
  
Abstract—The aim of this study was to examine the 

influence of emotional intelligence and leader-member 
exchange (LMX) on organizational citizenship behaviour.  
Using a sample of 180 supervisor-subordinates dyads, this 
study hypothesized that emotional intelligence and leader-
member exchange would have a stronger relationship to 
organizational citizenship behaviour. One’s ability to succeed 
in coping with environmental demands and pressures is a 
function of one’s emotional intelligence. It is expected that in a 
relationship oriented society like Malaysia, the quality of the 
dyadic relationship would strongly influence employees’ 
behavioural tendencies.  The result shows that other’s emotion 
appraisal (and regulation of emotion has a positive influence 
on altruism and civic virtue respectively.  Meanwhile other’s 
emotion appraisal also shows a positive influence on LMX.  
Further research and practical implications are discussed.  
 

Index Terms—Emotional intelligence, leader-member 
exchange, organizational citizenship behaviours, work 
behaviours.  
 

I. INTRODUCTION 
Emotional intelligence (EI) reflects the ability to read and 

understand others in social contexts, to detect the nuances of 
emotional reactions, and to utilize such knowledge to 
influence others through emotional regulation and control.  
Organizations now emphasize the need for leaders to take 
on new roles of facilitating, coordinating, and orchestrating 
the work behaviours of others. For decades, leadership 
scholars have sought to identify the personal qualities and 
characteristics that contribute to leadership effectiveness.    
Emotional intelligence (EI) has emerged as one of the most 
social effectiveness constructs.  Meanwhile, the world is 
looking forward to high performance organizations that 
would provide high work behaviours to their employees and 
would also cherish excellence and effectiveness.  This could 
be achieved if we could develop organizational citizenship 
behaviour (OCB).  What makes an employee successful has 
been the main question of management in an organization.  
Likely because of its contribution to overall organizational 
functioning [1]    in particular, has been researched so 
extensively that its literature is large enough to yield a 
comprehensive meta-analysis [2].    

The objectives of the study are thus: 
To test the differences of emotional intelligence between 

the male and  female supervisors in the banks. 
To test the differences of organizational citizenship 
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behaviours between the male and female subordinates in the 
banks. 

To test the differences of EI and OCB among the banks. 
To examine the relationship between a leader’s EI and 

LMX on an employee’s performance OCB. 

A. Statement of the Problem 
Competition within organizations is one of the challenges 

that the management in banks must take into account.  To 
compete, the banks must find strategies to overcome the 
challenge.  For instance, banks need employees who are 
competitive, valuable, rare and well organized.  Emotional 
intelligence’s  role in the workplace seems to be an 
important one [3-4].  Malaysia needs a strong and efficient 
workforce in every organization to sustain competitive 
advantage. Organizations in Malaysia such as banks need 
employees who constantly exert discretionary behaviour 
that exceeds their formal role requirements and improve the 
overall functioning of the organizations.  By creating 
citizens, rather than mere employees, organizations hope to 
employ individuals who will exhibit behaviours beyond 
their job descriptions [5-6].   There is an urgent need to 
study OCB in the banks because of the busy working place.  
This study concentrates on the non-supervisory level 
because they are more likely display extra-role attitude [7].  
Studies of OCB are predominantly of non-managerial/non-
professional groups.  [7] noted, job descriptions for higher 
level positions are more open-ended and make it more 
difficult to distinguish between in-role performance and 
OCB. 

B. Differences of EI and OCB in Gender  
[8] has proven that female scored higher EI than male.  

Some gender differences was found, with supervisors rated 
females higher in adaptability and service orientation, while 
peers rated females higher on emotional self-awareness, 
conscientiousness, developing others, service orientation, 
and communication.  Attention to gender differences has 
been driven by the increase in awareness of sex-based 
differences in occupations, discrimination against women 
by organizations, and equal employment opportunity 
legislation that protects women’s roles in the workplace [9].  
A study by [10] revealed that girls were found to have 
higher emotional intelligence than boys. However, the 
differences were significant only at 0.10 level. Since 
females tend to be more emotional and intimate in 
relationships as compared to males, their emotional 
intelligence ought to be higher than males. This is perhaps 
because of the society, which treats the two genders 
differently as has been found in studies by [11] and [12].  
Moreover, higher emotional intelligence among women can 
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also be explained in terms of some of their personality traits. 
Similar findings were reported by [13].   

