJA→QoW Hoon, et al., (2000) and Cascio, (1998). 

  H5:JS→OC Rizzo et al., (1970) ; Behrman and Perreault, (1984) ; 

Parasuraman, Alutto, (1984) ; Jackson and Schuler, (1985) 

; Micheals et al., (1987) ; Johnston et al., (1990) ; Mathieu 

and Zajac, (1990) ; Goolsby, (1992) ; Sager, (1994) ; 

Wheatherly and Tansik, (1993) ; Zeithaml et al., (1988) ; 
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Wetzels et al., (2000) ; Elangovan, (2001) ; Yousef, (2002); 

Nigam et al., (2003) ; Chen and Kao, (2011). 

  H6:JSat→OC Meyer et al., (1989) ; Farkas and Tetrick, (1989) ; Mathieu 

and Zajac, (1990) ; Johnston, Parasuraman, Futrell, & 

Black, (1990) ; Agho et al., (1992) ; Clark and Larkin, 

(1992) ; Igbaria and Guimaraes, (1993) ; Brown & 

Peterson, (1993) ; Deconinck and Bachman, (1994) ; Liou, 

(1995) ; Ward and Davis, (1995); Fletcher and Williams, 

(1996) ; Martin & Bennett, (1996) ; Iverson and Deery, 

(1997) ;  Babakus et al., (1999) ; Babakus et al., (1999) ; 

Abraham, (1999) ; Yousef, (2000) ; Grant, Cravens, Low, 

& Moncrief, (2001) ; Lowry et al., (2002) ; Draper, 

Halliday, Jowett, Normand, & O'Brien, (2004) ; Kim et al., 

(2005) ; Paulin, Ferguson, and Bergeron, (2006) ; Silva, 

(2006) ; Mor Barak, Levin, Nissly & Lane, (2006) ; Wu 

and Norman, (2006) ; Punnett, Greenidge, & Ramsey, 

(2007) ; Hsu and Wang, (2008) ; Yang and Chang, (2008); 

Deconinck, (2009) ; Guleryuz et al., (2008) ; Deconinck, 

(2009) ; Rutherford et al., (2009) ; Sweeney and Quirin, 

(2009) ; Gunlu et al., (2009) ; Rose et al., (2009) ; Jen-Te 

Yang, (2010) ; Katsikea et al., (2011) ; Nelson and Quick, 

(2012) ; Anari, (2012) ; Hayati and Caniago , (2012) ; 

Lilian M. de Menezes, (2012).  
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   H7:EI → OC Abraham (1999) ;Abraham, (2000) ; Wong and Law, 

(2002) ; Nikolaou and Tsaousis, (2002) ; Anari, (2012). 

  H8: PJA →OC Hoon et al. (2000) ;Abeysekera, (2007) 

  H9: JS → PJP Viswesvaran, Sanchez & Fisher, (1999) ; Wetzels et al., 

(2000) ; Rhoades & Eisenberger, (2002) ; Nigam et al.,, 

(2003) ; Kazmi et al., (2008) ; Singh and Ajeet, (2008) ; 

Salami, Ojokuku, and Ilesanmi, (2010) ; W. Colligan and 

M. Higgins, (2010) ; George Halkos, Dimitrios Bousinakis, 

(2010) ; Fouzia Ali et al., (2011) ; Yitzhak et al., (1995). 

  H10: JSat → PJP Porter et al., (1974) ;Locke (1976); Wiener and Vardi, 

(1980) ; Petty, McGee, & Cavender, (1984) ; Becker and 

Huselid, (1998) ; Judge, Thoresen, Bono, & Patton, (2001) 

; Boxall and Purcell, (2003) ; Wright et al., (2003) ; Michie 

and West, (2004) ;  N.A. Bowling, (2007) ; N. A. Bowling 

(2007) ; Shokrkon & Naami, (2009) ; Ahmad et al., (2010) 

; Jarunee Saetang et al., (2010) ; Safdar, (2010) ; George H. 

and Dimitrios B., (2010) ; Lilian M. de Menezes, (2012) ; 

Hayati and Caniago , (2012). 

H11: EI → PJP George & Brief, (1996) ; Bachman, Stein, Campbell, & 

Sitarenios, (2000) ; George, (2000) ; Goleman et al., 

(2002); Wong & Law, (2002) ; Prati, Douglas, Ferris, 
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Ammeter, & Buckley, (2003) ; Thomas Sy, Susanna Tram 

& Linda A. O’Hara, (2006) ; Bob Wall, 2008) ; Carmeli, 

(2003). 

H12: PJA →PJP Latham and Wexley, (1981) ; Snell and Dean, (1992) ; 

Lado and Wilson, (1993); Pfeffer, (1998) ; Cascio, (1998) ; 

Sherman et al., (1998) ; Buckley, Minette, Joy, & Michaels, 

(2004) ; McDonald & Cornetto, (2005) ; Safdar, (2010). 

H13: PJP → QoW Brown, Gummesson, Edvardsson and Gustavasson, (1991); 

Babakus and Boller, (1992) ; Brady et al.,, (2001) ; Zhou, 

(2004) ; Carrillat et al., (2007) ; Oluseyi and Ayo, (2009) ; 

Kumara and Darolia, (2010) 

H14: PJP → OC Jackofsky, (1984) ;Steers, (1977) ; Wiener and Vardi, 

(1980) ; Somers and Birnbanm, (1998) ; Rashid, 

Sambasvani & Joari (2003) 

 

  

Note.JS=Job Stress, QoW= Quality of work, JSat= Job Satisfaction, EI= Emotional 

Intelligence, PJA= Practice of Job Analysis, OC= Organizational Commitment, PJP= 

Perceived Job Performance. 
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Chapter 3 

Research Design and Methodology 

 

This chapter comprises of pilot and main study. Pilot study addresses the configuration of 

instrument for the understanding of sample and population of the study at the preliminary 

level of research, reliability statistics of the instrument, and variable wise descriptive 

statistics of questionnaire items. Whereas, main study reports the purpose of the study, 

reasoning for choosing Pakistan banking sector, sample size, measurement of data, level 

of significance and procedure of data collection and data analysis. 

 

Sample for the current study was collected by using the proportionate stratified 

random sampling method. A survey form/ questionnaire was set and organized with the 

use of verified instrument in previous research which was administered as well. Pre-

codification was made of the survey form. Pilot study was conducted to certify the 

reliability and validity of the instrument and of this study. On receipt of response from 70 

respondents, it was examined and analyzed to approve the fitness and correctness of the 

instrument before the main survey. The results of reliability analysis gave the 

understanding of construct validity as well as valid internal consistency among items of 

the questionnaire by the pilot study and made sure that instrument is valid and reliable for 

the main study. 
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Moreover, data collection procedure and data collection analysis was detailed and 

highlighted the methods of data analysis i.e. tracing out missing values, identification of 

outliers and data normality etc. SEM along with its assumptions, Model fitness was 

discussed and concludes with minimal interference of researcher and focus on research 

ethics during this research study.  

 

3.1 Research Approach 

In a broad spectrum of social sciences, research methods are discussed in two 

categories i.e. quantitative and qualitative research. Quantitative research approach refers 

to analyze the statistical data for replying of devised hypotheses along with verification 

of collected data (Smith, 1988), whereas in case of qualitative research approach which is 

actually of subjective nature and concerned with descriptive techniques of interpretation 

which inquiries about the terms with meaning but not about the frequency of ongoing 

phenomenon in field of social sciences (Cooper and Schindler, 2003). 

 

This study investigates the predictors of employees’ performance and its impact 

on work outcomes in terms of, quality of work and organizational commitment. 

Furthermore the mediating effect of perceived job performance is also interrogated 

between antecedents and work outcomes. The hypotheses devised for this study have 

empirically been tested by using the statistical techniques which falls under the 

quantitative research approach. It is added more that the current study is an exercise of 

positivist approach wherein available knowledge means previous theory is discussed and 

develops some additional or new theory by generalizability of statistical results as made 
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by Saunder, Lewis and Thornhill (2007). The expectations from this study is not only to 

develop the relationship between antecedents of job performance and work outcomes but 

also examine the mediating effect of employees’ performance to contribute the theory of 

management sciences. This exercise of this study is based on positivistic approach.  

 

3.2 Research Design  

Research design is a scheme of research methodology. It contains the research 

plans and procedures to answer the research questions to be investigated that have been 

established by the researcher (Kumra, 2005). It comprises the methods, processes of data 

collection, operationalization, instrumentation, testing of hypothesis and analysis of 

assembled information (Thyer, 1993; Zikmund, 2003). Survey technique one of the 

research methods has been chosen to measure the perception of respondents towards the 

observed variables. According to Cooper & Emory (1995) survey technique through 

questionnaire is the finest approach to do the research for collecting data from the set of 

sample.  

The following components of research design for this study are being discussed. 

 

3.2.1 Type and Study Setting Relating to Time 

The centre of attention of this study is to investigate the causal relationship 

between proposed variables and; having the study setting of non-contrived as data 

collection has been made in natural environment under the concept of cross sectional 

research seeing that the limited time of this work.  
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3.2.2 Target Population  

In the area of research, target population is defined by Zakmund (2003) that it 

represents the entire group of units to be studied which contributes to common set of 

characteristics. The target population in this study covers employees of scheduled banks 

categorized into public and private banks being operated in Pakistan. As far as the 

performance of this sector is concerned, it is remained sound as per “Quarterly 

Performance Review of Banking sector” (December, 2014) published by State Bank of 

Pakistan, due to extraordinary earnings and improved solvency. As a result, profitability 

of the sector surged by 49 percent Year-on-Year, while Capital Adequacy Ratio increased 

from 15.5 percent to 17.1 percent and assets of this industry have slightly been improved. 

  

The reason for selecting the banking sector to test the proposed model as Banks 

are key players in the operation of financial markets and contributing an important role 

for smooth running of the economy. Presently, in the competitive corporate culture, 

employees’ work outcomes in terms of “quality of work” and “organizational 

commitment” are vital elements for enhancing the performance of banking sector in the 

form of better profitability and a bigger market share.  In addition to, customer 

expectations with regard to quality of work have been moving upward since the trend of 

privatization during past few decades in banking sector of Pakistan. Due to scenario of 

privatization, more competition is being seen among various commercial banks and in 

this state, customers are wishing better quality in services from employees of banking 

sector. Sharp & Sharp (1997) specified that researchers must consider various 

antecedents in banking sector for service quality in order to have delighted customers and 
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(Hackl et al., 2000; Anderson et al., 1994; Lewis, 1993) to enhance their performance and 

profitability. Furthermore, Salman et al. (2014) have stated that the prime challenge for 

the banking sector of Pakistan has become the retention of an employee, as young, 

energetic and intelligent employees are always ready to switch over the organization due 

to any reason at the job. They have more publicized that human capital is a cause of 

success in business organizations. So the competitive companies like banks from 

financial sector are always intended to retain their employees or to increase their rate of 

organizational commitment through proactive and positive polices for achieving its goals.  

 

The employees of different departments working in banking sector of capital 

cities (and with one big city of Punjab) in Pakistan including twin cities Islamabad and 

Rawalpindi were determined as population for this empirical study. There were 19 banks 

selected for this study being operated commercially under the categories of public and 

private banks in the selected regions. There were 9713 branches working under the 

administrative control of their respective head offices out of which 2048 branches are 

related to public sectors. Bank wise (along with number of branches) contact numbers 

and postal addresses were also obtained to finalize the sampling frame of this research. 

Respondents of this study were the bank employees who were engaged in the secretariat 

work or working on the desk in different functional units. 
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3.3 Instrumentation 

The questionnaire is one of data collection methods that was used for this study 

like most of other researchers in social sciences. The questionnaire was constructed on 

five points Likert’s scale having choices of strongly disagree to strongly agree. Every 

choice was allocated a scale i.e. 5 = strongly agree, 4 = agree, 3 = neutral 2 = disagree 

and 1 = strongly disagree. Kerlinger & Lee (2000) found and stated that the survey form 

of data collection method is best way of primary data collection as the dream for data 

collection from large population comes to be truth as the valid and consistent information 

gathered from sample could be generalized to the entire population. 

 

3.4 Measurement 

The measurement of data were made through questionnaire and the questionnaire 

was designed for this study containing personal information of employees i.e. gender, 

age, education, experience, designation, department; bank information i.e. bank type 

under category of Public, and Private, Branch name with district/tehsil/city formulated on 

nominal and ordinal scaling; and comprising items pertaining to work outcomes, 

perceived job performance and its antecedents based on Five-Point Likert’s Scale 

(1=strongly disagree, 5 strongly agree). In addition, the questionnaire was begun with the 

researcher’s statement describing objective and importance of the study and requested for 

participation in the survey. The part of the questionnaire containing measurement items 

relating to all variables were as follow:- 
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3.4.1 Work Outcomes 

There were adapted two mechanisms for the measurement of work Outcomes i.e. 

“quality of work” and “organizational commitment” having three items against each, 

based on literature review which were used in different studies. The Cronbach alpha of 

“work outcomes comprising on “quality of work” and “organizational commitment” was 

reported as 0.901. However, the detail of two mechanisms of Work outcomes of this 

study are as follows:- 

 

3.4.1.1 Quality of work 

The respondents were asked about the adherence of in-placed systems and 

processes in the organization for increasing the value in their services. They were further 

asked about the reputation of their organizations pertaining to focusing on excellence and 

their trend to improve their service delivery. These three items of “Quality of Work” have 

been revised by the Researcher of this study.  The scale of this variable was taken from 

study of Mathew et al. (2012) and they conceived from the study of Fey and Denison 

(2003). The Cronbach alpha of “quality of work” was reported as 0.829. 

 

3.4.1.2 Organizational Commitment 

Commitment of bank employees with their organizations in the form of work 

outcome was measured by three-items organizational commitment questioners (OCQ) 

adapted by Bozeman and Perrewe (2001). This scale of organizational commitment had 

been used by Luna-Arocas, and Camp (2008).  The Cronbach alpha of this dimension 

was reported as 0.817. 
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3.4.2 Perceived Job Performance 

 The respondents were asked about the usage of organizational resources and 

employees capabilities in their bank. Respondent were additionally asked that people are 

working on right positions in their organizations. All of these queries were pertaining to 

employees’ productivity at workplace that directly affect the employees’ job 

performance. Shikdar and Sawaqed (2003) has found and declared that productivity is 

measure of employee performance. This measurement scale of three items were drawn 

from the study of Fey and Denison (2003) adapted by Mathew, Ogbonna, Harris (2012). 

The Cronbach alpha of “Perceived Job Performance” was reported as 0.831. 

 

3.4.3 Job Stress 

 The survey contestants were enquired about four stressors facing at workplace which 

includes Business Policy Ignorance, Workload Pressure, Job Ambiguity and Job 

Insecurity. A measurement scale of 16-items for job stress was structured which contains 

3-items for business policy ignorance first time developed for this study; 7-items for 

workload pressure drawn from the studies of Netemeyer et al. (2005) and KOSHA 

(2005), 3-items for job ambiguity (Item No.1 adopted from Netemeyer et al., 2005; Item 

No.2 adopted from Cullen et al., 1985; Item No.3 adopted from Willem Verbeke, and 

Gary K. Rhoads, 1996), 3-items for job insecurity adopted which was developed by De 

Witte, 2000. The Cronbach alpha of “Job Stress” was reported as 0.863. 
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3.4.4 Job Satisfaction 

 The respondents were questioned about four factors of job satisfaction which includes 

Business Policy Observance, Relationship with Others, Rewards and Work Environment. 

A 12-items scale for job satisfaction was designed and developed by the researcher for 

this study which covers 3-items for business policy observance (first time developed for 

this study); 3-items for relationship with others; 3-items for rewards; 3-items for work 

environment. The Cronbach alpha of “Job Satisfaction” was reported as 0.914. 

 

3.4.5 Emotional Intelligence 

 Respondents were enquired about their emotions that how they appraise emotions of 

themselves and others, how they use and regulate their emotions. The Wong and Law 

Emotional Intelligence Scale (WLEIS) having four dimensions including SEA, OEA, 

UoE and RoE with 16 items was adopted for the measurement of employees’ emotional 

intelligence at 5-point Likert scale for this study that was developed by Wong & Law in 

2002. Alpha coefficient of “Emotional Intelligence” was recorded as 0.925. 

 

3.4.6 Practice of Job Analysis 

 The survey participants were requested to report about consistency and regularity of 

job analysis as how often do their organizations conduct job analysis in accordance to 

concern of this study. The scale for the measurement of “Practice of Job Analysis” was 

developed by Siddique (2004) which was used by Safdar (2010) to test the impact of 

Practice of Job Analysis on employee’s job performance. But the scale to measure the 

Practice of job analysis along with its importance in this research was completely altered 
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by conceiving from the scale of Siddique (2004) and developed first time three items 

scale for “Practice of job analysis” by adding one more new item by the researcher for 

this study and used first time for measuring the “Practice of job analysis” at 5-point 

Likert scale with range (1=strongly disagree, 5 strongly agree), including one item to 

testing the importance of Job Analysis. Alpha coefficient of “Practice of Job Analysis” 

was recorded as 0.663. 

 

3.4.7 Measure of Difference Analysis 

There may be a significant effect of control variables on the statistical results 

(Guest, 2001; Katou, et al. 2010).Different scholars used different variables such as 

gender, age, education, experience, industry type, organizational life, and number of 

employees working in the organization just to organize the influence of external factors. 

After an extensive review of literature demographic variables for the present study were 

selected (Huselid, 1995; Singh, 2004) namely gender, age, education, experience and 

type of bank. To see the difference/ mean comparisons of demographic variables with 

respect to the model variables of the current study, sample independent t-test and 

ANOVA were used. 
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3.5 Pre-codification of the questionnaire/survey  

The questionnaire as an instrument used for the assessment of the proposed study 

is annexed at Appendix-A. Pre-coding of all the variables, constructs and items were 

made before feeding the data in statistical software i.e. SPSS 17 for analysis in AMOS as 

shown in the table below: 

Table 3-1: Pre-coding of the Questionnaire Variable/Construct and Items  

 

 

Variable/Construct Name  No. of Items  Code/Symbol  

 

 

Demographic & General Information  8  A1 to A8 

 

Work Outcomes  

 

    Quality of Work  

    Organizational Commitment 

 

Perceived Job Performance  

 

Job Stress 

6  
 

3  

3  

 

3  

 

16 

WO_1-WO_6  

 

QoW_1-QoW_3  

OC_1-OC_3  

 

PJP_1-PJP_3 

 
JS_1-JS_16 

 

   Business Policy Ignorance 

   Workload Pressure 

   Job Ambiguity 

   Job Insecurity 

 

3 

7 

3 

3 

BPI_1-BPI_3 

WP_1-WP_7 

JA_1-JA_3 

JI_1-JI_3 

Job Satisfaction 

 

   Business Policy Observance 

   Relationship with Others 

   Rewards 

   Work Environment 

 

 

12 

 

3 

3 

3 

3 

JSat_1-JSat_12 

 

BPO_1-BPO_3 

RwO_1-RwO_3 

Rew_1-Rew_3 

WEnv_1-WEnv_3 

Emotional Intelligence 

  SEA 

  OEA 

  UoE 

  RoE 
 

Practice of Job Analysis 

16 

4 

4 

4 

4 

 

3 

EI_1-EI_16 
 

SEA_1-SEA_4 

OEA_5-OEA_8 

UoE_9-UoE_12 

RoE_13-RoE_16 
 
 

PJA_1-PJA-3 



159 

 

3.6 Pilot Study 

Before leading to survey at large to quantify the effects of Employee Performance 

Indicators on work outcomes in one of the financial sectors of Pakistan i.e. banking 

sector, the pilot study was conducted to test the reliability and validity of the instrument 

and for the understanding of sample population of public and private banks located in 

Islamabad-Rawalpindi. As, most of the banks have their regional offices in these twin 

cities dully controlled by respective head offices.  

 

For the intention of data collection from employees of public and private banks 

i.e. National Bank of Pakistan, Bank of Punjab, Askari Bank, Bank Alfalah, Habib Bank 

Limited, Habib Metropolitan Bank, Meezan Bank and Dubai Islamic Banks were being 

operated commercially in Rawalpindi-Islamabad as branch offices of most of banks 

located in these cities which were administratively controlled by their Head offices and 

Area offices, the questionnaire was disseminated among employees through the 

coordination of HR department of the respective bank. A random distribution of 120 

questionnaires was made among employees in the selected banks out of that 70 

questionnaires were dully filled and returned back to the researcher. 

 

3.7 Confirmatory Factor Analysis 

Generally, in the research of social sciences confirmatory factor analysis is made 

by the researcher to test the items of the instrument supported to model variables. The 

core and leading objective of confirmatory factor analysis is to examine the validity of 

the instrument pertaining to research hypothesis and the fitness of model. The concept of 
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validity was defined by Brown (1996, p.231) as “the degree to which a test measures 

what it claims, or purports, to be measuring. According to Steenkamp and Baumgartner 

(2000) confirmatory factor analysis (CFA) is the most excellent technique to recognize 

the interest level of the indicators of latent variables. 

 

3.7.1 CFA: Model Fitness 

There are some statistical tests used to assess the fitness of model, specifically 

comparative fit index (CFI), the chi-square/ degree of freedom (CMIN/DF), the 

goodness-of-fit index (GFI), the adjusted goodness-of-fit index (AGFI), the root-mean-

square error of approximation (RMSEA) and Tucker-Lewis coefficient (TLI). Driven 

values of these tests CFI, GFI, TLI come 0.95 and above indicate the best fitness of 

model as used by researchers and equally proved by the literature with respect to 

structural equation modeling. The best value of Chi square/ degree of freedom to see the 

fitness of model is equal and below from 3 to 5. And the value of RMSEA 0.08 and 

below shows the best model fitness (Bentler & Bonett, 1980; Hu & Bentler, 1999; 

Carmines & McIver, 1981). 

 

In this study, endorsed and authorized values have been attained as argued by 

Hair, Anderson, Tatham and Black (1995); McAulay, Zeitz and Blau (2006); Roh, Ahn 

and Han (2005). In the testing of model fitness process, Chi-square and GFI are known as 

absolute fit measures; CFI is an incremental fit measure; and Normed Chi-square and 

AGFI are called parsimonious fit measures (Keramati et al., 2010). 
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3.7.1.1 Evaluating Model Fit 

Statistical tests under Confirmatory factor analysis are used to assure the fitness of 

model. It is important to mention that the goodness of model fit doesn’t mean that an 

ideal model has been achieved but its results only explain the model’s degree of 

acceptance. 

 

3.7.1.2 Chi-Squared Test 

Chi squared test indicates the difference between expected and observed 

covariance matrices and validate the goodness of fit of the statistical data. The best and 

ideal value of chi square/ degree of freedom for the model fitness is equal and below 

from 3 to 5.  

 

3.7.1.3 Root Mean Square Error of Approximation  

Issues pertaining to sample size, parameters chosen for the estimates and 

covariance matrix of population of the study are required to avoid from RMSEA.  Its 

value for the best fitness of model should be 0.08 and below. 