Meanwhile, for many decades OCB has become a 
popular research topic among industrial/organizational 
psychologists.   Research has begun to look at the 
relationship between OCB and gender [14-15].  Women are 
expected to play a part in certain dimensions of OCBs, 
whereas men are expected to participate in others.  Research 
in this particular area is scarce [16-17].  In [18] (2001) study, 
they found that women participate in OCB in general more 
often than men.  The results indicate that overall, women 
are more likely to engage in OCB than men. [19] who found 
helping (altruism) to be higher in women and civic virtue in 
men.  Although [2] and researcher in Malaysia, [20], failed 
to show that gender was associated with OCB but there 
were some past studies conducted by [21-22], which found 
some differences. There was evidence that women 
performed higher levels of OCB than their male 
counterparts. Previous investigations have also revealed that 
women are more concerned than men with helping others 
[23]. Therefore, it is hypothesized that: 

C. Emotional Intelligence Defined 
Leaders who have the capability show positive EI may 

bring positive impact to organizational success.   The issues 
of EI are generating increased interest in the field of 
leadership studies as researchers attempt to identify the 
qualities that predict effective leaders [24-25].   Past 
research have shown leaders who utilize their behaviours 
such as displaying care and concern, maintaining positive 
moods, support and display fair treatment and respect for 
others [26-27] may enhance outcomes to organizational 
success.  The development of EI should be a priority in 
organizations because understanding of employees would 
help to foster a cohesive and pleasant work environment 
rather than having the abusive environment that currently 
exists [28-29].   

D. Organizational Citizenship Behavior Defined 
Organizational citizenship behaviour represents a very 

old human conduct of voluntary action and mutual aid with 
no request for pay or formal rewards in return.  The concept 
was first introduced in the mid 1980s by Dennis Organ and 
theory on this area has been expanded rapidly in the years 
following.  For an organization to operate effectively, its 
employees must go beyond the roles that are not indicated 
by their formal job descriptions [30].  Organizational 
citizenship behaviour involves an employee performing a 
function that is not required and receiving no reward, 
monetary or not.  Whereas OCB is rather a matter of 
personal choice and its omission is not understood as 
punishable.   

E. Leader-Member Exchange Defined 
A review of the research reveals that relative to perceived 

organizational support, LMX is a better predictor of OCB 
[31].  Leader-member exchange (LMX) theory suggests that 
leaders differentiate among their subordinates within the 
work unit [32-33].  Many studies [34-36] have been 
conducted to investigate the role of supervisors play in their 
relationship with subordinates.  Leader-member exchange 
describes the relationship between a leader and a 

subordinates and how they influence each other in an 
organization and their interdependencies [37]   The key 
premise of LMX theory is that the exchange relationship 
between a leader and a member has an influence on many 
organizational outcomes.  Recently, LMX has been related 
to behaviours such as OCB [31, 38-40].  

F. The Impact of EI and OCB on Workplace 
Effectiveness 

To survive in today’s workplace that is dynamic and 
changing rapidly, it is crucial that leaders or supervisors 
possess EI in addition to traditional leadership competencies.  
Being a leader, one needs the ability to influence human 
behaviour so as to accomplish a mission. It is now 
commonly accepted that an important condition of 
organizational effectiveness is a willingness of employees 
to “go above and beyond” the formal specifications of their 
prescribed roles [41].  The more we free human and 
material resources from maintenance and make them 
available to the productive process, the more efficient our 
system will be [7].  There are several reasons why OCB 
might influence organizational effectiveness [42-43].  For 
instance, OCB may contribute to organizational success by 
a) enhancing co-worker and managerial productivity (e.g. 
may help the employee to become more productive 
employee). In research conducted by [44] a positive 
correlation between OCB and an organization’s outcomes 
was found.    On top of that, OCB is also seen as a 
mechanical enhancing the social attractiveness in a work 
unit [45].  It is known that to those who displaying OCB 
may become more socially attractive which make their 
peers, friends and partners appreciated them.  Consequently, 
this may bring to a favourable working environment in an 
organization. 
 