 

3.7.1.4 Goodness of Fit Index and Adjusted Goodness of Fit Index 

 GFI is a measure to determine the fit between the model which is to be 

hypothesized and covariance matrix that is observed. The number of items of constructs 

or dimensions is used to affect the adjusted goodness of fit index (AGFI) for the 

rectification of GFI. The value of GFI 0.95 and above indicates the best fitness of model. 
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3.7.1.5 Comparative Fit Index 

The inconsistency between the data and the model to be hypothesized is examined 

by CFI. It regulates the issues in connection with sample size with support of chi square 

test and normed fit index (NFI). The value of CFI 0.95 and above indicates the best 

fitness of model. 

 

Variable and construct wise factor loading of each item is calculated by using 

SPSS sheet through AMOS. Later on, measures of model fitness are estimated to 

authenticate the model and its variables .At first, confirmatory analysis for dependent 

variable of this study i.e. Work Outcomes is originated to show by AMOS graphical 

figures.   
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3.7.2 Variable wise Factor Loadings for Decision to including Items and 

Model Fitness in Support of Figures (3-1 to 3-6) and Tables (3-1 to       

3-12) 

 

Figure 3-1: Confirmatory factor analysis for Work Outcomes 
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Table 3-2: Confirmatory factor analysis for Work Outcomes 

 

Note. QoW_1= 1st item of quality of work, QoW_2= 2nd item of quality of work, QoW_3= 3rd item 

of quality of work, OC_1= 1st item of organizational commitment, OC_2= 2nd item of 

organizational commitment, OC_3= 3rd item of organizational commitment. 
 

Cua et al. (2001) acknowledged the significance of a construct that having the 

factor loadings above 0.4. Table 3-2 is showing the standardized estimates, construct 

wise items and decision regarding inclusion or exclusion of items with respect to Work 

Outcomes taken out by applying CFA. Six items of work outcomes have factor loadings 

above 0.4; therefore all items were included in the instrument for final survey. The values 

of loading factors for corresponding items are 0.657, 0.866, 0.911, 0.705, 0.802 and 

0.772. 

  

Items 

Standard 
Estimate/Factor 
Loadings (≥0.4) 

Decision 

 
Quality of work 

 
  

1 
QoW_1 .657 

Included 

2 
QoW_2 .866 Included 

3 
QoW_3 .911 Included 

 
Organizational Commitment   

4 
OC_1 .705 Included 

5 
OC_2 .802 Included 

6 
OC_3 .772 Included 



165 

 

Table 3-3: Model fitness index for Work Outcomes 

 

Factors Values Factors Values 

Chi-square 27.615 Df 8 

Chi-square/df 3.45 p-value .001 

AGFI .72 GFI .89 

TLI .85 CFI .92 

RMSEA .19   

    

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 

Table 3-3 contains the dimensions of model fitness along with values extracted by 

applying of CFA on dependent variable i.e. Work Outcomes. The value of Chi-square/df 

comes 3.45 that is smaller than 5 and shows the goodness of fit of variable model. Other 

values of model fitness criteria such as adjusted goodness of fit index (AGFI), Goodness 

of fit index (GFI), Tucker-Lewis coefficient (TLI), Comparative fit index (CFI), Root 

mean square error of approximation (RMSEA) are 0.72, 0.89, 0.85, 0.92, 0.19 

respectively. P-value of this model is .001 which shows the model is significant. There 

were six items in this variable and their standardized coefficient estimates indicated in 

table 3-2. 
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Figure 3-2:  Confirmatory factor analysis for Perceived Job Performance 

 

 

Table 3-4:  Factor Loadings of Perceived Job Performance 
 

Note. PJP_1= 1st item of perceived job performance, PJP_2= 2nd item of perceived job 

performance, PJP_3= 3rd item of perceived job performance. 

Items 

Standard 
Estimate/Factor 
Loadings (≥0.4) 

Decision 

 

 

1 

 

 

PJP_1 

 

.824 
 
Included 

2 
PJP_2 .843 Included 

3 
PJP_3 .746 Included 
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Table 3-4 is showing the standardized estimates, construct wise items and 

decision regarding inclusion or exclusion of items with respect to Perceived Job 

Performance taken out by applying CFA. Three items of perceived job performance have 

factor loadings above 0.4; therefore all items were included in the instrument for final 

survey. The values of loading factors for corresponding items are 0.824, 0.843 and 0.746. 

Table 3-5:  Model fitness index for Perceived Job Performance 

 

Factors Values Factors Values 

Chi-square .000 Df 0 

Chi-square/df 0.00 p-value                0.00 

AGFI 0.00 GFI 1.00 

TLI 0.00 CFI 1.00 

RMSEA  0.00   

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 Table 3-5 contains the dimensions of model fitness along with values extracted by 

applying of CFA on the mediating variable i.e. Perceived Job Performance. The value of 

GFI and CFI come to 1.00; while remaining measures of CFA with regard to perceived 

job performance that is Chi-square/df, AGFI, TLI, Root mean square error of 

approximation (RMSEA) and p-value having the value of zero which indicates the 

significance of the model. There were three items in this variable and their standardized 

coefficient estimates indicated in table 3-4.  



168 

 

Figure 3-3:  Confirmatory factor analysis for Job Stress 
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Table 3-6:  Factor Loadings of Job Stress 

Note. BPI_1= 1st item of business policy ignorance, BPI _2= 2nd item of business policy 

ignorance, BPI _3= 3rd item of business policy ignorance, WP_1= 1st item of workload 

pressure,WP _2= 2nd item of  

Items 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

Decision 

 
Business Policy ignorance 

 
  

1 
BPI_1 .638 

Included 

2 
BPI_2 .725 Included 

3 
BPI_3 .229 Excluded 

 
Workload Pressure   

4 
WP_1 .504 Included 

5 
WP_2 .203 Excluded 

6 
WP_3 .706 Included 

7 
WP_4 .699 Included 

8 
WP_5 .585 Included 

9 
WP_6 -.050 Excluded 

10 
WP_7 .775 Included 

 
Job Ambiguity   

11 
JA_1; .768 Included 

12 
JA_2 .814 Included 

13 
JA_3 .220 Excluded 

 
Job insecurity   

14 
JI_1 .631 Included 

15 
JI_2 .694 Included 

16 
JI_3 .712 Included 
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Note. (Cont’d) 
workload pressure, WP _3= 3rd item of workload pressure, WP _4= 4th item of workload 

pressure, WP _5= 5th item of workload pressure, WP _6= 6th item of workload pressure, WP _7= 

7th item of workload pressure, JA _1= 1st item of job ambiguity, JA _2= 2nd item of job 

ambiguity, JA _3= 3rd item of job ambiguity, JI _1= 1st item of job insecurity, JI_2= 2nd item of 

job insecurity, JI_3= 3rd item of job insecurity 

 

Table 3-6 is showing the standardized estimates, construct wise items and 

decision regarding inclusion or exclusion of items with respect to Job Stress by applying 

CFA. Fourteen items of job stress out of sixteen have factor loadings above 0.4; therefore 

these fourteen items were included in the instrument (including three items of business 

policy ignorance which are developed first time for this study but one item is excluded 

due to less factor loading) for final survey after excluding four less-loaded items. The 

values of loading factors for corresponding items are 0.638, 0.725, 0.229, 0.504, 0.203, 

0.706, 0.699, 0.585, -0.05, 0.775, 0.768, 0.814, 0.220, 0.631, 0.694 and 0.712. 

Table 3-7:  Model fitness index for Job Stress 

 

Factors Values Factors Values 

Chi-square 111.825 df 48 

Chi-square/df 2.330 p-value .000 

AGFI .69 GFI .81 

TLI .72 CFI .80 

RMSEA .14   

 

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 

 Consequent upon confirmatory factor analysis, table 3-7 contains the dimensions 

of model fitness along with values by applying CFA on one of the independent variables 

i.e. job stress. The value of Chi-square/df comes 2.330 that is smaller than 3 and shows 
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the goodness of fit of variable model. Other values of model fitness criteria such as 

adjusted goodness of fit index (AGFI), Goodness of fit index (GFI), Tucker-Lewis 

coefficient (TLI), Comparative fit index (CFI), Root mean square error of approximation 

(RMSEA) are 0.69, 0.81, 0.72, 0.80, 0.14 respectively. P-value of this model is .000 

which shows the model is highly significant. There were sixteen items in this variable 

and their standardized coefficient estimates indicated in table 3-6. 

Figure 3-4:  Confirmatory factor analysis for Job Satisfaction 
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Table 3-8:  Factor Loadings of Job Satisfaction 

Note. BPO_1= 1st item of business policy observance, BPO _2= 2nd item of business policy 

observance, BPO _3= 3rd item of business policy observance, RwO_1= 1st item of relationship 

with others, RwO _2= 2nd item of relationship with others, RwO _3= 3rd item of relationship with 

others, Rew _1= 1st item of rewards, Rew _2= 2nd item of rewards, Rew _3= 3rd item of Rew, 

WEnv _1= 1st item of work environment, WEnv _2= 2nd item of work environment, WEnv _3= 

3rd item of work environment. 

 

Table 3-8 is showing the standardized estimates, construct wise items and 

decision regarding inclusion or exclusion of items with respect to Job Satisfaction by 

Items 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

Decision 

 
 

Business Policy Observance 
  

1 
BPO_1 .674 

Included 

2 
BPO_2 .863 Included 

3 
BPO_3      .292 Excluded 

 
 

Relationship with others 
  

4 
RwO_1 .861 Included 

5 
RwO_2 .832 Included; 

6 
RwO_3 .788 Included 

 
 

Rewards 
  

7 
Rew_1 .568 Included 

8 
Rew_2 .664 Included 

9 
Rew_3 .821 Included 

 
 

Work Environment 
  

10 
WEnv_1 .843 Included 

11 
WEnv_2 .610 Included 

12 
WEnv_3 .846 Included 
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applying CFA. Eleven items of job satisfaction out of twelve have factor loadings above 

0.4; therefore eleven items were included in the instrument (including three items of 

business policy observance which are developed first time for this study but one item is 

excluded due to less factor loading) for final survey after excluding one less-loaded item. 

The values of loading factors for corresponding items are 0.674, .863, .292, 0.861, 0.832, 

0.788, 0.568, 0.664, 0.821, 0.843, 0.610 and 0.846. 

Table 3-9:  Model fitness index for Job Satisfaction 

 

Factors Values Factors Values 

Chi-square 45.234 Df 38 

Chi-square/df 1.190 p-value .196 

AGFI .83 GFI .90 

TLI .97 CFI .98 

RMSEA .05   
 

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 

Table 3-9 contains the dimensions of model fitness along with values extracted by 

applying of CFA on one of the independent variables i.e. job satisfaction. The value of 

Chi-square/df comes 1.190 that is smaller than 3 and shows the goodness of fit of 

variable model. Other values of model fitness criteria such as adjusted goodness of fit 

index (AGFI), Goodness of fit index (GFI), Tucker-Lewis coefficient (TLI), Comparative 

fit index (CFI), Root mean square error of approximation (RMSEA) are 0.83, 0.90, 0.97, 

0.98, 0.05 respectively. P-value of this model is 0.19 which shows the model is 
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insignificant. There were twelve items in this variable and their standardized coefficient 

estimates indicated in table 3-8.  

Figure 3-5:  Confirmatory factor analysis for Emotional Intelligence 
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Table 3-10:  Factor Loadings of Emotional Intelligence 

Note. SEA_1= 1st item of self-emotion appraisal, SEA _2= 2nd item of self-emotion appraisal, 

SEA _3= 3rd item of self-emotion appraisal, SEA_4= 4th item of self-emotion appraisal, OEA_1= 1st item of  

Items 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

Decision 

 Self-Emotion Appraisal  

 
  

1 

 

SEA_1 .915 
Included 

2 SEA_2 .833 Included 

3 SEA_3 .417 Included 

4 SEA_4 .580 Included 

 Others' Emotion Appraisal   

5 OEA_1 .844 Included 

6 OEA_2 .573 Included 

7 OEA_3 .470 Included 

8 OEA_4 .419 Included 

 Uses of Emotion (to Facilitate 

Performance) 
  

9 UoE_1 .914 Included 

10 UoE_2 .875 Included 

11 UoE_3 .813 Included 

12 UoE_4 .905 Included 

 Regulation of Emotion (of the self)   

13 RoE_1 .897 Included 

14 RoE_2 .676 Included 

15 RoE_3 .877 Included 

16 RoE_4 .858 Included 
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         Cont’d…. 

others’ emotion appraisal, OEA _2= 2nd item of others’ emotion appraisal, OEA _3= 3rd item of others’ 

emotion appraisal, OEA_4= 4th item of others’ emotion appraisal, UoE_1= 1st item of use of emotion, UoE 

_2= 2nd item of use of emotion, UoE _3= 3rd item of use of emotion, UoE _4= 4th item of use of emotion, 

RoE_1= 1st item of regulation of emotion, RoE _2= 2nd item of regulation of emotion, RoE _3= 3rd item of 

regulation of emotion, RoE _4= 4th item of regulation of emotion. 

 

 

Table 3-10 is showing the standardized estimates; construct wise items and 

decision regarding inclusion or exclusion of items with respect to Emotional Intelligence 

taken out by applying CFA. Sixteen items of emotional intelligence have factor loadings 

above 0.4; therefore all items were included in the instrument for final survey. The values 

of loading factors for corresponding items are 0.915, 0.833, 0.417, 0.580, 0.844, 0.573, 

0.470, 0.419, 0.914, 0.875, 0.813, 0.905, 0.897, 0.676, 0.877 and 0.858. 

Table 3-11:  Model fitness index for Emotional Intelligence 

 

Factors Values Factors Values 

Chi-square 160.129 Df 98 

Chi-square/df 1.63 p-value .000 

AGFI .71 GFI .79 

TLI .90 CFI .92 

RMSEA .096   

 

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 
 

 Table 3-11 contains the dimensions of model fitness along with values extracted 

by applying of CFA on one of the independent variables i.e. Emotional Intelligence. The 

value of Chi-square/df comes 1.63 that is smaller than 3 and shows the goodness of fit of 

variable model. Other values of model fitness criteria such as adjusted goodness of fit 

index (AGFI), Goodness of fit index (GFI), Tucker-Lewis coefficient (TLI), Comparative 
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fit index (CFI), Root mean square error of approximation (RMSEA) are 0.71, 0.79, 0.90, 

0.92, 0.096 respectively. P-value of this model is .000that showing the significance of the 

model. There were sixteen items in this variable and their standardized coefficient 

estimates indicated in table 3-10. 

Figure 3-6:  Confirmatory factor analysis for Practice of Job Analysis 
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Table 3-12:  Factor Loadings of Practice of Job Analysis 

Note. PJA_1= 1st item of practice of job analysis, PJA _2= 2nd item of practice of job analysis, PJA _3= 3rd 

item of practice of job analysis. 

 

Table 3-12 is showing the standardized estimates; items and decision regarding 

inclusion or exclusion of items with respect to Practice of Job Analysis taken out by 

applying CFA. Three items of practice of job analysis have factor loadings above 0.4; 

therefore all items were included in the instrument for final survey. The values of loading 

factors for corresponding items are 0.643, 0.425 and 0.455. 

Table 3-13:  Model fitness index for Practice of Job Analysis 

 

Factors Values Factors Values 

Chi-square .000 df 0 

Chi-square/df 0.00 p-value                0.00 

AGFI 0.00 GFI 1.00 

TLI 0.00 CFI 1.00 

RMSEA  0.00   

Note. df= degree of freedom, AGFI= adjusted goodness of fit index, GFI= goodness of fit index, 

TLI= tucker-Lewis coefficient, CFI= comparative fit index, RMSEA= Root mean square error of 

approximation. 

 

Table 3-13 contains the dimensions of model fitness along with values extracted 

by applying of CFA on one of the independent variables i.e. Practice of Job Analysis. The 

Items 

Standard 
Estimate/Factor 
Loadings (≥0.4) 

Decision 

1 
PJA_1 .643 

Included 

2 
PJA_2 .425 Included 

3 
PJA_3 .455 Included 
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value of GFI and CFI come to 1.00; whereas rest of CFA measures for Practice of job 

analysis, that is Chi-square/df, AGFI, TLI, Root mean square error of approximation 

(RMSEA) and p-value having the value of zero which shows the significance of the 

model. There were three items in this variable and their standardized coefficient estimates 

indicated in table 3-12. 

 

3.7.3 CFA: Construct Validity 

Construct validity is a gauge of confirmatory factor analysis which determines 

whether the measurement of items is actually being done through its latent constructs 

(Churchill, 1979; Coldwell & Herbest, 2004; Hair et al., 2006). By and large the 

Construct validity contains Face/Content validity, Convergent validity, Discriminant 

validity and Nomological validity which are separately depicted hereunder. 

 

3.7.3.1 Face Validity  

Face validity refers to which extent the consistency of items in the direction of 

construct definition, the formulation of items is completely decided by researcher’s 

judgment. As it is a subjective measure so the validity of contents is checked by the 

subject matter expert. 

 

Before finalizing the instrument, the relevance of contents of the items with latent 

constructs and variables was got checked by two academic professors which was 

discussed with two bank officers, one from public bank and the second from the private 
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bank. These professionals were approached on appointments at their offices. The items 

were improved through rewording wherever required as per directions of experts. 

 

3.7.3.2 Convergent Validity  

Convergent validity is the second component of construct validity which actually 

states the connection of items with constructs. Convergent validity tells about the degree 

of relatedness of items to constructs and it is appraised through factor loading, Average 

Variance Extracted (AVE) and Construct Reliability (CR) (Sajjad, 2008). The cutoff 

score 0.70 for construct reliability and 0.50 for average variance extracted (AVE) is 

recommended by Hair et al. (1998). Convergent validity is attained from the answer of 

two different respondents on getting highly correlated relationship between respondents 

(Sekaran, 2003). Some researchers (Fornell & Larcker, 1981; Sweeney & Soutar, 2001) 

have established the convergent validity is on achieving the score 0.5 and above of AVE. 

Diamantopoulos & Siguaw (2000) declared that the score 0.40 for AVE is also 

considered adequate point of reference. 

 

3.7.3.2.1 Factor Loadings 

Factor loading is the first step to determine the convergent validity. Some scholars 

have suggested that factor loadings above 0.50 or above 0.40 should be taken into 

account to decide for inclusion or exclusion of instrument items. The value of factor 

loading closest to1 is considered better for the items of construct. Cua et al. (2001) have 
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recommended that if the score of factor loading of any statement comes equal and greater 

from 0.40 that will be incorporated or retained in instrument for final survey. 

 

3.7.3.2.2 Average Variance extracted 

 On finding of factor loadings of items in acceptable range, the computation of 

average variance extracted (AVE) score for each construct of measured variables is the 

second step of convergent validity. In view of the fact that there is no provision to 

compute AVE in AMOS, its computation is made in MS Excel with following formula; 

  

In the AVE formula; λ is denoting the standardized factor loadings, n is representing the 

number of items. Hence, AVE for each construct is calculated by the sum of the squared 

factor loadings divided by the number of items. Score for AVE 0.40 and above is 

considered an adequate convergent validity. 

 

3.7.3.2.3 Construct Reliabilities 

Construct reliability is the third and final step to measure the convergent validity. 

Since the computation of construct reliabilities is not permitted in AMOS, thus it is 

calculated in MS Excel by with help of following formula; 
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In the formula of construct reliability; λi is denoting the standardized factor 

loadings, δi is denoting the error variances i.e. δ=1- Item Reliability, wherein Item 

Reliability is representing the squared factor loading. By incorporating the values of the 

stated variables in the formula construct reliabilities (CR) are extracted. If the score of 

CR comes in between 0.60 and 0.70 or higher is considered acceptable and good enough 

for model’s construct validity as recommended by Hair et al. (1998). 
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Table 3-14 Convergent Validity: Factor Loadings, Average Variance Extracted 

(AVE) and Construct Reliability (CR), N=70 

Name of 

Variable/Construct 

Items Factor 

Loading 

Items 

Reliabilities 
(Squared of 

Load Factors) 

Delta 
(1-Item Reliability) 

AVE 

Score 

CR 

Values 

QoW  

 

 

 

 

 

 

 

 

0.671 
 

0.857 

 

QoW_1 0.657 0.4316 0.5684   

 

QoW_2 0.866 0.7500 0.2500   

 

QoW_3 0.911 0.8299 0.1701   

Total  2.434 
 

0.9885   

OC  
   

0.579 0.804 

 

OC_1 0.705 0.4970 0.5030   

 

OC_2 0.802 0.6432 0.3568   

 

OC_3 0.772 0.5960 0.4040   

Total  2.279 
 

1.2638   

PJP 

 
   

0.649 0.847 

 

PJP_1 0.824 0.6790 0.3210   

 

PJP_2 0.843 0.7106 0.2894   

 

PJP_3 0.746 0.5565 0.4435   

Total  2.413 
 

1.0539   

BPI 

    

0.466 0.635 

 

BPI_1 0.638 0.4070 0.5930   

 

BPI_2 0.725 0.5256 0.4744   

Total  1.363 
 

1.0673   

WP  
   

0.437 0.791 

 

WP_1 0.504 0.2540 0.7460   

 

WP_2 0.706 0.4984 0.5016   

 

WP_3 0.699 0.4886 0.5114   

 

WP_4 0.585 0.3422 0.6578   

 

WP_5 0.775 0.6006 0.3994   

Total  3.269 
 

2.8161   

JA  
   

0.626 0.770 

 

JA_1 0.768 0.5898 0.4102   

 

JA_2 0.814 0.6626 0.3374   

Total 

 
1.582 

 
0.7476 
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Name of 

Variable/Construct 

Items Factor 

Loading 

Items 

Reliabilities 
(Squared of 

Load Factor) 

Delta 
(1-Item Reliability) 

AVE 

Score 

CR 

Values 

JI  
   

0.462 0.720 

 

JI_1 0.631 0.3982 0.6018   

 

JI_2 0.694 0.4816 0.5184   

 

JI_3 0.712 0.5069 0.4931   

Total  2.037 
 

1.6133   

BPO 

 
   

0.600 0.747 

 

BPO_1      0.674 0.4543 0.5457   

 

BPO_2 0.863 0.7448 0.2552   

Total  1.537 
 

0.8010   

RwO  
   

0.685 0.867 

 

RwO_1 0.861 0.7413 0.2587   

 

RwO_2 0.832 0.6922 0.3078   

 

RwO_3 0.788 0.6209 0.3791   

Total  2.481 
 

0.9455   

Rew  
   

0.479 0.730 

 

Rew_1 0.568 0.3226 0.6774   

 

Rew_2 0.664 0.4409 0.5591   

 

Rew_3 0.821 0.6740 0.3260   

Total  2.053 
 

1.5624   

WEnv 

 
   

0.599 0.815 

 

WEnv_1 0.843 0.7106 0.2894   

 

WEnv_2 0.610 0.3721 0.6279   

 

WEnv_3 0.846 0.7157 0.2843   

Total  2.299 
 

1.2015   

SEA 

 
   

0.510 0.794 

 

SEA_1 0.915 0.8372 0.1628   

 

SEA_2 0.833 0.6939 0.3061   

 

SEA_3 0.417 0.1739 0.8261   

 

SEA_4 0.580 0.3364 0.6636   

Total  2.745 
 

1.9586   

OEA  
   

0.359 0.675 

 

OEA_1 0.844 0.7123 0.2877   

 

OEA_2 0.573 0.3283 0.6717   

 

OEA_3 0.470 0.2209 0.7791   

 

OEA_4 0.419 0.1756 0.8244   

Total  2.306 
 

2.5629   
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Note. AVE= Average Variance Extracted, CR= Construct Reliability; QoW_1= 1st item of quality of work, 

QoW_2= 2nd item of quality of work, QoW_3= 3rd item of quality of work, OC_1= 1st item of 

organizational commitment, OC_2= 2nd item of organizational commitment, OC_3= 3rd item of 
organizational commitment; PJP_1= 1st item of perceived job performance, PJP _2= 2nd item of perceived 

job performance, PJP _3= 3rd item of perceived job performance; BPI_1= 1st item of business policy 

ignorance, BPI _2= 2nd item of business policy ignorance, BPI _3= 3rd item of business policy ignorance, 

WP_1= 1st item of workload pressure, WP _2= 2nd item of workload pressure, WP _3= 3rd item of 

workload pressure, WP _4= 4th item of workload pressure, WP _5= 5th item of workload pressure, WP 

_6= 6th item of workload pressure, WP _7= 7th item of workload pressure, JA _1= 1st item of job 

ambiguity, JA _2= 2nd item of job ambiguity, JA _3= 3rd item of job ambiguity, JI _1= 1st item of job 

insecurity, JI _2= 2nd item of job insecurity, JI _3= 3rd item of job insecurity; BPO_1= 1st item of business 

policy observance, BPO _2= 2nd item of business policy observance, BPO _3= 3rd item of business policy 

observance, RwO_1= 1st item of relationship with others, RwO _2= 2nd item of relationship with others, 

RwO _3= 3rd item of relationship with others, Rew _1= 1st item of rewards, Rew _2= 2nd item of rewards, 

Rew _3= 3rd item of Rew, WEnv _1= 1st item of work environment, WEnv _2= 2nd item of work 

environment, WEnv _3= 3rd item of work environment; SEA_1= 1st item of self-emotion appraisal, SEA 

_2= 2nd item of self-emotion appraisal, SEA _3= 3rd item of self-emotion appraisal, SEA_4= 4th item of 

self-emotion appraisal, OEA_1= 1st item of others’ emotion appraisal, OEA _2= 2nd item of others’ emotion 

appraisal, OEA _3= 3rd item of others’ emotion appraisal, OEA_4= 4th item of others’ emotion appraisal, 

UoE_1= 1st item of use of emotion, UoE _2= 2nd item of use of emotion, UoE _3= 3rd item of use of 

emotion, UoE _4= 4th item of use of emotion, RoE_1= 1st item of regulation of emotion, RoE _2= 2nd item 

of regulation of emotion, RoE _3= 3rd item of regulation of emotion, RoE _4= 4th item of regulation of 

emotion; PJA_1= 1st item of practice of job analysis, PJA _2= 2nd item of practice of job analysis, PJA _3= 

3rd item of practice of job analysis. 

 

 
   

  

Name of 

Variable/Construct 

Items Factor 

Loading 

Items 

Reliabilities 
(Squared of 

Load Factor) 

Delta 
(1-Item Reliability) 

AVE 

Score 

CR 

Values 

UoE  
   

0.770 0.930 

 

UoE_1 0.914 0.8354 0.1646   

 

UoE_2 0.875 0.7656 0.2344   

 

UoE_3 0.813 0.6610 0.3390   

 

UoE_4 0.905 0.8190 0.1810   

Total  3.507 
 

0.9190   

RoE  
   

0.692 0.899 

 

RoE_1 0.897 0.8046 0.1954   

 

RoE_2 0.676 0.4570 0.5430   

 

RoE_3 0.877 0.7691 0.2309   

 

RoE_4 0.858 0.7362 0.2638   

Total  3.308 
 

1.2331   

PJA 

 
   

0.267 0.513 

 

PJA_1 0.643 0.4134 0.5866   

 

PJA_2 0.425 0.1806 0.8194   

 

PJA_3 0.455 0.2070 0.7930   

Total  1.523 
 

2.1989   
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To depict the convergent validity, the table 3-14 contains items having only factor 

loading 0.4 and greater after excluding less loaded items as indicated in preceding tables. 

 

Hair et al. (2006) have recommended investigating the scores of standardized 

factor loading, average variance extracted and constructing reliabilities to make certain 

the convergent validity. Convergent validity is one of CFA measures under Construct 

Validity which include Factor Loading, Average Variance Extracted (AVE) and 

Construct Reliability (CR). Out of three components of convergent validity, factor 

loadings with regards to all items of model variables have already been made which were 

presented along with interpretation at tables 3-2, 3-4, 3-6, 3-8, 3-10 and 3-12. Cua et al. 

(2001) have stated that the factor having the load more than 0.4 is considered significant 

for convergent validity. The cutoff values exceeding 0.50 in respect of both AVE and 

construct reliabilities are considered significant to ensure the convergent validity (Fornell 

& Larker, 1981; Bagozzi & Yi, 1991; Hair et al., 2006). The threshold value 0.4 for AVE 

is also good enough (Diamantopoulos & Siguaw, 2000). According to Skerlavaj et al. 

(2007) there is no acceptable standard score for composite/construct reliability. 

 

The table 3-14 indicates the entire constructs of model variables which are 

meeting out the criteria of AVE and construct reliability (CR) as proposed by earlier 

researchers for explaining the construct validity. The AVE and CR scores are calculated 

as a result of stated formulas by using the MS Excel sheet. The table 3-14 shows that 

Quality of work (QoW) and organizational commitment (OC) are two constructs of work 

outcomes of which AVE and CR score is 0.67 and 0.86. The values of AVE and CR for 
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Perceived Job Performance (PJP) which is mediating variable of the model are 0.58 and 

0.80. Job stress having four constructs is showing AVE and CR scores in accordance to 

business policy ignorance (BPI) 0.47, 0.64, workload pressure (WP) 0.44, 0.80, job 

ambiguity (JA) 0.63, 0.77 and job insecurity (JI) 0.46, 0.72. Job satisfaction having four 

constructs is indicating AVE and CR scores in accordance to business policy observance 

(BPO) 0.60, 0.75, relationship with others (RwO) 0.68, 0.87, rewards (Rew) 0.48, 0.73, 

work environment (WEnv) 0.60, 0.82. Emotional intelligence encompassing four 

constructs is showing AVE and CR values in favour of SEA 0.51, 0.79, OEA 0.36, 0.68, 

UoE 0.77, 0.93, RoE 0.69, 0.90 and for Practice of Job analysis 0.267 & 0.513. 

 

3.7.3.3 Discriminant Validity 

Discriminant validity is the third component of CFA which is applied to test out 

the degree of disparity among constructs of the theory proposed and determines that 

which constructs are less correlated (Prajogo & McDermott, 2005; Sekaran, 2003). Some 

researchers (Vlachos, Theotokis, Pramatari & Vrechopoulos, 2008) mentioned that there 

are two measure for assessing discriminant validity, in which the first measure is used to 

observe the larger values of factor loadings of each item than the cross loadings of other 

construct items (Bhattacherjee & Sanford, 2006; Pavlou & Gefen 2004). The second 

measure to assess the discriminant validity that the square root of AVE on behalf of each 

constructs must be greater than the values of inter-construct correlation among groups of 

constructs. (Sweeney & Soutar, 2001; Kim &Malhotra, 2005; Bhattacherjee & Sanford, 

2006). 
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The following table 3-15 is demonstrating the discrimination among constructs of 

variables of this study by using the method of comparing the square root of AVEs with 

inter-construct correlations. 

Table 3-15: Discriminate Validity 

Variable/Constructs AVE Sq. 

Root of 

AVE 

Correlation Groups IC 
(Inter-

construct 

Correlation) 

Work Outcomes 

QoW 0.671 0.819 QoW <--> OC 0.916 

OC. 0.579 0.761   

Job Stress 

BPI 0.466 0.683 BPI <--> JA 0.447 

   BPI <--> WP 0.721 

   BPI <--> JI 0.615 

WP 0.437 0.661 WP <-->JI 0.866 

   WP <--> JA 0.618 

JA 0.626 0.791 JA <--> JI 0.590 

JI 0.462 0.680   

Job Satisfaction 

BPO 0.600 0.774 BPO <--> Rew 0.662 

   BPO <--> RwO 0.931 

   BPO <--> WEnv 0.789 

RwO 0.685 0.827 RwO <--> WEnv 0.872 

   RwO <--> Rew 0.630 
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Variable/Constructs AVE Sq. 

Root of 

AVE 

Correlation Groups IC 
(Inter-

construct 

Correlation) 
Rew 0.479 0.692 Rew <--> BPO 0.662 

WEnv 0.599 0.774 Rew <--> WEnv 0.744 

Emotional Intelligence     

SEA 

 

0.510 0.714 SEA <--> UoE 0.887 

 

 

  SEA <--> OEA 0.932 

 

 

  SEA <--> RoE 0.807 

OEA 

 

0.359 0.599 OEA <--> RoE 0.740 

 

 

  OEA <--> UoE 0.881 

UoE 

 

0.770 0.877 UoE <--> RoE 0.834 

RoE 

 

0.692 0.832 RoE <--> OEA 0.740 

Note. AVE= Average Variance Extracted, CR= Construct Reliability; QoW= quality of work, 

OC= organizational commitment, BPI= business policy ignorance, WP = workload pressure, JA= 

job ambiguity, JI = job insecurity, BPO = business policy observance, RwO = relationship with 

others, Rew = rewards, WEnv = work environment; SEA= self-emotion appraisal, OEA= others’ 

emotion appraisal, UoE= use of emotion, RoE= regulation of emotion. 

 

The table 3-15 indicates those variables which are having constructs, AVE 

Values, Square root of AVEs, correlation groups and inter-constructs correlations. For the 

purpose to investigate the discriminant validity the correlations among constructs were 

identified through AMOS and found the 13 values (out of 21) of correlations less than 

0.85 which is considered cut-off value as suggested by Harrington (2009). As the results 

are shown in the table that the square root of AVEs for the constructs of work outcomes 

is lower than the inter-correlation values whereas the constructs of this variable are quite 

different in respect of its nomenclature and its items. Whereas, the square root value of 
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AVEs for job stress constructs in favour of BPI, WP, JA, JI are 0.683, 0.661, 0.791 and 

0.680 respectively which are greater than the ICs values i.e. 0.447, 0.618, 0.590, 0.590 in 

support of correlation groups BPI <--> JA, WP <--> JA, JA <--> JI and JI <--> JA 

respectively. while, the square root value of AVEs for job satisfaction constructs in 

favour of BPO, RwO, Rew, WEnv are 0.774, 0.827, 0.692 and 0.774 respectively which 

are greater than the ICs values i.e. 0.662, 0.630, 0.662, 0.744 in support of correlation 

groups BPO<-->Rew, RwO<-->Rew, Rew<-->BPO and WEnv<-->Rew respectively. 

Moreover, the square root value of AVEs for emotional intelligence constructs in favour 

of SEA, OEA, UoE, RoE are 0.714, 0.599, 0.877 and 0.832 respectively which are 

greater than the ICs values i.e. 0.807, 0.740, 0.887, 0.740 in support of correlation groups 

SEA<-->RoE, OEA<--> RoE, UoE<-->SEA and RoE<-->OEA respectively. The results 

interpreted in accordance to expose in the table 3-15 authenticate the discriminant 

validity. 
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3.8 Refined Instrument 

Consequent upon Confirmatory factor analysis to refine the research 

instrument i.e. questionnaire, five (5) statements were dropped and remaining 

scale was used for final survey. Variable-wise reliability and number of items are 

shown in the following table 3-16. 

 

Table 3-16: Instrument’s Reliability Measurement  (N=362) 
 

 

Note. WO= work outcomes, PJP= perceived job performance, JS= job stress, 

JSat= job satisfaction, EI= emotional intelligence, PJA= practice of job analysis 

 

Cronbach alpha’s values are shown in table 3-16 computed to test the reliability 

for each variable of the research model, specified in the questionnaire. The work 

outcomes with six (06) items as a dependent variable recognized the reliability of 0.901 

(90%). Perceived Job Performance tied with three (03) items as a mediator between four 

Variables Items Nos. Cronbach Alpha 

WO 6 0.901 

PJP 3 0.831 

JS 12 0.863 

JSat 11 0.914 

EI 

PJA 

16 

3 

0.925 

0.663 

Total 51 0.902 
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independent and one dependent variable documented the reliability of 0.831 (83%). 

There are four independent variables namely Job Stress with twelve (12) items, job 

satisfaction with eleven (11) items, Emotional Intelligence with sixteen (16) items and 

Practice of Job Analysis with three (03) items; the reliability with Cronbach Alpha 0.863 

(86%), 0.914 (91%), 0.925 (92%) and 0.663 (66%) is corresponded respectively. Lastly, 

the table describes the overall reliability for the instrument of fifty one (51) items that is 

0.902 (90%). 
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3.9 Main Study 

3.9.1 Sample Strategy and Sample Size  

Sample size is some to extent agreed upon for any type of research study as 

Sekaran (2003) suggested that the sample size “between” 30 to 500 is considered 

appropriate. In addition to, he has recommended at least 10 respondents in accordance to 

each variable for a multivariate research study. Some researchers (Miller & Kunce, 1973; 

Reisinger & Mavondo, 2007; Schreiber et al., 2006) have also recommended the same 

ratio for structural equation modelling (SEM). A sufficient sample of 200 in the testing of 

SEM model is suggested by Hair et al., 1998 and Snoj et al., 2004. A small number of 

researchers (Garver & Mentzer, 1999; Loehlin, 1998; Sekaran, 2003; Tabachnick & 

Fidell, 1996) proposed 200 and above sample is a suitable size for getting high-quality 

statistical analysis. 

 

Primary data for the proposed cross sectional study was collected from employees 

of public and private banks working on the managerial and non-managerial level from 

capital cities of Pakistan. There are (05) five banks in public sector i.e. National Bank of 

Pakistan, Bank of Khyber, Bank of Punjab, First Women Bank, Sindh Bank which are 

taken at whole and there are (25) twenty five banks in private sector wherein (14) 

fourteen banks are taken to cater the rate of generalizability on more than 56% of private 

banks i.e. Allied Bank Limited, Askari Bank, Bank AL Habib, Bank Alfalah Limited, 

Citibank Pakistan, MCB Bank Limited, Faysal Bank , Habib Bank Limited, Habib 

Metropolitan Bank, Khushhali Bank of Pakistan, Standard Chartered Pakistan, United 

http://en.wikipedia.org/wiki/National_Bank_of_Pakistan
http://en.wikipedia.org/wiki/National_Bank_of_Pakistan
http://en.wikipedia.org/wiki/Bank_of_Khyber
http://en.wikipedia.org/wiki/Bank_of_Punjab
http://en.wikipedia.org/wiki/First_Women_Bank
http://en.wikipedia.org/wiki/Sindh_Bank
http://en.wikipedia.org/wiki/Allied_Bank_Limited
http://en.wikipedia.org/wiki/Askari_Bank
http://en.wikipedia.org/wiki/Bank_AL_Habib
http://en.wikipedia.org/wiki/Bank_Alfalah_Limited
http://en.wikipedia.org/wiki/Citibank
http://en.wikipedia.org/wiki/MCB_Bank_Limited
http://en.wikipedia.org/wiki/Faysal_Bank
http://en.wikipedia.org/wiki/HBL_Pakistan
http://en.wikipedia.org/wiki/Habib_Metropolitan_Bank
http://en.wikipedia.org/wiki/Habib_Metropolitan_Bank
http://en.wikipedia.org/wiki/Khushhali_Bank
http://en.wikipedia.org/wiki/Standard_Chartered_Pakistan
http://en.wikipedia.org/wiki/United_Bank_Limited_Pakistan
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Bank Limited which includes two Islamic Banks i.e. Meezan Bank Limited, Dubai 

Islamic Bank.  were targeted for the data collection.  

 

Table 3-17: Sample/Population Distribution Breakup 

 

Distribution 

breakup  

 

 

Total 

Banks 

 

Population 

of the 

Study in 

terms of  

branches 

 

Population 

of the 

study in 

terms of 

employees 

 

Requisite 

size of 

Sample (i.e. 

397) by using 

Yamane 

formula & 

distributed 

as per 

Strata’s ratio 

of employees 

 

Questionnaire  

Distributed as 

per Strata’s 

ratio of 

employees 

 

Sample 

Response  

 

Public Banks 

 

5 

 

   629 

 

  3,774 

 

71 

 

150 

 

120 
 

Private Banks 
 

14 
 

2,790 
 

16,740 
 

321 
 

500 
 

260 

Total  19 3,419 20,514 392 780 

 

380 

 

The proportionate stratified random sampling technique under probability sampling 

was adopted. The sample frame was comprised on 19 banks under category of Public and 

Private Banks of which 3,419 branches were located in twin cities i.e. Rawalpindi-

Islamabad, four provincial capital cities and one big city of Punjab i.e. Karachi, Lahore, 

Peshawar, Quetta and Faisalabad. Five to seven desk officials were reported in each 

branch as most of branches have been doing online banking. Accordingly, population of 

the study in terms of employees was derived 20,514 whereof 3,774 was from Public 

sector and 16,740 was from Private sector which indicates the ratio of public sector 

employees is 18%  and the ratio of private sector employees is 82%.  

http://en.wikipedia.org/wiki/United_Bank_Limited_Pakistan
http://en.wikipedia.org/wiki/Meezan_Bank_Limited
http://en.wikipedia.org/wiki/Dubai_Islamic_Bank_Pakistan_Limited
http://en.wikipedia.org/wiki/Dubai_Islamic_Bank_Pakistan_Limited
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Sample size was derived by Yamane (1967:1973) formula i.e. 𝑛 =
𝑁

1+𝑁𝑒2
 with 95% 

confidence level and 5% precision level. Where N represents Population, n represents 

sample size and “e”, the precision level. Amount of total population i.e. 20,514 was fit in 

the formula, and derived 392 as total sample size. The total sample size was divided 

between public and private sector banks in accordance to their employees’ ratio which is 

18% and 82% respectively. As the Researcher wanted to draw a sample 392 from the 

population as per their proportion. So the sample size from the public sector banks is 392 

x 18% = 71 and the sample size from private sector banks is 397 x 82% = 321. For the 

purpose, 780 questionnaires were distributed approximately in double amount of the 

sample size in accordance of employees’ ratio, just to achieve at least 50% response rate; 

and subsequently 380 responses were received. In view the stated recommendations and 

criteria, sample size of 380 was considered appropriate for the current study. Sample 

units for this study were selected using proportionate stratified random sampling. This 

sampling strategy was adopted as it causes a lesser amount of errors in random sampling. 

 

The response rate of this study is 49% which is adequate; as Babbie (1998) has  

recommended that the 70% and above, 60% and 50% is considered in the order of that 

very good, good and  adequate. Fronlich (2002) has stated that e-questionnaires, email 

reminders and phone calls are the tools for getting very good response. Response rate 

tells about the success of survey-based study. A total of 780 copies of designed 

questionnaire were distributed among employees of selected banks in Islamabad-

Rawalpindi, provincial capital cities along with Faisalabad for the collection of primary 

data and gathered 380 responses through questionnaire survey method and derived 49% 
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response rate. The sample i.e.362 (after ignoring missing values of 18 questionnaires) 

respondents covers the minimum requirement of different statistical tests for factor and 

regression analysis and analysis of various structural paths. This standard is considered 

consistent from the early time of research (Hair, Anderson, Tatham, & Black 1992). 

 

3.10 Data Collection Procedures 

3.10.1 Self-Developed Questionnaire used for Data collection 

 A questionnaire as survey instrument was used for data collection that was devised to 

quantify the independent variables i.e. Job Stress, Job Satisfaction, Emotional 

Intelligence and Practice of Job Analysis; mediating variable i.e. Perceived Job 

Performance; dependent variables i.e. Quality of Work and Organizational Commitment 

for this study. 

 

3.10.2 Techniques Used for Data Collection 

Questionnaire items were designed in a way that respondents kept present 

organization in their mind on answering to the instrument. Questionnaire contained the 

contact details of the researcher in beginning of the brief description for communication 

in case of any difficulty to respond the items. The researcher used referrals and his 

personal contacts for getting quick response of participants in collection of data and made 

direct contact to employees of selected banks located in Rawalpindi-Islamabad. 

 

As and when required the researcher briefed participants about the study and 

asked for responding the questionnaire during his visit. Questionnaires were handed over 
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to the Manager (operation) in respective banks during office hours with request to collect 

it 2-3 days by understanding the busy schedule of employees. Repeated visits and 

reminder calls to avoid any delay were made by the researcher for increasing the response 

rate, otherwise participants were found non-responding. This approach of data collection 

was used by Fey and Denison (2003). 

 

3.11 Data Analysis Procedure 

Methodology for data analysis of this study was designed by the researcher and 

supervisor. The statistical tools for descriptive statistics i.e. Frequency Distributions, 

Mean, Standard Deviation, and for inferential statistics i.e. Independent sample t-test, 

ANOVA and Path Analysis through Structural Equation Modeling (SEM) were executed 

in order to quantify and analyze the qualitative causal assumptions. Pilot study was made 

initially on the responding of 70 participants of different banks before commencing the 

main survey. 

 

So as to examine the data and relationship among proposed variables of model for 

the present study, most popular techniques of statistics were used like Confirmatory 

Factor Analysis (CFA) was applied for the measurement of model and construct validity  

to validate the questionnaire.  SPSS was used for preparing data sheets for carrying out 

initial tests for descriptive statistics and AMOS, Structural Equation Modeling (SEM) 

was also used for path analysis and model testing. In addition, mediation analysis was 

also accorded as recommended by Baron and Kenny (1986) and Sobel (1982) by using 

multiple group method of SEM through AMOS. The Cronbach alpha was applied to test 
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the internal consistency of items with regard to variables. The 95% level of confidence 

with 5% level of significance was considered for this research work. 

 

3.11.1 Scrutiny of Data 

For getting the true and exact results from collected data, the researcher requires 

to examine the data before multivariate analysis as recommended by Hair et al. (2006). 

Furthermore, it is observed that the importance of data scanning and data examination is 

ignored many times by researchers. Scrutiny of data comprises the investigation of 

missing values, identification of outliers and data regularity and normality etc. The 

screening of stated prospects is therefore very important as these prospects can affect the 

results of analysis since most of statistical tests have need to remain in assumptions. So as 

to achieve the significant and expressive results, data need to be clear from abnormal 

spread and outliers in all respect. It can be exemplify with the existence of outliers in data 

collection which may produce extravagant errors that may derive distortional estimates or 

produce exaggerated results. It originates the poor worth of statistical approaches which 

ultimately hints the deprive conclusions. In viewing the above facts, in this study data has 

also been examined to make it fit before putting on the structural equation modeling. 

 

An investigation of missing values from received questionnaire on or after 

respondents’ reply was accorded by using SPSS which established that missing values are 

less than 5% (only 18 questionnaires were found containing missing values out of 380) 

which were overlooked on the recommendations of Tabachnick & Fidell (2001). An 

Analysis of missing value was regarded since it is an integral part of data scrutiny. If the 
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rate of missing values increases from prescribed limit i.e. 5 to 10 percent, it is supposed 

to affect the results of the study but also affect the generalizability. 