II. METHODOLOGY 

A. Sample and Data Collection Procedures 
A cross-sectional research design was used to examine 

the relationship between quality of EI, LMX and OCB.  
Data were collected through printed questionnaires 
personally administered at various development banks 
situated in Klang Valley.  The questionnaires, which were 
numbered in paired sequence, were given to the respective 
supervisors and they would then be distributed to their 
subordinates depending on the managers’ span of control.  
The data collected from was processed with the help of 
computer based software system –SPSS version 16.   The 
sample of respondents was split between males (58.4%) and 
females (41.6%) 5.9 per cent and 7.4 per cent of the 
respondents were between the ages of, 35 to 50.  On the 
other hand, 68.7 per cent were married and 94.6 per cent 
were from Malays ethnic.  Majority of the respondents hold 
Bachelor Degree with 54 per cent and majority (26%) have 
been working in the banks for more than16 years and above, 

B. Measures 
Emotional Intelligence:  The researcher used Wong and 

Law [46] measurement for EI (WLEIS). This is a short 16-
item measure of EI that closely aligns with [47]original 
conceptualization of EI.  WLEIS measures four (4) 
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dimensions of EI namely the self-emotion appraisal (SEA), 
other’s emotion appraisal (OEA), use of emotion (UOE), 
and regulation of emotion (ROE).  Items are measured on a 
7-point Likert scale ranging from 1 (strongly disagree) to 7 
(strongly agree).   

Organizational Citizenship Behaviour:  The measure was 
comprised of 24-item OCB scale developed by [44] has 
been used to assess five dimensions of OCB proposed by 
[7].  After factor analysis was carried out, courtesy was 
dropped from the original dimension.  For the purpose of 
this study, the dimensions used were OCB-altruism, 
conscientiousness, sportsmanship and civic virtue.  
Responses to all items were on a seven-point Likert-scale 
ranging from 1 (Strongly Disagree) to 7 (Strongly Agree).  
The in-role measurement was used and added to the 
questionnaire.  The in-role items were adapted from [48].  A 
7-item for in-role was included so that variance accounted 
for by OCB versus in-role behaviours could be isolated [44, 
48].  The in-role scale used a response format ranging from 
1=”Strongly Disagree” to 7= “Strongly Agree” on a 7-point 
Likert scale.   

Leader-Member Exchange: Leader-Member exchange 
was used as the independent variable.  This study used a 
modified version of the LMX7  

[32].  The nine-item LMX scale is an expansion of the 
seven-item scale used by [32] which has shown strong 
reliabilities in several studies.  The scale was on a 7-likert 
scale ranging from strongly disagree (1) to strongly agree 
(7).   

C. Current Status of Each Construct/Variable 
Descriptive statistics such as minimum, maximum, mean 

and standard deviation were used to determine the current 
status of each construct in this study.  Hence, table I 
displays the current status of each variable used in this study.   
 

TABLE I: CURRENT STATUS OF VARIABLES 
No Variables Minimum Maximu

m 
Mean Standard 

Deviation

1 UOE 3.00 7.00 5.75 0.85 
2 ROE 1.50 7.00 5.35 0.88 
3 SEA 3.67 7.00 5.70 0.78 

4 OEA 2.50 7.00 5.09 0.79 
5 LMX 2.44 6.89 5.14 0.94 

6 IN-ROLE 1.80 7.00 5.19 0.77 

7 CON 1.40 7.00 4.93 0.79 

8 SPT 1.67 7.00 3.95 1.12 

9. ALT 1.60 7.00 5.13 0.76 
10. CV 2.00 6.67 4.88 0.84 

 

D. Reliability Analysis 
Reliability analyses are displayed in Table II.   
Pearson Products-Moment Correlations has been 

computed in order to understand the relationship between 
the EI, OCB and, LMX. Table III shows the significant 
correlation values between the two above-mentioned 
variables.   

TABLE II:  RELIABILITY AND STUDY CONSTRUCTS 
NO CONTRUCT RELIABILITY 

(ORIGINAL 
SCALE) 

RELIABILITY 
(CURRENT STUDY) 

1. UOE .85 .91 
2. ROE .79 .88 
3. SEA .86 .84 
4. OEA .82 .83 
5. LMX .89 .92 
6. IN-ROLE .91 .85 
7. CON .85 .77 
8. SPT .82 .74 
9. ALT .85 .81 
10. CV .85 .65 
 

TABLE III: CORRELATION  
 LMX IN-

ROLE 
CON SPT ALT CV 

 
S 
E 
A 
 

-.130 .323** .148 .006 .324** .066 

OE
A 
 

-.194* .320** .280** -
.052 

.316** .177* 

UO
E 
 

-.203* .351** .184* .012 .298** .059 

RO
E 
 

-.061 .400** .348** .102 .385** .220**

LM
X 
 

1.000 -.109 -.102 .075 -.130 -.006 

IN-
RO
LE 
 

-.109 1.000 .678** .100 .676** .481**

** significant at 0.01, * significant at 0.05 
 

E. Hypotheses Testing 
This study tested five (V) hypotheses and the hypotheses 

were as follows: 
H1:   There is a difference of emotional intelligence 

between the male and female supervisors in the banks. 
H2: There is a difference of organizational citizenship 

behaviour between the male and female subordinates in the 
banks.  