  

 

Furthermore, data has been analyzed in this study through Statistical Package for 

Social Sciences (SPSS) and Analysis of Moment Structures (AMOS) which could only 

be run in case of accurate order of data, such as in the presence of missing value, outliers 

and AMOS cannot be run due to sensitivity of these software (outlier means the values of 

respondents at Likert scale are lying beyond the conventional range in general i.e. more 

than ±3SD), as recommended by the Kline (2005). 

 

 

3.12 Researcher’s Interference  

An approach to certify the slight interference of researcher was adopted for this study as 

suggested by Sekaran (2009) wherein banks were approached and distribution of survey 

forms were made during office hours. Well ahead, analysis of data made and derived the 

findings thereon. 

 

 

3.13 Research ethics and ethical consideration  

Another approach suggested by Sekaran (2009) with respect to research ethics 

was adopted. Accordingly, researcher give worthy attention to keeping up research ethics. 

In order to take attention of bank respondents from their very busy schedule, theme of the 

research study and ensuring the confidentiality of the given information to researcher was 

briefed at the beginning of the questionnaire which was also validated by the university 

letter issued from the Dean office. 
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Chapter 4 

Results and Discussions 

 

This chapter offers very clear and brief numeric presentation of the results of data 

collection in the tabulated form. Results are discussed in depth with regard to area of 

research and objectives. The relationship among work outcomes, perceived job 

performance, job stress, job satisfaction, emotional intelligence and practice of job 

analysis has been analyzed as the main goal of this study. The degree of agreeableness 

and worth in conformity with respondents relating to considered variables is evaluated 

with descriptive and inferential techniques of statistics i.e. Independent Sample t-test, 

ANOVA,  mediation analysis by using Excel 2013, SPSS 17.0 and AMOS 18 and 

discussions. Data Analysis is made by exhibiting the demographic information of 

respondents and subsequently, concentrating the answers of respondents with regard to 

statements of variables.  

 

In this study, the impact of predictors of perceived job performance and work 

outcomes in the both public and private banking sectors in Pakistan has been scrutinized 

on the strength of data compilation. Demographic features and answers of respondents 

have been discussed and summarized by frequency distribution, mean and standard 

deviations; the numeric results along with interpretation are summarized on the next.  
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4.1 Descriptive Statistics  

  

There are five demographic variables in this study specifically Gender, Age, 

Education, type and experience. Frequency distribution and descriptive statistics with 

respect to demographic variables are illustrated below; at first, the frequency distribution 

and descriptive statistics with regard to the gender is shown in table 4-1.  

 

 

Table 4-1: Frequency Distribution and Descriptive Statistics with respect to 

“Gender” 

 

  Number of Responses (N=362) 

Gender Frequency Percentage (%) 

Male 304 84 

Female 58 16 

Total 362 100 

 

 

 

 In corresponding to Gender table 4-1 shows frequency and percentage columns 

that indicate the contribution from 304 males and 58 females which is 84 percent and 16 

percent respectively of total response to the effect of this research. The reasons behind of 

less female respondents are the less gender balance and cultural values. One more reason 

has been noticed that a smaller amount of female employees are working in public banks 

than private banks.   
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Table 4-2: Frequency Distribution and Descriptive Statistics with respect to “Age” 

 

  Number of Responses (N=362) 

Age Frequency Percentage (%) 

Under 30 145 40.1 

30-39 139 38.4 

40-49 53 14.6 

Above 50 25 6.9 

Total 362 100 

 

 

 

Table 4-2 indicates the frequency and percentage in relation to Age of 

respondents and shows the age of a number of employees having maximum percentage 

i.e. 40.1% within 30 years working in both public and private banks. The private banking 

sector is found performance oriented and focusing more to recruit young and energetic 

staff. It is clear from research observations another approach of banking sector that they 

provide less employment opportunity to senior employees having very less 6.9% as they 

are provided volunteer retirement scheme etc.  
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Table 4-3: Frequency Distribution and Descriptive Statistics with respect to 

“Education” 

 

  Number of Responses (N=362) 

Education Frequency Percentage (%) 

Undergraduate 13 3.6 

Graduate 112 30.9 

Master 225 62.2 

MS/M.Phil. 12 3.3 

Total 362 100.0 

 

 

Table 4-3 contains the educational level of respondents with regard to frequency 

and percentage share pertaining to their academic qualification. Results are shown in the 

above table that 62.2% employees of total sample with frequency of 225, highest degree 

of response, working in banking sector having Master degree (16-years education) and 

3.3% with lowest frequency of 12, employees of total sample are having MS/M.Phil. (18-

years education) and no respondent who was having PhD/Doctorate education. 
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Table 4-4: Frequency Distribution and Descriptive Statistics with respect to “Type” 

 

  Number of Responses (N=362) 

Type Frequency Percentage (%) 

Public Bank 100 27.6 

Private Bank 262 72.4 

Total 362 100.0 

 

 

Table 4-4 is showing the statistical results with respect to Type of bank that is 

public and private bank. Participation of respondents is demonstrating in frequency of 

public bank is 100 with 27.6% and frequency relating to private bank is 262 with 72.4%. 

The reason for greater participation from private banks is that a number of banks are 

concerned with private sector whereas in government sector list of bank is very limited.   
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Table 4-5: Frequency Distribution and Descriptive Statistics with respect to 

“Experience” 

    

  Number of Responses (N=362) 

Experience                      Frequency                             Percentage (%) 

1-5 134 37.0 

6-10 114 31.5 

11-15 46 12.7 

16-21 39 10.8 

Above 21 29 8.0 

Total 362 100.0 

 

Table 4-5 presents the rate of response and frequency to the effect of experience 

of employees working in selected banks and to show the 37 percent highest rate of 

comeback of the respondents towards experience under category of 1-5 years’ experience 

and having frequency of 134 out of 362. In addition, table on behalf of frequency and 

percentage share in total with 6-10, 11-15, 16-21, and above 20 are 114 with 31.5%, 46 

with 12.7%, 39 with 10.8% and 29 with 8% respectively, the last one slab of experience 

has the lowest frequency with smallest amount of percentage i.e. 8%. The reason for high 

response from young servicemen in banking sector is that the major segment of 

employees is youngsters as it has reconciled with the results of frequency distribution 

table 4-2 of demographic variable i.e. Age, seeing that highest frequency of 145 with 

40.1%  respondents are from youth. Nevertheless, the reason probably for lowest 
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response from employees having experience of 21 and above is very busy schedule and 

much more engagements in different management and policy matters. 

 

Table 4-6: Frequency Distribution and Descriptive Statistics with respect to “Work 

Outcomes” 

 

  Percentage response rate (N=362) 

Constructs & Items: Work outcomes        

 SD D N A SA Mean St. Dev 
 

Quality of Work 

 

       

QoW_1 14 90 108 110 40 3.199 1.055 

 

QoW_1 15 82 85 139 41 3.301 

 

1.068 

QoW_1 23 87 78 134 40 3.224 1.122 

 
 

Organizational Commitment 
 

       

OC_1 
 

14 83 72 142 51 3.367 1.099 

OC_2 

 
16 81 88 138 39 3.284 1.065 

OC_3 

 
14 96 93 120 39 3.204 1.069 

 

 

 The detail results from the analysis of collected observations give clarification 

among judgment of respondents that how much they are strongly disagree, disagree, 

neutral, agree or strongly agree with the statements of Work Outcomes under dimensions 

of, quality of work and organizational commitment.  
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The first part of table 4-6 demonstrates the first statement for quality of work that 

110 respondents agree and 40 strongly agree out of 362 that systems and processes are 

placed in their organizations to ensure the quality standards are being followed whereas 

108, 90, and 14 respondents voted for neutral, disagree and strongly disagree 

respectively. On summarizing the 5 point Likert scale into three categories such 

respondents are found 41% agree (agree plus strongly agree), 30% neutral and 29% 

disagree (disagree plus strongly disagree). For the second statement for quality of work, 

139 respondents agree and 41 strongly agree that their banks are known for having focus 

on quality whereas 85, 82, and 15 respondents marked for neutral, disagree and strongly 

disagree respectively. To precise the 5 point Likert scale into three categories such as 

respondents initiated towards 50% agree (agree plus strongly agree), 23% neutral and 

27% disagree (disagree plus strongly disagree). As far as the third statement is concerned, 

134 respondents agree and 40 are strongly agree that people in their banks are concerned 

about quality whereas 78, 87, and 23 respondents selected to mark neutral, disagree and 

strongly disagree respectively. To sum-up the 5 point Likert scale into three categories 

for instance that 48% respondents are found agree (agree plus strongly agree), 22% 

neutral and 30% disagree (disagree plus strongly disagree).    

 

The second part of table 4-6 reveals the first statement of organizational 

commitment that 142 respondents agree and 51 strongly agree that they are willing to put 

their efforts with full devotion to help their organizations to be successful whereas 72, 83, 

and 14 respondents voted for neutral, disagree and strongly disagree respectively. By 

summarizing the 5 point Likert scale into three categories such as respondents initiated 
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towards 53% agree (agree plus strongly agree), 20% neutral and 27% disagree (disagree 

plus strongly disagree). The second statement of organizational commitment that 138 

respondents agree and 39 strongly agree that they discuss about their great organization 

to work for with their friends whereas 88, 81, and 16 respondents marked for neutral, 

disagree and strongly disagree respectively which indicates 49% agree (agree plus 

strongly agree), 24% neutral and 27% disagree (disagree plus strongly disagree). To the 

extent of third statement of organizational commitment that 120 respondents agree and 39 

strongly agree that they would accept any type of job assignment in order to keep 

working for their organizations whereas 93, 96, and 14 respondents voted for neutral, 

disagree and strongly disagree respectively which shows 43% agree (agree plus strongly 

agree), 26% neutral and 30% disagree (disagree plus strongly disagree). The mean values 

against six items of work outcomes are 3.20, 3.30, 3.22, 3.37, 3.28, 3.20 and standard 

deviation of observations from respective means are 1.06, 1.07, 1.12, 1.10, 1.06, 1.07 

which verifies the highest response of respondents pertaining to quality of work and 

organizational commitment is going towards “agree” at 4th point of Likert scale.  
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Table 4-7: Frequency Distribution and Descriptive Statistics with respect to 

“Perceived Job Performance” 

 

  Percentage response rate (N=362) 

Constructs & Items:  

Perceived Job Performance 

  
     

 SD D N A SA Mean St. Dev 

Productivity        

 

PJP_1 
 

17 79 99 113 54 3.298 1.109 

PJP_2 
 

22 82 100 113 45 3.213 1.112 

PJP_3 
 

16 72 113 117 44 3.279 1.054 

 

 

The table 4-7 explains the first item of perceived job performance that 113 

respondents agree and 54 strongly agree from the total response of 362 that their 

organizations efficiently utilize the capabilities of their employees whereas 99, 79, and 17 

respondents voted for neutral, disagree and strongly disagree respectively and 

respondents are found 46% agree (agree plus strongly agree), 27% neutral and 26% 

disagree (disagree plus strongly disagree).  In support of the second item of the mediator, 

113 respondents agree and 45 strongly agree that right people are working on the right 

job whereas 100, 82, and 22 respondents favored to neutral, disagree and strongly 

disagree respectively and  respondents in percentage are 50% agreed (agree plus strongly 

agree), 23% neutral and 27% disagreed (disagree plus strongly disagree). However, the 

third item of this variable explores that 117 respondents agree and 44 are strongly agree 

that resources are put to the best use in their organizations whereas 113, 72, and 16 

respondents voted for neutral, disagree and strongly disagree respectively and to contain 
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44% respondents are agree (agree plus strongly agree), 31% neutral and 24% disagree 

(disagree plus strongly disagree). The mean values against three items of perceived job 

performance are 3.30, 3.21, 3.28 and standard deviation of observations from respective 

means are 1.11, 1.11, 1.05 which verifies the highest response of respondents pertaining 

to productivity in terms of job performance is going towards “agree” at 4th point of 

Likert scale.  

Table 4-8: Frequency Distribution and Descriptive Statistics with respect to “Job 

Stress” 
  Percentage response rate (N=362) 

Constructs & Items: Job Stress        

 SD D N A SA Mean St. Dev 
 

Business Policy Ignorance 
       

BPI_1 
 

14 53 123 125 47 3.381 1.012 

BPI_2 
 

33 73 101 106 49 3.180 1.171 

Workload Pressure 

WP_1 
 

20 49 120 116 57 3.390 1.076 

WP_2 36 81 101 112 32 3.064 1.133 

 

WP_3 22 49 86 144 61 3.478 1.107 

 

WP_4 20 42 71 141 88 3.649 1.132 

 

WP_5 27 106 95 101 33 3.019 1.112 

 

Job Ambiguity        

JA_1 
 

41 113 80 92 36 2.914 1.189 

JA_2 
 

49 104 86 91 32 2.870 1.192 

Job Insecurity        

JI_1 
 

39 101 82 91 49 3.028 1.227 

JI_2 
 

39 110 87 91 35 2.925 1.171 

JI_3 

 

56 107 78 80 41 2.842 1.252 
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The table 4-8 shows two items of business policy ignorance relating to job stress 

out of which first item states that 125 respondents agree and 47 strongly agree out of 362 

that respondents worry to see that decisions are made against the business policy in their 

organizations whereas 123, 53, and 14 respondents favored for neutral, disagree and 

strongly disagree respectively; furthermore respondents are found 48% agree (agree plus 

strongly agree), 34% neutral and 18% disagree (disagree plus strongly disagree). For the 

second statement of business policy ignorance, 106 respondents agree and 49 strongly 

agree that respondents feel unhappy by the way of their organizations are worked 

whereas 101, 73, and 33 respondents marked for neutral, disagree and strongly disagree 

respectively; in addition to respondents are found 43% agree (agree plus strongly agree), 

28% neutral and 29% disagree (disagree plus strongly disagree).    

 

There are 5 statements of work load pressure relating to job stress from which, the 

first statement explains that 116 respondents agree and 57 strongly agree that their job 

tends to directly affect their health whereas 120, 49, and 20 respondents voted for neutral, 

disagree and strongly disagree respectively; and moreover respondents are found 48% 

agree (agree plus strongly agree), 33% neutral and 19% disagree (disagree plus strongly 

disagree). The second statement of workload pressure shows that 112 respondents agree 

and 32 strongly agree that problems associated with work have kept respondents awake at 

night whereas 101, 81, and 36 voted for neutral, disagree and strongly disagree 

respectively which indicates 40% agree (agree plus strongly agree), 28% neutral and 32% 

disagree (disagree plus strongly disagree). The third statement of workload pressure that 

144 respondents agree and 61 strongly agree that their job has become increasingly 
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overloading whereas 86, 49, and 22 respondents voted for neutral, disagree and strongly 

disagree respectively which shows 57% agree (agree plus strongly agree), 24% neutral 

and 20% disagree (disagree plus strongly disagree). The fourth statement of workload 

pressure that 141 respondents agree and 88 strongly agree that they have to work often 

longer than their scheduled time whereas 71, 42, and 20 respondents voted for neutral, 

disagree and strongly disagree respectively which indicates 63% agree (agree plus 

strongly agree), 20% neutral and 17% disagree (disagree plus strongly disagree). Fifth 

and last statement of workload pressure that 101 respondents agree and 33 strongly agree 

that they experience sleep disturbances because of high job pressure whereas 95, 106, and 

27 respondents voted for neutral, disagree and strongly disagree respectively which 

shows 37% agree (agree plus strongly agree), 26% neutral and 37% disagree (disagree 

plus strongly disagree).  

 

There are two statements of job ambiguity relating to job stress and the first item 

states that 92 respondents agree and 36 strongly agree out of 362 that respondents feel 

nervous because of their job whereas 80, 113, and 41 respondents voted for neutral, 

disagree and strongly disagree respectively; which shows that respondents are 35% agree 

(agree plus strongly agree), 22% neutral and 42% disagree (disagree plus strongly 

disagree). For the second statement of job ambiguity, 91 respondents agree and 32 

strongly agree that their job duties and work objectives are unclear whereas 86, 104, and 

49 respondents marked for neutral, disagree and strongly disagree respectively; in 

addition to, respondents are found 34% agree (agree plus strongly agree), 24% neutral 

and 42% disagree (disagree plus strongly disagree). 
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There are three items of job insecurity relating to job stress and the first item 

demonstrate that 91 respondents agree and 49 strongly agree out of 362 that respondents 

feel that their future in their organization is uncertain whereas 82, 101, and 39 

respondents voted for neutral, disagree and strongly disagree respectively; which shows 

that respondents are 39% agree (agree plus strongly agree), 23% neutral and 39% 

disagree (disagree plus strongly disagree). For the second statement of job insecurity, 91 

respondents agree and 35 strongly agree that respondents worry due to insecure of my job 

whereas 87, 110, and 39 respondents voted for neutral, disagree and strongly disagree 

respectively; in addition to, respondents are found 35% agree (agree plus strongly agree), 

24% neutral and 41% disagree (disagree plus strongly disagree). For the third statement 

of job insecurity, 80 respondents agree and 41 strongly agree that there are chances to 

lose their job soon whereas 78, 107, and 56 respondents voted for neutral, disagree and 

strongly disagree respectively; which shows that respondents are 33% agree (agree plus 

strongly agree), 22% neutral and 45% disagree (disagree plus strongly disagree). The 

mean values against twelve items of job stress are 3.38, 3.18, 3.39, 3.06, 3.48, 3.65, 3.02, 

2.91, 2.87, 3.03, 2.92, 2.84 and standard deviation of observations from respective means 

are 1.01, 1.17, 1.08, 1.13, 1.11, 1.13, 1.11, 1.19, 1.19, 1.23, 1.17, 1.25 which verifies the 

highest response of respondents pertaining to selected constructs of job stress is going 

towards “agree” at 4th point of Likert scale.  
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Table 4-9: Frequency Distribution and Descriptive Statistics with respect to “Job 

Satisfaction” 

  Percentage response rate (N=362) 

Constructs & Items: Job Satisfaction        

 SD D N A SA Mean St. Dev 

 

Business Policy Observance 

 

       

BPO_1 5 107 110 105 35 3.160 1.002 

 

BPO_2 
 

24 130 79 93 36 2.964 1.132 

Relationship with Others 

RwO_1 
 

10 94 93 131 34 3.235 1.027 

RwO_2 
 

9 91 86 129 47 3.115 1.063 

RwO_3 40 112 48 123 39 3.025 1.235 

 

Rewards 
 

       

Rew_1 
 

60 96 106 79 21 2.738 1.146 

Rew_2 
 

34 94 108 90 36 3.000 1.134 

Rew_3 
 

58 102 96 77 29 2.771 1.186 

Work Environment  
 

       

WEnv_1 27 88 99 114 34 3.110 1.106 

        

WEnv_2 16 92 104 115 35 3.168 1.054 

 

WEnv_3 

 

14 

 

106 

 

85 

 

132 

 

25 

 

3.133 

 

1.036 

 

 

The table 4-9 shows the construct i.e. business policy observance of job 

satisfaction with  items and the first item states that 105 respondents agree and 35 

strongly agree out of 362 that respondents are happy to see that decisions are made 
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according to the business policy whereas 110, 107, and 5 respondents favored for neutral, 

disagree and strongly disagree respectively; which exhibits 39% respondents are agreed 

(agree plus strongly agree), 30% neutral and 31% disagreed (disagree plus strongly 

disagree). For the second item of business policy observance, 93 respondents agree and 

36 strongly agree that respondents feel pleasure by the way of their organizations are 

worked whereas 79, 130, and 24 respondents marked for neutral, disagree and strongly 

disagree respectively which explains that respondents are found 36% agree (agree plus 

strongly agree), 22% neutral and 42% disagree (disagree plus strongly disagree).    

 

The second construct i.e. relationship with others of job satisfaction having three 

statements and the first statement clarifies that 131 respondents agree and 34 strongly 

agree that they are comfortable at job as their colleagues are supportive in completion of 

task whereas 93, 94, and 10 respondents voted for neutral, disagree and strongly disagree 

respectively; and additionally respondents are found 46% agree (agree plus strongly 

agree), 26% neutral and 29% disagree (disagree plus strongly disagree). The second 

statement relationship with others that 129 respondents agree and 47 strongly agree that 

their job is pleasant as they have good relation with others whereas 86, 91, and 9 voted 

for neutral, disagree and strongly disagree respectively which indicates 49% agree (agree 

plus strongly agree), 24% neutral and 28% disagree (disagree plus strongly disagree). The 

third statement of relationship with others that 123 respondents agree and 39 strongly 

agree that they feel that there are some colleagues with whom they can share matters 

whereas 48, 112, and 40 respondents voted for neutral, disagree and strongly disagree 
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respectively which shows 45% agree (agree plus strongly agree), 13% neutral and 42% 

disagree (disagree plus strongly disagree). 

  

The third construct i.e. rewards of job satisfaction with three items and the first 

statement explains that 79 respondents agree and 21 strongly agree out of 362 that they 

are happy with their pay package whereas 106, 96, and 60 respondents voted for neutral, 

disagree and strongly disagree respectively; which indicates that respondents are 28% 

agree (agree plus strongly agree), 29% neutral and 43% disagree (disagree plus strongly 

disagree). For the second item of rewards, 90 respondents agree and 36 strongly agree 

that they receive benefits, as most of other organizations are offered whereas 108, 94, and 

34 respondents marked for neutral, disagree and strongly disagree respectively; in 

addition to, respondents are found 35% agree (agree plus strongly agree), 30% neutral 

and 35% disagree (disagree plus strongly disagree). For the third item of reward, 77 

respondents agree and 29 strongly agree that the salary is sufficient to meet the basic 

needs of their-self and their family whereas 96, 102, and 58 respondents marked for 

neutral, disagree and strongly disagree respectively; which indicates that respondents are 

found 29% agree (agree plus strongly agree), 26% neutral and 44% disagree (disagree 

plus strongly disagree). 