H3   There is a difference of emotional intelligence 
among the banks 

H4   There is a difference of organizational citizenship 
behaviour among the banks 

H5 There is an influence between a leader’s emotional 
intelligence and organizational citizenship behaviour 
(Altruism, Conscientiousness, Civic Virtue and 
Sportsmanship) 
 
                                 IV                                              DV                                       

 
Fig.1. Theoretical framework 

 

Leader’s EI 
(SEA, OEA, 
UOE, ROE)

 
LMX 

 

OCB 
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Testing Hypotheses 1, 2, 3 and 4 
To answer the hypotheses 1 and 2 an independent sample 

t-test was carried out.  For independent samples t-test, if the 
Levene’s test significant value is larger than .05, this 
suggests that variances for the two groups are equal, and 
therefore it is not a problem.  If the significance value is less 
than .05, this suggests that variances for the two groups are 
not equal [49].   

H1:  There is a difference of emotional intelligence 
between the male and female supervisors in the banks. 

 
TABLE IV: 

   Variable                                                        Mean                        N= 180 
UOE  
Male                                                               5.8193                           
Female                                                           5.6506 
Equality of Variances Sig.                               .022 
Sig. (2 tailed)                                                   .169 
 

The test of equality of variances (Levene’s test) shows 
that the variances of the variable UOE for the two groups 
are not equal (p=value = .022<0.05.  Based on the results in 
the column labelled Equal variances not assumed, there is 
evidence of significant difference in the mean of UOE 
between the male and female supervisors in the banks as 
shown by the p-value <0.05.  The result showed that only 
one dimension of EI (UOE) was difference between male 
and female supervisors.  Hence, hypothesis 1 is partially 
supported. 

H2:  There is a difference of organizational citizenship 
behaviour between the male and female subordinates in the 
banks.  

 
TABLE V: 

   Variable                                                        Mean                        N= 180 
SPORTSMANSHIP 
Male                                                                 5.4096                                       
Female                                                             5.7771 
Equality of Variances Sig.                                 .001               
Sig. (2 tailed)                                                     .000 
 

The test of equality of variances (Levene’s test) shows 
that the variances of the variable sportsmanship and civic 
virtue for the two groups were not equal (p=value 
= .001<0.05.  Based on the results in the column labelled 
Equal variances not assumed, there is an evidence of 
significant difference in the mean of sportsmanship and 
civic virtue between the male and female subordinates in 
the banks as shown by the p-value <0.05.   Hence, the result 
showed that only two dimension of OCB (sportsmanship 
and civic virtue) were difference between male and female 
subordinates in the banks..  Hence, hypothesis 2 was 
partially supported. 
 

TABLE VI: 
   Variable                                                        Mean                        N= 180 
CIVIC VIRTUE 
Male                                                                 5.0865                                        
Female                                                             4.8838 
Equality of Variances Sig.                                 .001               
Sig. (2 tailed)                                                     .014 
 

H3:  There is a difference of emotional intelligence 
among the banks.  

This study was participated by four development banks in 
Klang Valley.  One-way between groups ANOVA is used to 
compare the difference of EI among the four banks.  
ANNOVA was used to compare two or more means to see 
if there are any reliable differences among them [50].   On 
the relationship between the response gathered from the 
four banks and EI, EI was the dependent variable and the 
four different banks were the independent variables.     
 

TABLE VII: SUMMARY OF ANNOVA ON BANKS WITH EI AS DV 
                                                                  Criterion (EI) 
                                       UOE                   ROE                   SEA   
OEA 
Banks          F-ratio       .358                   .458                       .235   
3.064* 
 
Note  *p<.05,**p<.01  UOE= use of emotion, ROE= regulate of emotion, 
SEA= self-appraisal emotion, OEA= other’s emotion appraisal 
 

The results reveals only other’s emotion appraisal (OEA) 
has a statistical significant difference (p = 0.29 <.05) for the 
four banks.   From the post hoc table, it reveals that there is 
a mean difference in Bank 2 and Bank 4.  Thus, from both 
banks differ significantly in terms on their OEA.   

H4:  There is a difference of organizational citizenship 
behaviour among the banks.  