 

Finally, the fourth construct i.e. work environment of job satisfaction having three 

items and the first item explains that 114 respondents agree and 34 strongly agree out of 

362 that they feel pleasure at workplace as they are working in favorable environment 

whereas 99, 88, and 27 respondents voted for neutral, disagree and strongly disagree 
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respectively; which indicates that respondents are 41% agree (agree plus strongly agree), 

27% neutral and 32% disagree (disagree plus strongly disagree). For the second item of 

work environment, 115 respondents agree and 35 strongly agree that they are provided 

with a favorable physical environment to perform their job (e.g. noise, room temperature, 

seating arrangement) whereas 104, 92, and 16 respondents marked for neutral, disagree 

and strongly disagree respectively; in addition to, respondents are found 41% agree 

(agree plus strongly agree), 29% neutral and 30% disagree (disagree plus strongly 

disagree). For the third item of work environment, 132 respondents agree and 25 strongly 

agree that they work comfortably in an open office space  whereas 85, 106, and 14 

respondents marked for neutral, disagree and strongly disagree respectively; which 

indicates that respondents are found 43% agree (agree plus strongly agree), 23% neutral 

and 33% disagree (disagree plus strongly disagree). The mean values against eleven 

items of job satisfaction are 3.16, 2.96, 3.24, 3.12, 3.02, 2.74, 3.00, 2.77, 3.11, 3.17, 3.13 

and standard deviation of observations from respective means are 1.00, 1.13, 1.03, 1.06, 

1.24, 1.15, 1.13, 1.19, 1.11, 1.05, 1.04 which verifies the highest response of respondents 

pertaining to selected dimensions of job satisfaction is going towards “agree” at 4th point 

of Likert scale. 
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Table 4-10: Frequency Distribution and Descriptive Statistics with respect to 

“Emotional Intelligence” 

  Percentage response rate (N=362) 

Constructs & Items: Emotional Intelligence         

 SD D N A SA Mean St. Dev 
 

Self-Emotion Appraisal 
 

       

SEA_1 
 

34 92 77 122 37 3.099 1.170 

SEA_2 17 96 64 122 63 3.326 1.176 

SEA_3 32 125 90   75 40 2.906 1.158 

 

SEA_4 21 116 88    91 46 3.069 1.144 

 

Others' Emotion Appraisal 

 

OEA_1 
 

10 101 84 123 44 3.249 1.076 

OEA_2 14 143 99 84 22 2.881 1.007 

OEA_3 4 77 103 132 46 3.384 0.992 

OEA_4 16 171 90 76 9 2.700 0.933 

 

Use of Emotion  
 

       

UoE_1 
  

25 117 41 114 65 3.213 1.262 

UoE_2 30 120 57 113 42 3.047 1.200 

 

UoE_3 11 

 

119 53 114 65 3.284 1.186 

UoE_4 57 80 38 102 85 3.216 1.425 

 

Regulation of Emotion        

RoE_1 
 

31 106 65 108 52 3.122 1.224 

RoE_2  16 116 85 100 45 3.199 1.931 

 

RoE_3 
 

29 126 81 83 43 2.959 1.173 

RoE_4 8 112 89 103 50 3.207 1.093 
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At the beginning, the table 4-10 is showing the construct i.e. self-emotion 

appraisal of emotional intelligence with  four items, wherein, the first item explains that 

122 respondents agree and 37 strongly agree out of 362 that respondents have a good 

sense of why they have certain feelings most of the time whereas 77, 92, and 34 

respondents favored for neutral, disagree and strongly disagree respectively; which 

indicates 44% respondents are agreed (agree plus strongly agree), 21% neutral and 35% 

disagreed (disagree plus strongly disagree). For the second item of self-emotional 

appraisal, 122 respondents agree and 63 strongly agree that respondents have good 

understanding of their own emotions whereas 64, 96, and 17 respondents marked for 

neutral, disagree and strongly disagree respectively which explains that respondents are 

found 51% agree (agree plus strongly agree), 18% neutral and 31% disagree (disagree 

plus strongly disagree). The third item of  self-emotion appraisal that 75 respondents 

agree and 40 strongly agree that they really understand what they feel whereas 90, 125, 

and 32 respondents voted for neutral, disagree and strongly disagree respectively which 

shows 32% agree (agree plus strongly agree), 25% neutral and 43% disagree (disagree 

plus strongly disagree). The fourth item of  self-emotion appraisal that 91 respondents 

agree and 46 strongly agree that they always know whether or not they are happy 

whereas 88, 116, and 21 respondents voted for neutral, disagree and strongly disagree 

respectively which shows 38% agree (agree plus strongly agree), 24% neutral and 38% 

disagree (disagree plus strongly disagree).  

 

The second construct i.e. others’ emotion appraisal of emotional intelligence 

having four statements and the first statement clarifies that 123 respondents agree and 44 
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strongly agree that they always know their friends’ emotions from their behavior whereas 

84, 101, and 10 respondents voted for neutral, disagree and strongly disagree 

respectively; and additionally respondents are found 46% agree (agree plus strongly 

agree), 23% neutral and 31% disagree (disagree plus strongly disagree). The second 

statement of others’ emotion appraisal that 84 respondents agree and 22 strongly agree 

that they are good observers of others’ emotions whereas 99, 143, and 14 voted for 

neutral, disagree and strongly disagree respectively which indicates 29% agree (agree 

plus strongly agree), 27% neutral and 43% disagree (disagree plus strongly disagree). The 

third statement of others’ emotion appraisal that 132 respondents agree and 46 strongly 

agree that they feel that they are sensitive to the feelings and emotions of others whereas 

103, 77, and 4 respondents voted for neutral, disagree and strongly disagree respectively 

which shows 49% agree (agree plus strongly agree), 28% neutral and 22% disagree 

(disagree plus strongly disagree). The fourth item of  others’ emotion appraisal that 76 

respondents agree and 9 strongly agree that they have good understanding of the 

emotions of people around them whereas 90, 171, and 16 respondents voted for neutral, 

disagree and strongly disagree respectively which explains 23% agree (agree plus 

strongly agree), 25% neutral and 52% disagree (disagree plus strongly disagree). 

 

The third construct i.e. use of emotion with four items and the first statement 

explains that 114 respondents agree and 65 strongly agree out of 362 that they always set 

goals for their-self and then try their best to achieve them whereas 41, 117, and 25 

respondents voted for neutral, disagree and strongly disagree respectively; which 

indicates that respondents are 49% agree (agree plus strongly agree), 11% neutral and 
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39% disagree (disagree plus strongly disagree). For the second item of use of emotion, 

113 respondents agree and 42 strongly agree that they always tell their-self they are 

competent persons whereas 57, 120, and 30 respondents marked for neutral, disagree and 

strongly disagree respectively; in addition to, respondents are found 43% agree (agree 

plus strongly agree), 16% neutral and 41% disagree (disagree plus strongly disagree). For 

the third item of use of emotion, 114 respondents agree and 65 strongly agree that they 

are a self-motivated persons whereas 53, 119, and 11 respondents marked for neutral, 

disagree and strongly disagree respectively; which indicates that respondents are found 

49% agree (agree plus strongly agree), 15% neutral and 36% disagree (disagree plus 

strongly disagree). For the fourth item of use of emotion, 102 respondents agree and 85 

strongly agree that they would always encourage their-self to try their best whereas 38, 

80, and 57 respondents marked for neutral, disagree and strongly disagree respectively; 

which indicates that respondents are found 52% agree (agree plus strongly agree), 10% 

neutral and 38% disagree (disagree plus strongly disagree). 

 

To end with the fourth construct i.e. regulation of emotion of emotional 

intelligence having four statements and the first statement depicts that 108 respondents 

agree and 52 strongly agree out of 362 that they are able to control their temper and 

handle difficulties rationally whereas 65, 106, and 31 respondents voted for neutral, 

disagree and strongly disagree respectively; which indicates that respondents are 44% 

agree (agree plus strongly agree), 18% neutral and 38% disagree (disagree plus strongly 

disagree). For the second item of regulation of emotion, 100 respondents agree and 45 

strongly agree that they are quite capable of controlling their own emotions whereas 85, 
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116, and 16 respondents marked for neutral, disagree and strongly disagree respectively; 

in addition to, respondents are found 40% agree (agree plus strongly agree), 23% neutral 

and 36% disagree (disagree plus strongly disagree).For the third item of regulation of 

emotion, 83 respondents agree and 43 strongly agree that they can always calm down 

quickly when they are very angry whereas 81, 126, and 29 respondents marked for 

neutral, disagree and strongly disagree respectively; which indicates that respondents are 

found 35% agree (agree plus strongly agree), 22% neutral and 43% disagree (disagree 

plus strongly disagree) For the fourth item of regulation of emotion, 103 respondents 

agree and 50 strongly agree that they have good control of own emotions whereas 89, 

112, and 8 respondents marked for neutral, disagree and strongly disagree respectively; 

which indicates that respondents are found 42% agree (agree plus strongly agree), 24% 

neutral and 33% disagree (disagree plus strongly disagree).The mean values against 

sixteen items of emotional intelligence are 3.10, 3.33, 2.91, 3.07, 3.25, 2.88, 3.38, 2.70, 

3.21, 3.05, 3.28, 3.22, 3.12, 3.20, 2.96, 3.21 and standard deviation of observations from 

respective means are 1.17, 1.18, 1.16, 1.14, 1.08, 1.01, 0.99, 0.93, 1.26, 1.20, 1.19, 1.42, 

1.22, 1.93, 1.17, 1.09 which verifies the most of answers of respondents pertaining to 

constructs of emotional intelligence is going towards “agree” at 4th point of Likert scale. 
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Table 4-11: Frequency Distribution and Descriptive Statistics with respect to 

“Practice of Job Analysis” 

  Percentage response rate (N=362) 

Items: Practice of Job Analysis         

 SD D N A SA Mean St. Dev 

        

PJA_1 

 

18 81 110 105 48 3.232 1.092 

PJA_2 

 

81 132 42 25 82 2.710 1.468 

PJA_3 

 
124 80 31 22 105 2.735 1.658 

  

 

The table 4-11 illustrates the first statement for practice of job analysis that 105 

respondents agree and 48 strongly agree from the total response of 362 that the due 

importance is given to the job analysis in their organizations whereas 110, 81, and 18 

respondents voted for neutral, disagree and strongly disagree respectively and 

respondents are found 42% agree (agree plus strongly agree), 30% neutral and 27% 

disagree (disagree plus strongly disagree).  In relation to the second item for practice of 

job analysis, 25 respondents agree and 82 strongly agree that the practice of job analysis 

is a regular feature in their organizations whereas 42, 132, and 81 respondents favored to 

neutral, disagree and strongly disagree respectively and respondents in percentage are 

30% agreed (agree plus strongly agree), 12% neutral and 59% disagreed (disagree plus 

strongly disagree). Nonetheless, the third item for practice of job analysis explores that 

22 respondents agree and 105 are strongly agree that the exercise of job analysis is made as 

and when any change comes in job activities whereas 31, 80, and 124 respondents voted for 

neutral, disagree and strongly disagree respectively and to contain 35% respondents are 
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agree (agree plus strongly agree), 9% neutral and 56% disagree (disagree plus strongly 

disagree). The mean values against three items of practices of job analysis are 3.23, 2.71, 

2.74 and standard deviation of observations from respective means are 1.09, 1.47, 1.66 

which verifies the highest response of respondents pertaining this variable is going 

towards “neutral” at 3rd point of Likert scale. 
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4.2 Inferential Statistics: 

4.2.1 Independent Sample t-test:  

The independent sample t-test measures the level of difference of significance 

with respect to dependent variable i.e. work outcomes (QoW & OC) and independent 

variables i.e. job stress, job satisfaction, emotional intelligence and practice of job 

analysis among  a variety of respondents with different demographic features like gender 

and type. 

 

Table 4-12: Level of Work outcomes and Independent Variables (Job stress, Job 

satisfaction, Emotional intelligence, practice of job analysis) between Male and 

Female, Respondents (N = 362) 

Variables Gender        N Mean 
Std. 

Deviation 

F-

value 

P- 

value 

Work Outcomes 

(QoW & OC) 
Male  304 3.2895 .91292 .002 .966 

 Female 58 3.5517 .97643   

Perceived Job 

Performance 
Male  304 3.2467 .98921 .174 .677 

 Female 58 3.5000 1.04713   

Job Stress Male  304 3.2336 .73664 2.321 .129 

 Female 58 3.0345 .70001   

Job Satisfaction Male  304 3.0362 .86860 2.179 .141 

 Female 58 3.2414 .97891   

Emotional 

Intelligence 
Male  304 3.0888 .93449 1.101 .295 

 Female 58 3.2241 .87946   

Practice of Job 

Analysis 
Male  304 2.8651 1.16249 .031 .861 

 Female 58 3.1724 1.15679   
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The table 4-12 is showing the results of independent sample t-test in the level of 

difference between mean values of male and female respondents. The results of sample t-

test for dependent variable indicates the mean value (3.5517) of female respondents is 

greater than the mean value (3.2895) of male  respondents which represents that female 

respondents are more oriented with the work outcomes with regard to quality of work and 

organizational commitment as compared to the male respondents. Moreover, the F and p-

values are 0.002 <3 and 0.966 >0.05 which means that there is no difference of 

significant level between male and female respondents about the work outcomes. 

 

The results of sample t-test give details the difference level within the mean 

values of mediating and independent variables between male and female respondents. 

Similarly, in case of the perceived job performance, job satisfaction, emotional 

intelligence, practice of job analysis except job stress the significance level of female 

respondents is higher than the male respondents for the reason that mean values of female 

group is greater than the male group as revealed in results. The mean values of female 

respondents in case of perceived job performance, job stress, job satisfaction, emotional 

intelligence, practice of job analysis are, 3.5000, 3.0345, 3.2414, 3.2241 & 3.1724 

whereas the mean values of the male respondents against the said variables are 3.2467, 

3.2336, 3.0362, 3.0888 &2.8657. The mean values of female respondents with regard to 

dependent, mediating and independent variables except one independent variable i.e. job 

stress are greater than the mean values of male respondents which specify the higher level 

of significance of female respondents as compared to the male group. The F-values and 

p-values are also in support the insignificant difference among the levels of the variables 
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between male and female respondents. The overall results extracted by the t-test that 

responses of both the gender groups are different but insignificant between male and 

female as the mean values in both the cases are insignificant because of their p-values are 

more than 0.05 and the respective F-values are less than 3. 
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Table 4-13: Level of Work outcomes and Independent Variables (Job stress, Job 

satisfaction, Emotional intelligence, practice of job analysis) between Public and 

Private Bank. 

 

Respondents (N = 362) 
 

variables Bank Type N Mean 
Std. 

Deviation 

F-

value 

P- 

value 

Work Outcomes 

(QoW & OC) 
Public  100 3.4200 .85493 3.185 .075 

 Private 262 3.2977 .95247   

Perceived Job 

Performance 
Public  100 3.3800 .95113 1.002 .318 

 Private 262 3.2519 1.01968   

Job Stress Public     100 3.1100 .66507 6.679 .010 

 Private 262 3.2366 .75640   

Job Satisfaction Public  100 3.1600 .77486 6.230 .013 

 Private 262 3.0344 .92784   

Emotional 

Intelligence 
Public  100 3.2000 .86457 3.360 .068 

 Private 262 3.0763 .94782   

Practice of Job 

Analysis 
Public  100 3.0300 1.18454 .001 .975 

 Private 262 2.8702 1.15733   

       

 

 

The table 4-13 is showing the results of independent sample t-test with respect to 

the level of difference between mean values to participation of Public and Private Banks. 

The results of sample t-test for dependent variable i.e. Work outcomes indicates the mean 

value (3.4200) towards participation of public banks is greater than the mean value 
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(3.2977) of private banks which represents that public banks are more concerned with the 

work outcomes with regard to quality of work and organizational commitment as 

compared to the private banks. Moreover, the F and p-values are 3.18>3 and 0.07 >0.05 

where F-value indicates a significant difference but p-value shows insignificant 

difference but at lower level as P-value is slightly higher that 0.05 among public and 

private about the work outcomes.    

 

The results of sample t-test give more details about the difference level in the 

mean values of mediating and independent variables between response of public and 

private banks. In the same way, in case of the perceived job performance, job satisfaction, 

emotional intelligence, practice of job analysis except job stress the significance level in 

public banks is higher than the private banks since the mean values of public banks are 

greater than the private banks as exposed in results. The mean values of the response of 

public banks in case of perceived job performance, job stress, job satisfaction, emotional 

intelligence, practice of job analysis are, 3.3800, 3.1100, 3.1600, 3.2000 & 3.0300 

whereas the mean values of the private banks against the said variables are 3.2519, 

3.2336, 3.0344, 3.0763 &2.8702.  

 

The mean values of respondents from public banks with regard to dependent, 

mediating and independent variables except one independent variable i.e. job stress are 

greater than the mean values of respondents from private banks which specify the higher 

level of significance of respondents pertaining to public banks as compared to the 

respondents of private banks. The p-values in correspondence to job stress and job 
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satisfaction are less than 0.05 which shows significant difference, however the p-values 

in correspondence to emotional intelligence indicates the slight level of significance as its 

value is only 0.018 higher than 0.05 with F-values of 6.68, 6.23 and 3.36 which is greater 

than 3. Whereas in case of perceived job performance and practice of job analysis 

indicates insignificant difference between mean values of both these variables in 

connection with public and private banks. 
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4.2.2 ANOVA: 

So as to examine the variations between the selected variables with regard to different 

demographics of the respondents (having more than two categories), ANOVA test is 

applied. 

Table 4-14:  ANOVA (Measures the variations among variables with respect to 

Age, Respondents (N = 362)  

Variables 
Age  

Groups 
N Mean    F-value P- value 

Work Outcomes 

(QoW & OC) 
Under 30 145 3.3586 .799 .495 

 30-39 139 3.3597   

 40-49   53 3.1509   

 Above 50   25 3.4000   

 Total 362 3.3315   

      

Perceived Job 

Performance 
Under 30 145 3.3034 2.105 .099 

 30-39 139 3.2806   

 40-49   53 3.0755   

 Above 50   25 3.6800   

 Total 362 3.2873  
 

 

Job Stress Under 30 145 3.1655 .965 .409 

 30-39 139 3.1799   

 40-49   53 3.3585   

 Above 50   25 3.2000   

 Total 362 3.2017  
 

 

Job Satisfaction Under 30 145 3.0621 .594 .620 

 30-39 139 3.1007   

 40-49   53 2.9434   

 Above 50   25 3.2000   

 Total 362 3.0691  
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Cont’d… 

Variables 
Age  

Groups 
N Mean    F-value P- value 

Emotional 

Intelligence 
Under 30 145 3.1448 2.564 .055 

 30-39 139 3.1151   

 40-49   53 2.8491   

 Above 50   25 3.4400   

 Total 362 3.1105  
 

 

Practice of Job 

Analysis 
Under 30 145 2.8966 1.619 .184 

 30-39 139 2.9712   

 40-49   53 2.6604   

 Above 50   25 3.2400   

 Total  362 2.9144   

 

 

 The Table 4-14 containing the results of ANOVA test and depicts the 

difference of significance level  with reference to age group of participants in terms of 

mean values, F-values and p-values with respect to work outcomes, perceived job 

performance, job stress, job satisfaction, emotional intelligence, practice of job analysis 

between banking sector of public and private. The above tabulated results show that F & 

P-values on account of work outcomes are 0.799<3 and 0.495>0.05 respectively which 

states a compact judgment about the insignificant difference between various private and 

government banks. For example, the mean value of respondents of above 50 is 3.4000 the 

highest amongst four groups of age. This reflects that the importance level of employees 

with respect to work outcomes in banking sector is highest among stated age group 

whereas the work outcomes is least important for the age group of 40-49 with mean value 

of 3.1509 as compared to other age groups. 
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 Similarly, the age group of above 50 in connection of perceived job 

performance, job satisfaction, emotional intelligence and practice of job analysis with its 

respective values of mean i.e. 3.6800, 3.2000, 3.4400, 3.2400 has the highest level of 

importance among mean values of respective variables whereas the age group of 40-49 

having mean values of 3.0755, 2.9434, 2.8491, 2.6604 for the respective variables has the 

least level of importance amongst the mean values of the prescribed group of age. The F-

value (2.105<3) and p-value (0.099>0.05) for the mediating variable plus the F-value 

(0.594, 2.564, 1.619<3) and p-value (0.620, 0.055, 0.184> 0.05) for three independent 

variables namely job satisfaction, emotional intelligence and practice of job analysis 

explain the insignificant difference among the opinion of prescribed age group.  On the 

other hand, the highest and lowest mean values of job stress under the age group of “40-

49” and “Under 30” are 3.3585 and 3.1655 respectively with F-value of 0.965<3 and      

p-value of 0.409>0.05 which also explain the insignificant difference among opinion of 

respondents under the subject variable. 
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Table 4-15:  ANOVA (Measures the variations among variables with respect to 

Education, Respondents (N = 362)  

Variables 

 

Education  

 

N         Mean        F-value     P- value 

Work Outcomes 

(QoW & OC) 
Undergraduate 13 3.0000 3.880 .009 

 Graduate 112 3.2232   

 Master 225 3.3644   

 MS/M.Phil 12 4.0833   

 Total 362 3.3315   

      

Perceived Job 

Performance 
Undergraduate 13 3.1538 1.293 .276 

 Graduate 112 3.2679   

 Master 225 3.2756   

 MS/M.Phil 12 3.8333   

 Total 362 3.2873  
 

 

Job Stress Undergraduate 13 3.3077 1.414 .238 

 Graduate 112 3.3036   

 Master 225 3.1556   

 MS/M.Phil 12 3.0000   

 Total 362 3.2017  
 

 

Job Satisfaction Undergraduate 13 3.0000 1.216 .304 

 Graduate 112 3.0000   

 Master 225 3.0844   

 MS/M.Phil 12 3.5000   

 Total 362 3.0691  

 
 

Emotional 

Intelligence 
Undergraduate 13 2.8462 2.387 .069 

 Graduate 112 3.0089   

 Master 225 3.1467   
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     Cont’d… 

Variables 

 

Education  

 

N         Mean        F-value     P- value 

 MS/M.Phil 12 3.6667   

 Total 362 3.1105  
 

 

Practice of Job 

Analysis 
Undergraduate 13 2.7692 3.160 .025 

 Graduate 112 2.8750   

 Master 225 2.8889   

 MS/M.Phil 12 3.9167   

 Total 362 2.9144   

 

 

 Table 4-15 contains the results of ANOVA test and explains the difference of 

significance level with regard to education level of participants in terms of mean values, 

F-values and p-values in connection of employees’ work outcomes, perceived job 

performance, job stress, job satisfaction, emotional intelligence, and practice of job 

analysis between banking sector of public and private. The above tabulated results show 

that F-value & P-value on account of work outcomes are 3.880>3 and 0.009<0.05 

respectively which explains the firm opinion about the significant difference among 

educational level of employees working in Pakistan banking sector. The highest mean 

value amongst the educational categories of respondents who were having MS/M.Phil 

education is 4.0833. This reflects that the worth level of difference among the group of 

education with respect to work outcomes of employees working in banking sector 

whereas the least mean value of participants who were undergraduate pertaining to work 

outcomes is 3.0000 as compared to other educational groups; which declares that the 

employees who were highly educated are supposed to have more focus on work 
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outcomes i.e. quality of work and organizational commitment in compare of less 

educated employees. 