To answer the hypothesis 4, One-way between groups 
ANOVA is used to compare the difference of OCB among 
the four banks.  On the relationship between the response 
gathered from the four banks and OCB, OCB was the 
dependent variable and the four different banks were the 
independent variables.  The results reveals only altruism 
(ALT) has a statistical significant difference (p = 0.00 <.05) 
for the four banks.   From the post hoc table, it reveals that 
there is a mean difference in Bank 2 for and Bank 4.  Thus, 
from both banks differ significantly in terms on their ALT.   
 

TABLE VIII:  SUMMARY OF ANNOVA ON BANKS WITH OCB AS DV 
                                                                  Criterion (OCB) 
                                                   CON            SPT                  ALT                    
CV 
Banks          F-ratio                    .989              .776                  6.342**              
1.027     
Note:  *p<.05,**p<.01  CON = Conscientiousness, SPT = Sportsmanship, 
ALT = Altruism, CV = Civic Virtue 
 

Testing for Hypothesis 5 
H5   There is an influence between a leader’s emotional 

intelligence and organizational citizenship behaviour 
(Altruism, Conscientiousness, Civic Virtue and 
Sportsmanship). 

 
TABLE IX:  REGRESSION ESTIMATES OF EI ON OCB 

 
Variable 

Unstandardised Coefficient 
CON SPT ALT CV 

 
Constant 

1.243 
(0.000)** 

3.264 
(0.000)** 

1.325 
0.000)** 

1.786 
(0.000)** 

 
INROLE 

0.648 
(0.000)** 

0.197 
(0.115) 

0.531 
(0.000)** 

0.436 
(0.000)** 

 
UOE 

-0.076 
(0.254) 

-0.055 
(0.674) 

-0.015 
(0.814) 

-0.108 
(0.195) 

 
Based from the regression result displayed in table 9, it 

was found that there was a positive and significant between 
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OEA (other’s emotion appraisal) and Altruism and ROE 
(regulation of emotion) with civic virtue.   The estimated 
regression equation is significant at 5% level 
(p=0.038<0.05), implying that there exists relationship 
between the dependent variable and the independent 
variables as a whole.  The R2 value being 0.057, however, 
means that the independent variables as a whole only 
explain a miniscule 5.7% of the variation in LMX. That is, 
the role of EI in enhancing LMX is very marginal indeed.  
Nevertheless, the coefficient of OEA is significant 
(p=0.003<0.01), while those of UOE (p=0.8257>0.05), 
ROE (p=0.154>0.05) and SEA (p=0.504>0.05) are not 
significant.  The coefficient of OEA being negative (-0.272) 
means that an increase in the value of OEA decreases LMX 
(negative association).  Therefore, accept the hypothesis 
(H5) that there is a relationship between OEA and LMX, 
which the study found to be a negative one, and reject the 
other dimensions of EI and LMX. 

 

III. CONCLUSIONS 
Successful organizations need employees who will do 

more than their usual job duties and provide performance 
that is beyond expectations.  Organizations want and need 
employees who will do things that aren’t any job 
description.  As defined by Organ [7], OCB reflects a “good 
soldier syndromes” that is so necessary for the prosperity 
and good functioning of every organization.   This paper 
examines the leader’s EI in influencing OCB of bank’s non-
supervisory employees in four development banks in Klang 
Valley, Malaysia.    In this research, it was hypothesized 
that there would be a positive relationship between the four 
dimensions of leader’s EI and LMX on employee OCB.   
The result shows that other’s emotion appraisal (OEA) and 
regulation of emotion (ROE) has a positive influence on 
altruism and civic virtue respectively.  Meanwhile only 
other’s emotion appraisal (OEA) shows a positive influence 
on LMX.   
 

IV. MANAGERIAL AND RESEARCH IMPLICATION 
Future research should focus on testing the relationships 

between EI and OCB in different organization settings, and 
culture and industries.  Since it has been established that EI 
affects work behaviours of employees in organizations, the 
management should consider selecting staff with high EI 
and developing the EI skills and abilities so that the human 
capital is ready to pursue particular strategies of customer 
intimacy, care and nurturing. Given that EI abilities can be 
developed, training in specific facets of EI; appraising, 
understanding emotions and managing in self and others as 
well as utilizing emotions to facilitate performance would 
guarantee that the services as expected by the management. 
Training in EI is proven to enhance service provision [51]. 
Meanwhile, LMX is also an important aspect that 
organization should consider for any success. 
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