  

 Correspondingly, the education level i.e. MS/M.Phil with relation to 

perceived job performance, job satisfaction, emotional intelligence and practice of job 

analysis with its respective values of mean i.e. 3.8333, 3.5000, 3.6667, 3.9167 has the 

highest level of importance among mean values of respective variables whereas the 

lowest mean values of participants having undergraduate are 3.1538, 3.000,2.8462, 

2.7692 for the respective variables the least level of worth amongst the participants at the 

prescribed educational level. The F-value (1.293<3) and p-value (0.276>0.05) for the 

mediating variable plus the F-value (1.414, 1.216, 2.387, <3) and p-value (0.238, 0.304, 

0.069, > 0.05) for three independent variables namely job stress , job satisfaction, 

emotional intelligence and explain the insignificant difference among the opinion of 

prescribed age group.  On the other hand, the highest and lowest mean values of practice 

of job analysis under the category of education “MS/M.Phil” and “Undergraduate” are 

3.9167 and 2.7692 with F-value of 3.160>3 and p-value of 0.025<0.05 which also 

explain the significant difference among opinion of respondents under the subject 

variable. 
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Table 4-16: ANOVA (Measures the variations among variables with respect to 

Experience, Respondents (N = 362)  

Variables 

 

Experience  

 

N Mean F-value P- value 

Work Outcomes 

(QoW & OC) 
1-5 134 3.3582 2.007 .093 

 6-10 114 3.3860   

 11-15 46 3.3478   

 16-21 39 2.9487   

 Above 21 29 3.4828   

 Total 362 3.3315   

      

Perceived Job 

Performance 
1-5 134 3.2985 3.524 .008 

 6-10 114 3.3421   

 11-15 46 3.3043   

 16-21 39 2.7949   

 Above 21 29 3.6552   

 Total 362 3.2873  
 

 

Job Stress 1-5 134 3.1194 2.232 .065 

 6-10 114 3.2368   

 11-15 46 3.1957   

 16-21 39 3.4872   

 Above 21 29 3.0690   

 Total 362 3.2017  
 

 

Job Satisfaction 1-5 134 3.0299 1.476 .209 

 6-10 114 3.1316   

 11-15 46 3.1739   

 16-21 39 2.7949   

 Above 21 29 3.2069   

 Total 362 3.0691  
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Cont’d… 

Variables 

 

Experience  

 

N Mean F-value P- value 

Emotional 

Intelligence 
1-5 134 3.1269 2.202 .068 

 6-10 114 3.1754   

 11-15 46 3.0652   

 16-21 39 2.7436   

 Above 21 29 3.3448   

 Total 362 3.1105  
 

 

Practice of Job 

Analysis 
1-5 134 2.9030 1.223 .301 

 6-10 114 3.0000   

 11-15 46 2.8261   

 16-21 39 2.6154   

 Above 21 29 3.1724   

 Total 362 2.9144   

 

 
 

 The table 4-16 contains the results of ANOVA test and describes the 

difference of significance level with reference to job experience of participants in terms 

of mean values, F-values and p-values in connection with work outcomes, perceived job 

performance, job stress, job satisfaction, emotional intelligence, practice of job analysis 

between public and private banking sector. The above tabularized results show that F-

value & p-values on account of work outcomes are 2.007<3 and 0.093>0.05 respectively 

which represents a solid judgment about the insignificant difference among a range of 

experienced bank employees. Such as, the highest mean value of respondents having 

experience above 21 years is 3.4828 amongst five groups of experience. This reveals the 

impact level of employees in relation to work outcomes in banking sector is uppermost 
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among the stated groups of experience whereas the work outcomes is the least 

noteworthy for the experience group of 16-21 with mean value of 2.9487 as compared to 

other range of experience. 

 

 In the same way, the range of experience under category of “above 21” in 

connection of perceived job performance, job satisfaction, emotional intelligence and 

practice of job analysis with its respective mean values i.e. 3.6552, 3.2069, 3.3448, 

3.1724 has the highest level of importance among mean values of respective variables 

whereas the experience group of 16-21 having mean values of 2.7949, 2.7949, 2.7436, 

2.6154 for the respective variables has the least importance level amongst the mean 

values of the prescribed group of experience. The F-value (3.524>3) and p-value 

(0.008<0.05) for the perceived job performance which is mediating variable of the study 

shows the significant level of difference with respect to educational level of respondents 

whereas the F-values (2.232, 1.476, 2.202, 1.223<3) and p-values (0.065, .209, 0.068, 

0.3014> 0.05) for four independent variables namely job stress, job satisfaction, 

emotional intelligence and practice of job analysis clarify the insignificant difference 

among the opinion of prescribed groups of experience.  On the other hand, the highest 

and lowest mean values of job stress under the category of experience “16-21” and 

“Above 21” are 3.4872 and 3.0690 respectively and found that there is no significant 

difference among opinion of respondents for job stress. 
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4.3 MEDIATION ANALYSIS 

4.3.1 Fitness of Model 

  

The overall fitness of the model of this study has been tested through six (6) 

indices out of twenty two (22) indices of model fitness by using the AMOS where about 

Keramati et al. (2010) declared that Chi-square and GFI (Goodness of Fit Index) are 

known as absolute fit measures; CFI (Comparative Fit Index) is recognized as 

incremental fit measure; Normed Chi-square and AGFI (Adjusted Goodness of Fit Index) 

are acknowledged as parsimonious fit measures and need to be checked the significance 

of the model through the cutoff assessment of p-value. The criterion values of model 

fitness for GFI, AGFI, CFI, TLI, NFI and Root mean square error of approximation 

(RMSEA) are extracted as 0.995, 0.867, 0.998, 0.954, 0.997 and 0.119 respectively. 

However the value of RMSEA came slightly above from the cutoff value of 0.08 which is 

also acceptable. The P-value of this model is 0.014 that indicates the significance of the 

model and the values for rest of the indices shows the best fit of the model on 

recommended level. 

Table 4-17: Index of fit of the Model 

 

Factors 

 

Values Factors Values 

CMIN 

 

6.073 Df 

 

1 

 

CMIN/df 

 

6.073 p-value 

 

0.014 

 

AGFI 

 

0.867 GFI 

 

0.995 

 

TLI 

 

0.954 CFI 

 

0.998 

 

RMSEA 

 

0.119 

 

NFI 

 

0.997 
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The table 4-17 is showing the results of the measures of model fitness which are 

proving the desired fitness of the model (Chi-square/Df = 6.073 and p-value ≤ 0.05); the 

requisite values as  announced by Hair et al. (1995); McAulay et al. (2006); Roh et al. 

(2005) have been attained. 

 

4.3.2 Testing of Hypotheses based on regression weights 

Consequent upon the assessment of model fitness, estimation of model is the very 

next step of data analysis through path analysis by regression coefficients via uploading 

the SPSS data file on the AMOS software. 

 

In this study, the mediation role of Perceived Job Performance is examined 

between four independent variables (Job stress, Job satisfaction, Emotional intelligence, 

Practice of job analysis) and one dependent variable (Work outcomes: Quality of work & 

Organizational commitment) and to scrutinize whether there is partial or full mediation 

among proposed variables. The following procedure having two steps and concluding 

criteria is pursued for testing the mediation as recommended by Hoyle and Smith (1994); 

Step 1. The direct effect of the independent to the dependent variable is to be examined.  

Step 2. The indirect effect of the independent to the dependent variable is to be examined 

through mediating variable.  
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Criteria for mediation as per (Hoyle and Smith, 1994); 

If the relationship of the independent variable to the dependent variable is 

insignificant through the mediating variable, it indicates that there is complete mediation. 

If it is still significant and the path declines, it is the evidence of partial mediation.  

 

4.3.3 Direct Effects: IVs →DV (Regression Coefficients) 

 

Before evaluating the direct impact of independent variables on dependent 

variable the figure 4-1 extracted by run the half model (without mediator) on AMOS is 

obtained. The figure is showing the direct effect of job stress, job satisfaction, emotional 

intelligence and practice of job analysis on the two dimensions of work outcomes i.e. 

quality of work and organizational commitment without mediating of perceived job 

performance.  
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Figure 4-1: Structural Equation Model: Direct Effects without mediation

 

 

The figure 4-1 indicates the standardized regression estimates between IVs and DV along 

with coefficients of co-variances among independent variables. By analyzing the direct 

impact of exogenous variables on endogenous variable, the results with respect to 

acceptance or rejection of hypothesis are summarizing in the following table 4-18. 
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Table 4-18: SEM: Direct Effects without Mediation (IVs with DVs) 

 

 

Variables Estimate P-Value 
Hypothesis 

Support 

JS     → QoW -.074 .122 H1 is Rejected 

JSat  → QoW   .422 *** H2 is Accepted 

EI     → QoW     .394 *** H3 is Accepted 

PJA  → QoW   .007 .840 H4 is Rejected 

JS     → OC     -.105 .017 H5 is Accepted 

JSat  → OC .348 *** H6 is Accepted 

EI     → OC    .443 *** H7 is Accepted 

PJA  → OC .044 .186 H8 is Rejected 

 

In viewing the results of above table, it has been confirmed that the relationship 

between job stress and quality of work is negative but insignificant as the table shows      

-0.074 regression weight at p-value of 0.122 (which is greater than cutoff p-value i.e. 

0.05) in case of geographical area of this study job stress has harmful impact on quality 

of work but not significantly. So the first hypothesis (H1) is rejected.  

 

The relationship of job satisfaction and emotional intelligence with quality of 

work has been found positive and significant as the regression weights for job satisfaction 

and emotional intelligence are 0.422 and 0.394 respectively and p-value in both cases is 

less than 0.05. This implies that if the level of job satisfaction and emotional intelligence 

increases one unit among bank employees then the employees’ quality of work will 
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increase by 0.42 for job satisfaction and 0.39 for emotional intelligence which  denotes 

the acceptance of second (H2) and third (H3) hypothesis.  

 

The positive and insignificant relationship between practice of job analysis and 

quality of work has been addressed by the value of regression weight 0.007 and the p-

value 0.840 (which is greater than cutoff value i.e. 0.05) and depicts the prevailing 

practice of job analysis in banking sector does not affect significantly the employees’ 

quality of work. So the fourth hypothesis (H4) is rejected.  

 

An association of job stress, job satisfaction and emotional intelligence with 

organizational commitment has been found positive and significant but negative and 

significant in case of job stress as the regression weights for job stress, job satisfaction 

and emotional intelligence are -0.105, 0.348 and 0.443 respectively and p-value in all 

three cases is less than 0.05. This means that if the level of job stress, job satisfaction and 

emotional intelligence enhances by one unit among bank employees then the rate of 

organizational commitment will decrease by 0.10 in case of job stress but will enhance in 

case of job satisfaction and emotional intelligence by 0.35 and 0.44 respectively which 

prove the acceptance of fifth (H5), sixth (H6) and seventh (H7) hypothesis. 

 

There has been established a positive and insignificant relationship between 

practice of job analysis and organizational commitment as the value of regression weight 

0.044 and the p-value 0.186 (which is greater than cutoff value i.e. 0.05) which shows 

that the prevailing practice of job analysis in banking sector does not affect significantly 
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the organizational commitment of employees’ as well. So the eighth hypothesis (H8) is 

rejected. 

 

4.3.4 Mediation Effects (Indirect Effects) 

 

As the direct relationship of IVs with DV has been checked in preceding section, 

the next step is required to check the mediating effect of perceived job performance 

between independent and dependent variables of the model. Here the requisite analysis is 

done in two stages with four following conditions of mediator as recommended by Baron 

and Kenny (1986); 

 

The first stage is to observe the impact of independent variables (IVs) on 

mediating variable (MV);  

 

The second stage is to examine the effect of mediating variable (MV) on 

dependent variables (DVs). 

 

Four Conditions for Mediator: 

There are following four conditions for a variable required to act as a mediator 

(Baron and Kenny, 1986); 

(i) Independent variables (IVs) must be related to the dependent variables 

(DVs),  

(ii) Independent variable (IVs) must be related to the mediator (MV),  
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(iii) Mediator (MV) must be related to the dependent variables (DVs), and  

(iv) When the mediator (MV) is included in between IVs and DV, the direct 

relationship between independent variable (IVs) and the dependent 

variable (DV) should become significantly smaller (partial mediation) or 

non-significant (full mediation). Its mean, in the comparison of Direct and 

Indirect Effects, if estimate of indirect effects decreases from the estimate 

of direct effects at p-value ≤ 0.05, there will be partial mediation but if 

estimate of indirect effects decreases from the estimate of direct effects at 

p-value > 0.05, there will be full mediation of the mediator between 

independent variables (IVs) and dependent variables (DVs). 
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4.3.5 Structural Equation Model: Direct and Indirect Effects with mediation 

The figure 4-2 shows the structural model of this study and demonstrates the 

association among the entire variables of the conceptual framework. The structural 

equation model evaluates the impact of independent variables of the study on quality of 

work and organizational commitment; in addition to, it also examines the mediating 

effects of perceived job performance on work outcomes i.e. quality of work and 

organizational commitment.  

 

Figure 4-2: Structural Equation Model: Direct and Indirect Effects with mediation 
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4.3.5.1 SEM: Direct Effects with mediation 

The figure 4-2 indicates the standardized regression estimates among IVs and two 

dimensions of DV, IVs and MV, MV and two dimensions of DV along with coefficients 

of co-variances among independent variables. First of all, direct effects of independent 

variables on (mediator) perceived job performance and the impact of mediator on (two 

dimensions of dependent variable) employees’ quality of work and organizational 

commitment are checked out with the support of figure 4-2 which is depicted in the 

following table. The end results/decisions pertaining to acceptance or rejection of 

hypothesis are summarizing in the following table 4-15. 

 

Table 4-19: Regression Weights of Direct Effects with Mediation  

(IVs with MV and MV with DVs) 

 

 

Variables Estimate P-Value Hypothesis Support 

JS     → PJP -.104 .041 H9 is Accepted 

JSat  → PJP   .335 *** H10 is Accepted 

EI     → PJP .379 *** H11 is Accepted 

PJA  → PJP .081 .036 H12 is Accepted 

PJP → QoW 
.238 *** 

H13 is Accepted 

PJP → OC  
.205 *** 

H14 is Accepted 

 

 

The relationships among variables including independent, dependent and 

mediating variables mentioned in table 4-19 are analyzed; the above table indicates the 
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positive and significant relationship of job satisfaction, emotional intelligence and 

practice of job analysis with perceived job performance except job stress as it has 

negative relationship with (mediator) perceived job performance. The regression weights 

or beta values for job stress, job satisfaction, emotional intelligence and practice of job 

analysis with respect to perceived job performance are -0.104, 0.335, 0.379 and 0.081 

shown respectively and p-value in all four cases is less than 0.05. Regression weights 

explain that if a change comes by one unit in job stress, job satisfaction, emotional 

intelligence and practice of job analysis among bank employees then the change would 

be seen in employees’ job performance by 10.4%, 33.5%, 37.9% and 8.10% in 

corresponding of job stress, job satisfaction, emotional intelligence and practice of job 

analysis. 

 

As far as the relationship of perceived job performance with quality of work and 

organizational commitment is concerned, there is also found positive and significant 

relationship where regression weights for job performance with respect to quality of work 

and organizational commitment are 0.238, 0.205 at P < 0.05 which implies that due to 

change of one unit in job performance, a change will come by 23.8% and 20.5% in 

quality of work and organizational commitment respectively. Thus the hypotheses are 

proved true and H9, H10, H11, H12, H13 and H14 have been accepted. 
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4.3.5.2 SEM: Indirect Effects with Mediation 

Direct effects of IVs on two dimensions of DV without mediator have earlier been 

explained at 4.3.3 in the support of table 4-18 and figure 4-1 along with testing of 

hypotheses from H1 to H8. At this time the following table 4-20 is presenting the 

regression weights and p-values of indirect effects to see the impact of independent 

variables (IVs) on two dimensions of dependent variable (DV) in the presence of 

(mediator) perceived job performance just to differentiate among regression weights of 

direct and indirect effects before comparing it into the Comparison table. 

 

Table 4-20: Regression Weights of Indirect Effects 

 (IVs and DVs in presence of Mediator) 

 

Variables Estimate P-Value 

JS     → QoW -.049 .290 

JSat  → QoW   .342 *** 

EI     → QoW     .304 *** 

PJA  → QoW   -.012 .734 

JS     → OC     -.084 .052 

JSat  → OC .280 *** 

EI     → OC    .365 *** 

PJA  → OC .028 .397 

 

 

The above table 4-20 is showing the regression weights and p-values and 

presenting the indirect impact of IVs on two dimensions of DV in the existence of 
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mediator (perceived job performance); whereas, the direct effects and impact of IVs on 

two dimensions of DV has already been checked without mediator and testing of 

hypotheses was made from H1 to H8 in table of 4-18. Hypotheses of mediation are being 

addressed in the following comparison table of direct and indirect effect of IVs and two 

dimensions of DV. 

 

4.3.5.3  SEM: Comparison of Direct and Indirect Effects: 

The results of structural equation model are revealed in figure 4-1 which clarifies 

that job stress, job satisfaction, emotional intelligence and practice of job analysis explain 

71% variance on quality of work and 75% on organizational commitment without 

mediating impact of perceived job performance. Whereas, the results of figure 4-2 

illustrate that job stress, job satisfaction, emotional intelligence and practice of job 

analysis with the inclusion of perceived job performance as a mediator explain 73% 

variance on quality of work and 77% variance on organizational commitment. And the 

67% variance on perceived job performance is being explained by the independent 

variables. 
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Table 4-21: Comparison of Direct and Indirect Effects 

Variables 
Direct Effects Indirect Effects Hypothesis 

Support Estimate P-Value Estimate P-Value 

  JS     →      QoW  -.074 .122 -.049 .290 H15 is Rejected 

  JSat  →      QoW   
 

.422 *** .342 *** 

 

H16 is Accepted 

  EI     →      QoW     
 

.394 *** .304 *** 

 

H17 is Accepted 

  PJA  →      QoW   
 

.007 .840 -.012 .734 

 

H18 is Rejected 

  JS     →      OC      -.105 .017 -.084 .052 
 

H19 is Rejected 

  JSat  →      OC 
 

.348 *** .280 *** 

 

H20 is Accepted 

  EI     →      OC    
 

.443 *** .365 *** 

 

H21 is Accepted 

  PJA  →      OC 
 

.044 .186 .028 .397 
 

H22 is Rejected 

 

By analyzing the figures 4-1 and 4-2 in support of table 4-21, it is depicted that 

job stress negatively affects the quality of work when perceived job performance is 

included as a mediator but there is no mediation role of perceived job performance 

between JS and QoW as the regression weight has considerably been increased (-0.074 to 

-0.049) as recommended by Baron & Kenny (1986). The reason of less but negative 

impact of job stress on quality of work in the presence of mediator (PJP) in banking 

sector is that a person in our society is consistent to face a number of stresses but he is 

supposed to manage it in all matters of life even at his/her workplace. Salami, A.O, 

Ojokuku, R.M, Ilesanmi, O.A. (2010) have concluded that there is no existence without 
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stress, no stress means there is no life. There is need to mention one thing more that job 

stress is affecting employee’s work but not quality of work in case of indirect relationship 

as the results of H15 are showing negative association but insignificantly, therefore, H15 

is rejected. However, it is proved by the result of H1 that job stress directly has a negative 

effect on quality of work but not significantly; whereas, job stress has also negative effect 

on job performance at significant level in case of direct relationship as proved by H9.   

 

The job satisfaction and emotional intelligence has a positive and significant 

(p<0.05) relationship at the regression weights of 0.342 and 0.304 respectively with 

quality of work in the mediating role of perceived job performance. As the regression 

weights have noticeably been reduced for job satisfaction (0.442 to 0.342) and for 

emotional intelligence (0.394 to 0.304) which proves the partial mediation of PJP 

between JSat and EI with QoW as Baron & Kenny (1986) suggested that if the regression 

weights are decreased and it remains significant, there will be partial mediation among 

variables. So H16 and H17 are accepted. 

 

The mediation of perceived job performance has not been found between practice 

of job analysis and quality of work even then regression weights have greatly been 

reduced (0.007 to -0.012) at the insignificant level of p-value (0.734) which is greater 

than 0.05 because the first condition of Baron & Kenny (1986) i.e. IVs must be related to 

DV is not being fulfilled; for that reason, H18 is rejected. Its means that practice of job 
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analysis has no association with work outcomes in terms of “quality of work” by 

mediating the perceived job performance. 

 

The figure 4-1 and table 4-18 clear that job stress negatively affects the 

organizational commitment (OC) when perceived job performance (PJP) is included as a 

mediator but there is no mediation role of PJP between JS and OC the regression weight 

has considerably been increased (-0.105 to -0.084) as the fourth condition of Baron & 

Kenny (1986) is not being completed. Therefore, H19 is rejected.  

 

The job satisfaction and emotional intelligence has a positive and significant 

(p<0.05) relationship at the regression weights of 0.280 and 0.365 respectively with 

organizational commitment (OC) in the mediating role of perceived job performance. As 

the regression weights have substantially been reduced for job satisfaction (0.348 to 

0.280) and for emotional intelligence (0.443 to 0.365) which proves the partial mediation 

of PJP between JSat and EI with OC as Baron & Kenny (1986) suggested that if the 

regression weights are decreased and it remains significant, there will be partial 

mediation among variables. Thus H20 and H21 are accepted. 

 

The mediation of perceived job performance has not been found between practice 

of job analysis and organizational commitment even then regression weights have greatly 

been reduced (0.044 to 0.028) at the insignificant level of p-value (0.397) which is 

greater than 0.05 because the first condition i.e. IVs must be related to DVs (Baron 
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&Kenny, 1986) is not being fulfilled; for that reason, H22 is rejected. Its means that 

practice of job analysis has no association with work outcomes in terms of organizational 

commitment by mediating the perceived job performance. 

 

The results of mediation analysis shows that job stress (in direct effect) negatively 

affects the quality of work but not significantly so far as the relationship of job stress with 

perceived job performance and organizational commitment is found negative and 

significant. As much as the job satisfaction and emotional intelligence has the positive 

and significant impact on quality of work and organizational commitment but the 

significant relationship between practice of job analysis and work outcomes (QoW & 

OC) could not be established. On the other hand, the relationships between job 

satisfaction and emotional intelligence are also mediated by perceived job performance 

but mediation has not been found by job performance between job stress and practice of 

job analysis and work outcomes (QoW & OC). 
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4.4 Research Findings  

Despite the fact that the importance of employees’ job performance in banking 

sector organizations has broadly been discussed and recognized but still some of the 

questions in connection with job performance and work outcomes in terms of quality of 

work and organizational commitment were still required to address for the better 

understanding of the phenomena that how job performance play the role of mediator 

between performance indicators and work outcomes which would effect to enlarge the 

HR activities. The purpose of this study is portrayed as; firstly the centre of attention of 

this study is antecedents of perceived job performance and work outcomes whereas job 

stress, job satisfaction, emotional intelligence and practice of job analysis are taken as 

antecedents for the current study. Secondly, how the proposed predictors influence the 

employee’s performance at job. Thirdly, the mediation effect of perceived job 

performance between performance indicators studied in this research and work outcomes 

discussed in this study was required to explore yet which has been investigated. Fourthly, 

how practice of job analysis as a new facet of job performance affect the quality of work 

and organizational commitment in the banking sector of Pakistan. Therefore this new 

study has been made in Pakistan which was not carried out earlier to the best knowledge 

of researcher. 

 

There are described major findings of the current study keeping in view the data 

analysis made by using some tools and techniques of descriptive and inferential statistics 

and from the results of mediation test. 
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By using the descriptive procedures of statistics it has been established by this 

current study that high percentage of male youth and qualified (Master degree holders) 

respondents were from private banking sector who participated actively in the survey of 

study. Employees of banking sector shows their attitude differently towards performance 

indicators but more than fifty percent were agreed to support the relationship of proposed 

antecedents for having the greater impact on job performance and work outcomes that is 

quality of work and organizational commitment. 

 

A significant difference of opinion with respect to education among employees of 

banking sector in connection with work outcomes (quality of work and organizational 

commitment) has been found, since the highest mean value is observed of the MS/M.Phil. 

Degree holders and the lowest mean value is observed of the undergraduates; this implies 

that the employees who have high education are more focusing to achieve work outcomes 

in contrast of less educated employees. Furthermore, bank employees who have 

experience of above 21 years are more oriented with perceived job performance than less 

experienced and the significant level of difference has also been noticed among 

employees of different category of experience. 

 

The fitness of the proposed model is verified at the acceptable levels of model fit 

guide as the p-value 0.014 (p<0.05) shows the significance of the model at chi-square 

value of 6.07 and driven values of the requisite four indices (CFI, GFI, NFI, TLI,) came 

less than 1 but more than 0.95 with Root mean square error of approximation (RMSEA) 
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0.119 that is little bit above from the cutoff value of 0.08, the results of stated indices of 

structural equation modeling prove the best fit of the projected model of this study. 

 

It is proved that practice of job analysis is influencing significantly and positively 

employee’s performance in response of first question of this research study as the 

hypothesis (H12) relating to stated relationship entitled “Practice of Job Analysis is 

positively related to Perceived Job Performance” has been accepted. 

 

The impact of emotional intelligence on employee’s performance was 

interrogative by the second research question, whereof response has been found in the 

acceptance of H11 which has proved the positive and significant relationship between 

emotional intelligence and perceived job performance. 

 

The negative and significant impact of job stress on perceived job performance 

has been found in responding to third question of this current study, in view of the fact 

that H9 is acknowledged. 

 

The fourth question is pertaining to investigate the increasing effect of job 

satisfaction on employee’s job performance and work outcomes in terms of quality of 

work (QoW) and organizational commitment (OC) has been answered by the results of 

H10, H2 and H6. The first part of the research query was required to observe the rising 

effect in employee’s performance due to level of job satisfaction, which has been seen in 

the acknowledgement of H10 that due to change of one unit in job satisfaction, 
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employee’s job performance will improve by 33.5%. Whereas, the impact of job 

satisfaction on work outcomes (QoW & OC) has also been established positive and 

significant as H2 and H6 have been recognized that by one unit change in level of 

satisfaction, there will be increase in quality of work and employee’s commitment 

towards organization by 42.2% and 34.8% respectively. 

 

The positive relationship between job performance and work outcomes (QoW & 

OC) was also questioned at serial no.5 under research questions. An acceptance of H13 

and H14 is addressing of this question and declared that job performance has direct and 

positive association with quality of work and organizational commitment with beta 

values of 0.238 and 0.205respectively at P<0.05. 

 

Finally, one of the most important inquiry of this study was to examine the 

mediating role of employees’ job performance between performance indicators and work 

outcomes which has been attended and got results by this survey study that there is no 

mediation effect of perceived job performance between job stress/ practice of job analysis 

and work outcomes i.e. quality of work and organizational commitment; whereas 

employee’s performance is partially mediated between of job satisfaction/ emotional 

intelligence and work outcomes with respect to quality of work and organizational 

commitment. It is further found that job satisfaction in comparison of emotional 

intelligence has the high rate of mediation with quality of work but emotional intelligence 

has relatively high rate of mediation than job satisfaction with organizational 

commitment.   



261 

 

4.5 Discussion on Findings 

For the education of employees and employers of service organizations, it was 

and it is necessitated to obtain improvement in quality of employees’ work and their 

commitment with the organizations which is named work outcomes in this study. 

Antecedents for boosting-up employee’s performance and the extraction of work 

outcomes with the mediating role of perceived job performance are discussed in present 

study at very first time which was not investigated earlier particularly in Pakistan as per 

best available information. The function of job performance in between predictors (job 

stress, job satisfaction, emotional intelligence, practice of job analysis) and work 

outcomes is a prerequisite to contribute into the scarce research of HR as there is no 

research-work on work outcomes with the suggested bunch of variables.     

 

As some research queries have been raised in the first chapter which covers (a) to 

determine the proficient influence of “Practice of job analysis” on employees’ 

performance (b) to find out the effect of emotional intelligence on employees’ 

performance at workplace (c) to which extent job stress affect job performance (d) to 

establish the relationship of job satisfaction with employee’s job performance and work 

outcomes in terms of quality of work and organizational commitment (e) to determine the 

positive relationship of perceived job performance with (QoW & OC) work outcomes (f) 

whether the impact of job stress, job satisfaction, emotional intelligence and practice of 

job analysis on work outcomes is there through mediation of perceived job performance. 
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In viewing the research questions 22 hypotheses were devised by the course of 

extensive literature review. There were constructed eight hypotheses to examine the 

mediating effect of perceived job performance on two endogenous variables i.e. quality 

of work and organizational commitment. Subsequently in the following section of 

discussion, the consistency and inconsistency of the results and findings of this study in 

connection with each hypothesis and research questions is evaluated with previous 

literature. The discussion section is divided into three parts namely Discussion of H1-H8, 

Discussion on H9-H14 and Discussion of H15-H22. 

 

4.5.1 Discussion on H1-H8 

The following hypotheses from H1 to H8 are hereunder examined; 

H1. Job Stress (JS) is negatively related to Work outcomes i.e. Quality of work.  

H2. Job Satisfaction (JSat) is positively related to Work outcomes i.e. QoW.  

H3. Emotional Intelligence (EI) is positively related to Work outcomes i.e. QoW. 

H4. Practice of Job Analysis (PJA) is positively related to Work outcomes i.e. QoW. 

H5. Job Stress (JS) is negatively related to Work outcomes i.e. Organizational 

Commitment (OC). 

H6. Job Satisfaction (JSat) is positively related to Work outcomes i.e. OC. 

H7. Emotional Intelligence (EI) is positively related to Work outcomes i.e. OC.   

H8. Practice of Job Analysis (PJA) is positively related to Work outcomes i.e. OC. 

  

 The result of hypothesis H1 shows the negative relationship of job stress with 

work outcomes i.e. quality of work but the association between these variables is not 



263 

 

significant as P>0.05 at standardized regression weight -0.074 which explains that when 

job stress goes up by 1 unit quality of work goes down by 0.07. The result of this 

hypothesis authenticates and having consistency with the findings of  previous research 

relating to negative impact of job stress on quality of work (Goodwin and Radford, 1993; 

Dua, 1994; Hartline and Ferrell, 1996; Varca, 1999; Wetzels et al., 2000; Singh and 

Ajeet, 2008). The end result of hypothesis H2 indicates that the positive relationship of 

job satisfaction with employees’ work outcomes i.e. quality of work and having the 

significant link between these variables as P<0.05 at the weight of standardized 

regression 0.422 which clarify that when job satisfaction goes up by 1 unit quality of 

work also goes up by 0.422. The result of this hypothesis is verified and substantiated in 

consistency with the findings of earlier research relating to affirmative role of job 

satisfaction on quality of work (Hsu and Wang, 2008; Akdere, 2009; Lilian M. de 

Menezes, 2012). The finding of H2 is also responding to the one third part of the research 

question No.4, in view of the fact that the job satisfaction of bank employee would be a 

reason to increase work outcomes i.e. quality of work. However, the result of hypothesis 

H2 is not consistent with findings of Llorente et al. (2005) as they investigated that job 

satisfaction could not be the measure of quality of job. 

 

Moreover, the outcome of the relationship between emotional intelligence and 

quality of work (component of work outcomes) measured by hypothesis H3 is found 

positive and significant through regression analysis which is supported by the p-value 

(P<0.05) at the regression weight 0.394 it is validated that if emotional intelligence of 

employee in Pakistan banking sector enlarges by 1 unit, the quality of service/work at 
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workplace dropped off by 0.394.  These results are found in consistency with the findings 

of previous research in connection with positive impact of emotional intelligence on 

quality of work (Henderson, 2001; Afzal-ur-Rahim and Minors, 2003; James et al., 

2011).  The fourth hypothesis H4 is presenting the positive but insignificant results of the 

relationship between practice of job analysis (PJA) and quality of work since the 

regression weight 0.007 indicates positive influence of PJA on work outcomes in favour 

of quality of work but the change 0.007 in QoW due to one unit change in PJA is not 

worth mentioning as P>0.05. There is nominal research made pertaining to investigate the 

effect of “practice of job analysis” on quality of service/ work, hence the results of H4 are 

established consistency with results of Hoon, et al. (2000) and Cascio (1998) who 

previously examined the positive relationship between practice of job analysis and 

quality of work. 

 

Furthermore, The results of hypothesis H5 are presented a negative and 

significant relationship of job stress with work outcomes i.e. organizational commitment 

as P<0.05 at regression weight -0.105 which implies that due to 1 unit increase in job 

stress among employees at their workplace, the quality of work will move downward by 

0.105. The study of Elangovan (2001) explored the negative relationship between job 

stress and organizational commitment mediated by job satisfaction. Some more previous 

researches (Rizzo et al., 1970; Behrman and Perreault, 1984; Parasuraman, Alutto,1984; 

Jackson and Schuler, 1985; Micheals et al., 1987; Johnston et al., 1990; Mathieu and 

Zajac, 1990; Goolsby, 1992; Sager, 1994; Wheatherly and Tansik, 1993; Zeithaml et al., 
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1988; Wetzels et al., 2000; Elangovan, 2001Yousef, 2002; Nigam et al.,, 2003; Chen and 

Kao, 2011) are found consistent with the results of hypothesis H5. 

 

To the extent of relationship between job satisfaction and organizational 

commitment has been widely theorized in the previous literature of management sciences 

and verified a strong positive coalition between job satisfaction and organizational 

commitment as hypothesized by H6. The results of hypothesis H6 indicate positive and 

significant relationship at P<0.05 at regression weight 0.348  which explains the positive 

change 0.348 comes in organizational commitment due to one unit upward change in job 

satisfaction. The results of previous studies (Meyer et al., 1989; Farkas and Tetrick, 1989; 

Mathieu and Zajac, 1990; Johnston, Parasuraman, Futrell, & Black, 1990; Agho et al., 

1992; Clark and Larkin, 1992; Igbaria and Guimaraes, 1993; Brown & Peterson, 1993; 

Deconinck and Bachman, 1994; Liou, 1995; Ward and Davis, 1995; Fletcher and 

Williams, 1996; Martin & Bennett, 1996; Iverson and Deery, 1997;  Babakus et al., 1999; 

Babakus et al., 1999; Abraham, 1999; Yousef, 2000; Grant, Cravens, Low, & Moncrief, 

2001; Lowry et al., 2002; Draper, Halliday, Jowett, Normand, & O'Brien, 2004; Kim et 

al., 2005; Paulin, Ferguson, and Bergeron, 2006; Silva, 2006; Mor Barak, Levin, Nissly 

& Lane, 2006; Wu and Norman, 2006; Punnett, Greenidge, & Ramsey, 2007; Hsu and 

Wang, 2008; Yang and Chang, 2008; Deconinck, 2009; Guleryuz et al., 2008; 

Deconinck, 2009; Rutherford et al., 2009; Sweeney and Quirin, 2009; Gunlu et al., 2009; 

Rose et al., 2009; Jen-Te Yang, 2010; Katsikea et al., 2011; Nelson and Quick, 2012; 

Anari, 2012; Hayati and Caniago , 2012; de Menezes, 2012, Bal et. al., 2014, Pietersen 

and Oni, 2014 are found consistent with the results of  present study.  
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A relationship between emotional intelligence and organizational commitment 

was hypothesized by formulating the H7 and the findings of H7 are exposed the positive 

and significant relationship between observed variables of hupothesis-7.  A significant 

affiliation of EI with OC is declared as organizational commitment of bank employees 

will go upward by 0.443 on having the 1 unit positive change in emotional intelligence at 

P<0.05. A study on this stated relationship was made by Wong and Law (2002) and 

derived that organizational commitment is an outcome of emotional intelligence wherein 

positive but having nominal relationship between them as Nikolaou and Tsaousis (2002) 

concluded weak connection of control and understanding of emotions with organizational 

commitment but derived solid relationship among some dimensions of organizational 

commitment and EI and suggested that EI would be a key factor for employees to 

enhance their commitment with organizations. The study of Abraham (1999) also 

supported the results of Wong and Law (2002) and Nikolaou & Tsaousis (2002) but 

results of the current study is supported to the results of Abraham, 2000; Wong and Law, 

2002; Nikolaou and Tsaousis, 2002; Anari, 2012. 

 

There was a huge gap in the literature of HR management pertaining to practice of 

job analysis (PJA), scarce researchers who used this variable in evaluating the 

development of employees and organizations. This study examines the relationship of 

practice of job analysis with organizational commitment through H8. Results of this 

hypothesis are exposed the positive but not considerable relationship between PJA and 

organizational commitment. The weight of regression between PJA and OC is derived 

0.044 at P> 0.05 which shows positive relationship but indicates nominal effect of PJA 
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on organizational commitment. Hoon et al. (2000) presented the results of job analysis in 

collation of employee’s turnover and declared its significant effect on employee turnover 

whereas turnover of employee is considered antonym of employee’s commitment with 

his organizations. Further study of Abeysekera (2007) relating to effect of job analysis as 

one of HR practices on turnover intentions of executives and found a negative but 

significant relationship between practice of job analysis and executives’ turnover 

intentions, so therefore the relationship of “practice of job analysis” with organizational 

commitment (which is opposite of turnover intentions) has been tested and found positive 

but insignificant association among the variables of H8.  

 

So the empirical evidences (as shown in Table 4-18) of this study on Pakistan 

banking sector with respect to H1 (JS → QoW) & H5 (JS → OC) prove that the 

ignorance of business policy in making decisions relating to business and employee’s 

career development, workload pressure, job ambiguity and job insecurity are caused to 

increase job stress which affect the quality of work insignificantly but affect the 

organizational commitment significantly. On the other side, H2 (JSat → QoW) and H6 

(JSat → OC) verify that the business policy observance, relationship with other 

employees, working conditions and reward system are influencing the level of job 

satisfaction which has the positive and significant impact on employee’s quality of work 

and his organizational commitment. On the same line, it is proved by the results of H3 

(EI → QoW) & (EI → OC) H7 that emotional intelligence of bank-employee is going to 

be strengthen through self and other’s emotion appraisal, regulation of self-emotion and 

usage of emotion in facilitating the performance; this level of employee’s emotional 
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intelligence has been causing to improve employee’s quality of work and organizational 

commitment. In addition to above, the results of H4 (PJA → QoW) & H8 (PJA → OC) 

demonstrate that exercise of job analysis in banking sector is not influenced significantly 

but it has the positive relationship with employee’s work outcomes i.e. quality of work 

and organizational commitment. 

 

4.5.2 Discussion on H9-H14 

The second stage of discussion to examine the results of hypotheses from H9 to H14; 

      H9. Job Stress (JS) is negatively related to Perceived Job Performance (PJP). 

  H10. Job Satisfaction (JSat) is positively related to Perceived Job Performance (PJP). 

H11. Emotional Intelligence (EI) is positively related to Perceived Job Performance 

(PJP). 

H12. Practice of Job Analysis (PJA) is positively related to Perceived Job 

Performance (PJP). 

H13. Perceived Job Performance (PJP) is positively related to Work outcomes i.e. 

Quality of work (QoW)  

 H14. Perceived Job Performance (PJP) is positively related to Work outcomes i.e.   

Organizational commitment (OC). 

   

 The relationship between job stress (JS) and perceived job performance (PJP) was 

hypothesized (H9) and was a research question of this study as well, pertaining to effect 

of job stress on employee’s performance. Findings of H9 are suggested that there is a 

significant and negative association between JS and PJP which is supported by the 
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regression weight i.e. -0.104 at p-values (P<0.05) i.e. 0.041. The results of regression test 

are significant at p-value imply that due to upward change in job stress by 1 unit, 

employee’s job performance goes down by 0.10. H9 of this present study generates the 

uniformity with the results of earlier research in connection with negative impact of job 

stress on job performance (Viswesvaran, Sanchez & Fisher, 1999; Wetzels et al., 2000; 

Rhoades & Eisenberger, 2002; Nigam et al.,, 2003; Kazmi et al., 2008; Singh and Ajeet, 

2008; Salami, Ojokuku, and Ilesanmi, 2010; Colligan and Higgins, 2010; Halkos and 

Bousinakis, 2010; Fouzia Ali et al., 2011). On the other hand, how job stress affects the 

job performance as per research question of the present study is concerned, the results of 

H9 declares that due to ignorance of business policy by the management of banking 

sector, workload pressure of the job, less knowledge of employees about their job and job 

insecurity particularly in private banking sector are some of the dimensions of job stress 

which would be caused to decrease in employees’ job performance at their workplace as 

proved the results of H9.  The result of this subject hypothesis has found consistent with 

the study of Yitzhak et al. (1995) which proved two-way relationship of role ambiguity 

on job performance and was established accordingly a negative affiliation of role 

ambiguity with job performance. 

   

The results of H10 shows the positive and significant affiliation of job satisfaction 

with employees’ perceived job performance as P<0.05 at the weight of standardized 

regression 0.335 that authenticate the positive movement of job performance in 

accordance to change in job satisfaction. The quantification of H10 depicts that due to 

upward change in job satisfaction by 1 unit, employee’s performance also positively 
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change by 0.335. These quantitative results of H10 are found consistent and substantiated 

with the results of earlier research relating to positive relationship of job satisfaction  with 

job performance (Porter et al., 1974; Wiener and Vardi, 1980; Petty, McGee, & 

Cavender, 1984; Becker and Huselid, 1998; Judge, Thoresen, Bono, & Patton, 2001; 

Boxall and Purcell, 2003; Wright et al., 2003; Michie and West, 2004;  N.A. Bowling, 

2007; N. A. Bowling 2007; Shokrkon & Naami, 2009; Ahmad et al., 2010; Saetang et al., 

2010; Safdar, 2010; George and Dimitrios, 2010; de Menezes, 2012; Hayati and Caniago, 

2012). Moreover, the results of H10 are consistent with the theory of Locke (1976) 

investigated the give-and-take relationship between job satisfaction and productivity its 

mean job satisfaction has positive impact on productivity and productivity has positive 

effect as well on job satisfaction. These results of H10 are addressing the half part of 4th 

research question contains that can job satisfaction increase the employees’ job 

performance. The present study explored the positive impact of job satisfaction with the 

predictors of business policy observance by the top and middle management, relationship 

with others, reward system and working environment on employee job performance in 

Pakistan banking sector.     

 

Nevertheless, the outcome in respect of the relationship between emotional 

intelligence and perceived job performance intended by hypothesis H11 is found positive 

and significant through regression analysis which is backed by the p-value (P<0.05) 

along with regression weight 0.379. The result of H11validates that the upward change 

by 1 unit in emotional intelligence of bank employees in Pakistan leads to rise 

employees’ performance by 0.379.  These results are substantiated to the findings of 
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previous research in connection with positive relationship of emotional intelligence with 

employee’s performance (George & Brief, 1996; Bachman, Stein, Campbell, & 

Sitarenios, 2000; George, 2000; Goleman et al., 2002; Wong & Law, 2002 Prati, 

Douglas, Ferris, Ammeter, & Buckley, 2003; Thomas, Tram & O’Hara, 2006; Bob Wall, 

2008). Carmeli (2003) authenticated that employees having high emotional intelligence 

are observed valuable assets of the organizations. 

 

The findings of hypothesis H12 are showing the positive and significant impact of 

practice of job analysis (PJA) on perceived job performance (PJP) in view of the facts of 

regression weight 0.081 designates positive and significant influence of PJA on PJP as 

P<0.05 which implies that if PJA changes upward by 1 unit, PJP will also increase by 

0.08; the result of H12 are found corroborated with earlier research (Latham and Wexley, 

1981; Snell and Dean, 1992; Lado and Wilson, 1993; Pfeffer,1998; Cascio, 1998; 

Sherman et al., 1998; Buckley, Minette, Joy, & Michaels, 2004; McDonald & Cornetto, 

2005; Safdar, 2010). There is fewer studies wherein the relationship between practice of 

job analysis and job performance has been tested specifically in public organizations as 

well as private organizations, so there was a dire need to identify the credible role of 

practice of job analysis in relation to job performance and to contribute in the literature 

relating to importance and practice of job analysis in connection with employee’s Job 

performance (Safdar, 2010). So this study proposes that organizations can increase the 

pace of employees’ performance by doing the practice of job analysis which provide the 

correct and in time information about their job duties and responsibilities for the 

achievement of organizational goals. 
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 The perceived job performance is used as mediator variable between antecedents 

of performance and work outcomes as regards to quality of work and organizational 

commitment. There is a smaller research where job performance was used as intervening 

variable to measure the predictors’ relation to human resource management particularly 

among performance indicators and work outcomes and this study is unique in its nature. 

The preceding test of hypotheses formulated for this study are accorded to measure the 

performance antecedents with work outcomes i.e. QoW and OC (H1-H8) and the 

measurement of performance antecedents with mediator made through H9-H12. In this 

discussion the analysis of H13 and H14 are presented where perceived job performance 

was hypothesized to know its impact on QoW and organizational commitment.  

   

The relationship between perceived job performance and quality of work was 

hypothesized (H13) and a research question was noticed as well, relating to investigate 

the positive relationship of employee’s performance with work outcomes of this study.  

Findings of H13 are showing the significant and positive association between PJP and 

QoW which is supported by the regression weight i.e. 0.238 at p-values (P<0.05). The 

results of regression analysis of H13 are significant at p-value (P<0.05) means that due to 

upward change in perceived job performance by 1 unit, employee’s  quality of work goes 

up by 0.238 as there is found positive association between variables of this hypothesis. 

The results of H13 authenticates the results of earlier research in connection with positive 

impact of perceived job performance on quality of work/service (Brown, Gummesson, 

Edvardsson and Gustavasson, 1991; Babakus and Boller, 1992; Brady et al., 2001; Zhou, 

2004; Carrillat et al., 2007; Oluseyi and Ayo, 2009; Kumara and Darolia, 2010) 
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As far as the affiliation of perceived job performance with organizational 

commitment is concerned, it was hypothesized (H14) and a research question was taken 

into account to investigate the positive relationship of employee’s performance with 

organizational commitment (OC) one of the work outcomes of this study. Findings of 

H14 are viewing the significant and positive alliance between PJP and OC which is 

supported by the regression weight i.e. 0.205 at p-values (P<0.05). The results of 

regression analysis of H14 are found positive and significant at p-value (P<0.05) means 

an increase in perceived job performance by 1 unit, employee’s commitment with his 

organization goes up by 0.205. The results of H14 proves the consistency with the result 

Jackofsky (1984) in connection with positive impact of perceived job performance on 

organizational commitment but found inconsistent with result of Steers, 1977; Wiener 

and Vardi, 1980; Somers and Birnbanm, 1998; Rashid, Sambasvani & Joari (2003) as 

they derived invisible relation between organizational commitment and job performance. 

 

The experiential evidences of this research (as shown in Table 4-19) with respect 

to H9 (JS → PJP), H10 (JSat → PJP), H11 (EI → PJP) and H12 (PJA → PJP) validate 

that employee’s performance is positively and significantly influenced by proposed 

antecedents i.e. job stress, job satisfaction, emotional intelligence and practice of job 

analysis. Furthermore, the positive and significant relationship of perceived job 

performance has been found with the endogenous variable of this study i.e. work 

outcomes in terms of quality of work and organizational commitment which are theorized 

by H13 (PJP → QoW) and H14(PJP → OC). The results of these hypotheses advise to 

the bank professional and practitioners that employee’s level of “quality of work” and 
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organizational commitment can be increased by improving the job performance and the 

expected performance of employee can be increased by designing the functions of 

proposed antecedents of this study. 

 

4.5.3 Discussion on H15-H22 

The third stage of discussion to examine the results of hypotheses from H15 to 

H22; these hypotheses are tested in the first time in the setting of present study. Earlier 

hypotheses H1-H14 were tested by preceding researchers in different setting but the 

followings research assumptions have been examined by current study and contributed 

novelty in the literature of HR management. The work of fiction is hypothesized as 

narrated hereunder;  

 

H15. Job Stress (JS) is negatively related to Quality of Work (QoW) by mediating the 

Perceived Job Performance. 

 

H16. Job Satisfaction (JSat) is positively related to QoW by mediating the Perceived Job 

Performance. 

 

H17. Emotional Intelligence (EI) is positively related to QoW by mediating the Perceived 

Job Performance. 

H18. Practice of Job Analysis (PJA) is positively related to QoW by mediating the 

Perceived Job Performance. 

 

H19. Job Stress (JS) is negatively related to organizational commitment (OC) by 

mediating the Perceived Job Performance. 
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H20. Job Satisfaction (JSat) is positively related to OC by mediating the Perceived Job 

Performance. 

 

H21. Emotional Intelligence (EI) is positively related to OC by mediating the Perceived 

Job Performance. 

 

H22. Practice of Job Analysis (PJA) is positively related to OC by mediating the 

Perceived Job Performance. 

 

The results of H15 narrated in comparison of direct and indirect effect are 

discussed here in details that the mediation impact of job performance between job stress 

and work outcomes i.e. quality of work  has not been found, seeing that two conditions of 

mediation (first and fourth) could not be fulfilled as recommended by Baron & Kenny 

(1986). Whereas job stress has a negative and significant effect on the perceived job 

performance in accordance with acceptance of hypothesis H9 and employee’s job 

performance has also positive and significant relationship with work outcomes i.e. quality 

of work in relation to acceptance of H13. Thus, the relationship between job stress and 

quality of work is not mediated by job performance in this proposed setting. However, 

the mediation effect of job performance between job stress and work outcomes i.e. 

organizational commitment was hypothesized by H19 which has also not been 

established as fourth condition of mediation analysis as proposed by Baron & Kenny 

(1986). It is concluded that employee’s performance has not been intervened between job 

stress and work outcomes i.e. quality of work & organizational commitment but job 
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stress individually affect the both work outcomes and not significantly in case of quality 

of work. 

  

The results of H16 and H20 narrated in comparison of direct and indirect effect 

indicate that the partial mediation impact of job performance between job satisfaction and 

work outcomes i.e. quality of work and organizational commitment has been originated 

on satisfying the all conditions of mediation analysis (Baron & Kenny, 1986) at P<0.05. 

Since the job satisfaction has a positive and significant effect on quality of work and 

organizational commitment as per acceptance of H2 and H6; in addition to, job 

satisfaction has also positive and significant impact on perceived job performance as per 

acceptance of H10. It is achieved that employee’s performance has been partially 

intervened between job satisfaction and work outcomes i.e. quality of work & 

organizational commitment.  

 

 

The results of H17 and H21 narrated in comparison of direct and indirect effect 

specify that the partial mediation effect of job performance between emotional 

intelligence and work outcomes i.e. quality of work and organizational commitment has 

been created on satisfying the all conditions of mediation analysis (Baron & Kenny, 

1986) at P<0.05. Since there is found a positive and significant effect of emotional 

intelligence on quality of work and organizational commitment as per acceptance of H3 

and H7; furthermore, emotional intelligence has positive and significant effect on 

perceived job performance as per acceptance of H11. It is declared that employee’s 
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performance has been partially mediated between emotional intelligence and work 

outcomes i.e. quality of work & organizational commitment. 

 

The findings of H18 and H22 narrated in comparison of direct and indirect effect 

are elucidated in details that the mediation impact of job performance between practice of 

job analysis and work outcomes i.e. quality of work and organizational commitment has 

not been found, as first condition of mediation analysis could not be fulfilled in 

accordance to recommendation of Baron & Kenny (1986). Whereas practice of job 

analysis (PJA) has a positive effect on both dimensions of work outcomes but not 

significantly as rejected H4 and H8 but PJA has positive and significant relationship with 

perceived job performance as acceptance made of hypothesis H12. Thus, the relationship 

between practice of job analysis and work outcomes i.e. quality of work and 

organizational commitment is not mediated by job performance in this projected setting 

of variables. It is derived that employee’s job performance has not been mediated 

between practice of job analysis and work outcomes i.e. quality of work & organizational 

commitment. Its mean that job performance could not play role of mediation between 

practice of job analysis and projected work outcomes. 

 

  



278 

 

Chapter 5 

Conclusion, Recommendations and Implications 

 

5.1 Conclusion  

This study addresses the gap in the literature pertaining to conceptualization on 

employees’ work outcomes in terms of quality of service/work and organizational 

commitment with or without intervention of perceived job performance particularly at 

service organizations that was really shortage in the research of HR management and 

human behaviour. 

 

The results of this study provide professionalism to human resource managers and 

executives for the direction of employees in the high service atmosphere and confirm 

statistically the impact of anticipated performance indicators on employee job 

performance and on work outcomes. By this study, it has come to notice as it has not 

been investigated earlier as per best knowledge of the researcher that job satisfaction and 

emotional intelligence are the valuable antecedents of perceived job performance and 

work outcomes in terms of quality of work and organizational commitment where 

employee’s job performance has been proved as a partial mediator but two more 

performance predictors i.e. job stress and practice of job analysis have negative and 

positive association respectively with  employee’s job performance at the level of 

significance; however job stress and practice of job analysis are related with work 

outcomes negatively and positively as well but neither significantly nor having impact of 



279 

 

mediator (job performance) with employees’ work outcomes in banking industry of 

Pakistan. The four predictors in this study i.e. job stress, job satisfaction, emotional 

intelligence and practice of job analysis of perceived job performance and work outcomes 

have actually been supposed to take as interpreters for the improvement of employees’ 

contentment and abilities in the service environment of banking sector. Only one of them 

i.e. job stress is negatively influenced to employee job performance and work outcomes; 

remaining three are positively persuaded to the conceptualization on job performance and 

work outcomes in this line of investigation.    

 

Of course, the present study reveals that work outcomes that is to say quality of 

service and organizational commitment are enhanced by performance indicators 

considered in this research; nevertheless, employees’ performance which eventually may 

attract and satisfy the clients of service concerns which is suggested for one of further 

references.  

 

5.2 Managerial Implications and Recommendations for Banking Sector 

 

On receipt of major findings from this study, there are submitted some strategic 

recommendations for enhancing employees’ performance and their work outcomes which 

actually becomes the reason of organizational success. 
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Firstly, banking sector can get managerial education by focusing on this study. As 

this study gives a practical exposure relating to organizational education, especially to 

managers and generally to top management of banking industry.  

 

Secondly, exclusive results of present study demonstrated that job satisfaction is 

predictor of job performance and work outcomes wherein job performance is partially 

mediating between job satisfaction and work outcomes which was not earlier concluded 

by any research as per best knowledge of researcher. Therefore, banking sector can 

increase the level of employees’ performance and work outcomes in terms of quality of 

work and organizational commitment by giving the job satisfaction to their employees 

through providing the fortunate work environment, business policy observance, 

establishing the good relationship among employees and competitive reward system, so 

they will work efficiently and make more commitments with their organizations. 

 

 

Thirdly, as emotional intelligence plays integral role in HR management in 

banking sector and employees particularly in private sector are suffering from stress due 

to business policy ignorance, workload pressure and job insecurity and having less rate of 

satisfaction from their job due to fewer observance of business policy, so banks should 

provide performance-lift environment by conducting the training sessions on emotional 

intelligence and on stress management at workplace for improving employees 

performance and their work outcomes in terms of quality of work and organizational 

commitment.  
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Fourthly, banking sector should exercise the job analysis on regular basis because 

it has been found positive and significant relationship with job performance. It is further 

required to know in this sector, whether the “practice of job analysis” is being done in 

true spirit on every change in job activity and due to change in technology as well within 

the organization or otherwise.  

 

Fifthly, management should offer vigilance programs in favour of employees with 

regard to upgradation in employees’ productivity i.e. job performance through suggested 

antecedents (in particular emotional intelligence, job satisfaction and job stress) of this 

study for minimization of intellectual gap between employees and administration for the 

efficient completion of given assignments. The management should ensure to enhance 

strong coordination among staff and supervisors (indicator of emotional intelligence), to 

observe business policy in decision making, engagement of more staff to control 

workload pressure, by providing favourable physical environment i.e. noise, light, room 

temperature and seating arrangement (indicator of job satisfaction), to provide planned 

work and clear instructions to employees with respect to their job description and 

avoidance to ignore business policies in doings of business procedures (indicators of job 

stress), to take in practice of job analysis which is a requisite tool for performance 

development. 

 

Lastly, it has been proved by this study that stress affects the quality of work, 

employees’ organizational commitment, and their performance, so the recommendations 

for the management and in particular for managers with respect to control stress at 
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workplace in Pakistan banking sector by observing business policies in decision making 

whether relating to business development decisions or relating to employees’ career 

development, by reducing workload pressure through hiring of more skillful hands and 

providing the opportunity to employees for spending balanced lives, by redesigning the 

job through practice of job analysis and by reviewing and redesigning the efficiency and 

discipline rules pertaining to service regulations which will strengthen the job security of 

employees. These policies will facilitate to bank employees for having the better control 

on their work activities.  

 

5.3 Limitations and Future Research Recommendations 

Even with the valuable results and findings in support of literature and 

practitioners, following limitations of this study are suggested for upcoming researchers 

to embrace in their future research.  

 

At first, data collection was made from public and private banks but from only 

one industry. The data were collected from twin cities (Islamabad & Rawalpindi) and 

capital cities i.e. Karachi, Lahore, Peshawar, Quetta and from one big city that is 

Faisalabad from banking sector only as it was one of  limitations by Muhammad Asif 

Khan (2009) wherein Pakistan banking sector was studied. In spite of that, present study 

has a limitation of generalizability. In future, some more financial sectors (e.g. 

Development Finance Institution (DFIs), Insurance Companies, Directorate of National 

savings etc.) and more big cities of Pakistan are proposed to take to authenticate the 

results of current study and for escalation the generalizability. 
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Secondly, the data were assembled by cross sectional in this study but in future 

longitudinal study is suggested to validate the results of this study. 

 

Third one, the present study explored two antecedents i.e. job satisfaction and 

emotional intelligence wherein job performance is mediating between these antecedents 

and work outcomes i.e. quality of work and organizational commitment, but in the future 

research more antecedents of job performance and work outcomes are proposed to 

explore within the model of this study.   

 

Fourth-one, the Researcher of this study has first time introduced two dimensions; 

one for Job Satisfaction i.e. Business Policy Observance and the second for Job Stress i.e. 

Business Policy Ignorance. And devised three items scale for measuring of these two 

dimensions, in future the number of items of these dimensions may be increased for 

improving the correctness of research results. In addition to, three antecedents of this 

study i.e. job satisfaction, emotional intelligence and job stress were measured with four 

dimensions for each; in future, innovation of new constructs for these variables are 

suggested to devise for future studies.  

 

At last but not least, In future, an accepted mediating effect of perceived job 

performance between two antecedents (i.e. job satisfaction and emotional intelligence) 

and work outcomes i.e. quality of work and organizational commitment is required to 

enlarge among more financial sectors of Pakistan to test and increase the rate of 

generalizability of the present research. 
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5.4 Contribution of the Present Research 

This study has many reasons to be unique. Such as an identification of 

antecedents pertaining to retention of clients by tendering the quality of work/service and 

retention of employees by improving their commitment level with organizations in 

banking sector is the essence of this research work, whereon very limited research is 

made so far. Very recent researches (Halkos, Bousinakis, 2010; Safdar, 2010; Fouzia, 

2011; Mathew, Ogbonna & Harris, 2012; Nguyen et al., 2014) ratified to examine the 

selected variables of this study.  

 

Earlier scholars have investigated the effects of job stress, job satisfaction, 

emotional intelligence and practice of job analysis on job performance and their 

association one way or the others with service quality or quality of work and with 

organizational commitment but in the service industry particularly in Pakistan banking 

sector, the mediating role of perceived job performance among quantified variables of 

this study is the newness and novelty of this research work. Moreover new indicator of 

job satisfaction i.e. business policy observance and new dimension of job stress i.e. 

business policy ignorance have also been derived at very first time in this research work 

as per best knowledge of the researcher. The ways to exploration of new techniques in 

banking sector for increasing quality of work to hold existing clients and to fascinate new 

ones are brought out for professionals by this research for achieving the ultimate goals of 

the organizations which is an addition to the research so far and a contribution to the 

existing literature relating to human resource management.  
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Aforementioned research derived the impacts of job stress and employee’s level 

of satisfaction on different approaches of productivity through examining the employee’s 

behaviour and his performance in service industry. Robbins (2001) has attested that as 

and when an employee feels comfortable with his assigned work then his performance is 

going to be improved at the progressive rate and he executes his everyday job in a better 

way. In the process of service management sectors clients, employees and their 

organization are considered a same entity so they use their influence in a similar way for 

mutual interest. A very integral instrument comprising on employee’s satisfaction, stress 

and his emotional intelligence for enhancing his job performance and work outcomes in 

connection with a good quality of work and employee’s organizational commitment is 

devised and added to the present literature of HR management through this research 

work. 

 

The major contribution of this study is the establishment of new theory where Job 

Performance is mediating between two antecedents (i.e. Job Satisfaction and Emotional 

Intelligence) and Work Outcomes in terms of “Quality of Work” and “Organizational 

Commitment”. 

 

The present study is contributing to the prevailing body of knowledge not only to 

the theoretical portion but also to the practical front for professionals. 
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Appendix-A 

      QUESTIONAIRE 

 

Employees’ performance and work outcomes 
______________________________________________________________________________ 

The banking sector in Pakistan has experienced growth and expansion in an extraordinary 

manner over the last two decades. However, there is still need to explore new ways to 

improve the employees’ performance and work outcomes. In this regard your opinion has 

vital significance. This survey is a part of Ph.D. thesis being carried out by Malik 

Muhammad Afzal, PhD Scholar at National University of Modern Languages (NUML) 

Islamabad (Ph. 0332 517 3768 Email: afroh75@yahoo.com ). Exclusively, this is an 

academic survey to be completed by recording your views. Please share your views below 

because they are very important. 

 

A. Demographic Information 
 

A.1 Gender:  1. Male  2. Female  
 

  

A.2 Age: 1. Under 30 

                         2. 30-39 

                         3. 40-49 

                         4. Above 49 
 
 

A.4 Types of Bank: 

1. Public 

Bank 

2. Privat

e 

Bank 
 

A.6Designation:____________ 

A.7Department:____________

A.8 No. of Employees in this Branch: ______________ 

A.9 Bank name with branch and District/Tehsil/City: ___________________________ 

 

 

  A.3 Education: 

1. Undergraduate 

 2. Graduate 

3. Master 

4. MS/M.Phil. 

5. Doctorate 

A.5 Work Experience: 
1. 1-5  

2. 6-10 

3. 11-15 

4. 16-20 

5. Above 20 

mailto:afroh75@yahoo.com
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There are five scales of rating starting with 1= strongly disagree onto strongly agree =5.  

Kindly encircle only one scale according to your observations and experience. 
 

 

1 = Strongly Disagree (SD) 

2 = Disagree (D) 

3 = Neither Agree Nor Disagree (N) 

4 = Agree (A) 

5 = Strongly Agree (SA) 

 

 

 
 

Sr. 

No.          
Items SD D N A SA 

1 EI 

 

I have a good sense of why I have certain feelings most of 

the time. 
1 2 3 4 5 

2 I have good understanding of my own emotions. 1 2 3 4 5 

3 I really understand what I feel. 1 2 3 4 5 

4 I always know whether or not I am happy.  1 2 3 4 5 

5 I always know my friends‟ emotions from their behavior. 1 2 3 4 5 

6 I am a good observer of others‟ emotions.  1 2 3 4 5 

7 I am sensitive to the feelings and emotions of others. 1 2 3 4 5 

8 
I have good understanding of the emotions of people around 

me. 
1 2 3 4 5 

9 
I always set goals for myself and then try my best to achieve 

them.  
1 2 3 4 5 

10 I always tell myself I am competent person. 1 2 3 4 5 

11 I am a self-motivated person. 1 2 3 4 5 

12 I would always encourage myself to try my best. 1 2 3 4 5 

13 
I am able to control my temper and handle difficulties 

rationally. 
1 2 3 4 5 

14 I am quite capable of controlling my own emotions.  1 2 3 4 5 

15 I can always calm down quickly when I am very angry. 1 2 3 4 5 

16 I have good control of own emotions. 1 2 3 4 5 

17 

JSat 

I am happy to see that decisions are made according to the 

business policy. 
1 2 3 4 5 
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Sr. No. 

 

Items 
 

 

SD D N A SA 

18 I feel pleasure by the way of my organization is worked. 1 2 3 4 5 

19 
My organization considers employee’s growth at the time of 

policy creation. 
1 2 3 4 5 

20 
I am comfortable with my job as my colleagues are 

supportive in completion of task. 
1 2 3 4 5 

21 My job is pleasant as I have good relation with others. 1 2 3 4 5 

22 
I feel that there are some colleagues with whom I can share 

matters. 
1 2 3 4 5 

23 I am happy with my pay package. 1 2 3 4 5 

24 
We receive benefits, as most of other organizations are 

offered. 
1 2 3 4 5 

25 
My salary is sufficient to meet the basic needs of myself and 

my family.   
1 2 3 4 5 

26 
I feel pleasure at workplace as we are working in favorable 

environment. 
1 2 3 4 5 

27 

I am provided with a favorable physical environment to 

perform my job (e.g. noise, room temperature, seating 

arrangement). 

1 2 3 4 5 

28 I work comfortably in an open office space.  1 2 3 4 5 

29 JS 
I worry to see that decisions are made against the business 

policy.  
1 2 3 4 5 

30 
I feel unhappy by the way of my organization is worked.  1 2 3 4 5 

31 
My organization doesn’t care employee’s growth in policy 

creation.  
1 2 3 4 5 

32 My job tends to directly affect my health. 1 2 3 4 5 

33 At the end of the day, my job leaves me “stressed-out.” 1 2 3 4 5 

34 Problems associated with work have kept me awake at night. 1 2 3 4 5 

35 My job has become increasingly overloading. 1 2 3 4 5 

36 I have to work often longer than my scheduled time. 1 2 3 4 5 

37 
Worries about my job make it hard for me to enjoy myself 

with my family. 
1 2 3 4 5 

38 I experience sleep disturbances because of high job pressure. 1 2 3 4 5 

39 
I feel nervous because of my job. 

 
1 2 3 4 5 
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Sr. 

No.          
Items SD D N A SA 

40 My job duties and work objectives are unclear. 1 2 3 4 5 

41 I know how my performance is going to be evaluated. 1 2 3 4 5 

42 I feel that my future in this organization is uncertain. 1 2 3 4 5 

43 I feel stress due to insecure of my job. 1 2 3 4 5 

44 There are chances to lose my job soon.  1 2 3 4 5 

45 

PJA 

Practice of job analysis is given due importance in this 

organization. 
1 2 3 4 5 

46 
The practice of job analysis is a regular feature in my 

organization. 
1 2 3 4 5 

47 
An exercise of job analysis is made even the change comes 

in job activities. 
1 2 3 4 5 

48 

PJP 

This organization makes the best use of the capabilities of its 

employees. 
1 2 3 4 5 

49 Right people are deployed at right jobs. 1 2 3 4 5 

50 Resources are put to the best use in this organization. 1 2 3 4 5 

51 

QoW 

Systems and processes are placed in this organization to 

ensure that standards are adhered to increase value of the 

service. 

1 2 3 4 5 

52 This organization is known for focusing on excellence. 1 2 3 4 5 

53 
People in this organization are concerned to improve their 

service delivery. 
1 2 3 4 5 

54 

OC 

I am willing to put in a great deal of effort beyond that 

normally expected in order to help this organization to be 

successful. 

1 2 3 4 5 

55 
I talk up this organization to my friends a great organization 

to work for. 
1 2 3 4 5 

56 
I would accept almost any type of job assignment in order to 

keep working for this organization.  
1 2 3 4 5 

 
 

 

Thank you very much for your kind participation 
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List of Branches of Public and Private Banks in Selected Cities            Appendix-B 
 

Number of Branches of Public 

Banks 

Total in 

Country     

Rawalpindi 

/Islamabad 

Lahore  Karachi Peshawar Quetta  Faisalabad Total 

of 

Cities 

Total Branches, National Bank of 

Pakistan 

1,354 55+27=82 73 92 21 20 47 335 

Total Branches, Bank of Punjab 364 14+12=26 75 10 11 1 13 136 

Total Branches, Bank of Khyber 119 3+3=6 8 10 18 3 2 47 

Total Branches, First Women Bank  41 3+4=7 4 10 2 1 1 25 

Total Branches, Sindh Bank 170 4+4=8 17 54 4 2 1 86 

Sub-Total 1 2,048 129 177 176 56 27 64 629 

Number of Branches of Pvt. 

Banks 

        

Total Branches, Allied Bank  1,000 75+41=116 66 116 41 36 41 416 

Total Branches, Askari Bank 267 26+26=52 35 62 3 8 5 165 

Total Branches, Bank AL Habib 462 19+15=34 68 181 9 2 15 309 

Total Branches, Bank Alfalah  576 19+14=33 44 58 8 9 13 165 

Total Branches, Citibank 3 1 1 1 0 0 0 3 

Total Branches, Dubai Islamic 

Bank 

175 8+9=17 27 69 2 2 5 122 

Total Branches, Faysal Bank 270 10+10=20 10 10 10 10 10 70 

Total Branches, Habib Bank 1,520 38+37=75 110 160 27 18 47 437 

Total Branches, Habib 

Metropolitan Bank 

183 2+2=4 14 59 1 1 2 81 

Total Branches, Khushhali Bank of 

Pakistan 

114 1+1=2 1 1 1 1 2 8 

Total Branches, MCB Bank 1,208 23+28=51 88 126 19 14 38 336 

Total Branches, Meezan Bank 405 19+21=40 72 118 11 8 21 270 

Total Branches, Standard Chartered 

Bank  

162 7+9=16 15 43 4 1 5 84 

Total Branches, United Bank  1,320 47+18=31 70  112 26 30 55 324 

Sub-Total 2 7,665 492 621 1,116 162 140 259 2,790 

Grand Total 9713 621 798 1,292 218 167 23 3,419 

http://en.wikipedia.org/wiki/Allied_Bank_Limited
http://en.wikipedia.org/wiki/Askari_Bank
http://en.wikipedia.org/wiki/Bank_AL_Habib
http://en.wikipedia.org/wiki/Dubai_Islamic_Bank_Pakistan_Limited
http://en.wikipedia.org/wiki/Dubai_Islamic_Bank_Pakistan_Limited
http://en.wikipedia.org/wiki/Faysal_Bank
http://en.wikipedia.org/wiki/Habib_Metropolitan_Bank
http://en.wikipedia.org/wiki/Habib_Metropolitan_Bank
http://en.wikipedia.org/wiki/Khushhali_Bank
http://en.wikipedia.org/wiki/Khushhali_Bank
http://en.wikipedia.org/wiki/Standard_Chartered_Pakistan
http://en.wikipedia.org/wiki/Standard_Chartered_Pakistan
http://en.wikipedia.org/wiki/United_Bank_Limited_Pakistan
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Source: List of Branches of Public and Private Banks in Selected Cities 

 

 


