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Abstract: 
In most of service organizations particularly in Pakistan financial 

sector, employees have reduced their job performance and 

shortened quality of work due to many factors influencing them at 
workplace. This research study aims to explore such antecedents 

in view of Islam that can improve the quality of work in banking 

sector wherein mediating effect of perceived job performance has 
been tested. Model variables of this study have also been described 

in the Islamic perspective. Islam is complete religion in all respect 
and provides foundation for quality of work. Accuracy & 

beatification in work, discipline, sequence of tasks, impartiality, 

and Islamic job satisfaction, knowing ourselves and its link with 

knowing to our God are parts of quality of work and employees’ 

performance in the Islamic point of view.  The target population of 
this study covers 20,514 employees of banking sector working in 

capital cities of Pakistan. Data were collected via cross sectional 

approach from 380 desk and frontline officials of Public and 
private banks. Confirmatory factor analysis and structural 

equation modeling techniques were used for data analysis. 

Findings of this research are demonstrated that job satisfaction 
and emotional intelligence are found the valuable antecedents of 

job performance and quality of work where employee’s job 
performance has been proved as a partial mediator between 

antecedents and quality of work. The two antecedents i.e. job 

satisfaction, emotional intelligence of perceived job performance 
and quality of work have been supposed in this study to take as 

interpreters for the improvement of employees’ contentment and 
abilities in the working environment of banking sector. These are 

positively persuaded to job performance and quality of work. A 

practical exposure is offered by this research that organizational 
education about importance to employee’s satisfaction and 

emotional intelligence would be vital for achieving optimum 

results in this industry. 
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Introduction: 

The Holy Qur’an and Hadith describe the idea of quality in the perspective of 

management sciences. Ihsan is a word used in Qur’an and Hadith in terms of 

quality. It implies that quality in process, planning and control leads to make 

quality framework for further development of any business organization. Prophet 

Muhammad (PBUH) said, “Verily, Allah loves if any of you does a job with 

perfection”. Prophet (PBUH) addressed to all mankind which includes male, 

female, old, young, administrator, a common man, particularly those who are 

directly working in the public sphere. All professionals are advised to make 

efforts for the achievement of excellence and perfection in their work. Efforts to 

probe strategies for improving the quality of work have crucially been made to 

recognize in today’s business management. Employees and employers’ 

education is one of the mechanisms of human resource management (HRM) 

pertaining to enhancement in employees’ performance that eventually influence 

work outcome in terms of quality of work.  Researchers [1, 2] found that, this 

policy of HRM system describes to develop and manage employees’ 

performance through positive attitude. This situation among employees could be 

recognized by making them satisfied with the dimensions of business policy 

observance, relationship with others, rewards & work environment and training 

them to be emotional intelligent with the dimensions of self-emotion appraisal, 

others’ emotion appraisal, regulation of emotions and usage of emotion to 

facilitate performance at workplace. Some Researchers [3,4] have also stated 

that satisfaction on fulfillment of needs is a definite source of encouraging 

attitudes of personnel which therefore increases their performance outcomes. A 

social exchange theory (SET) is argued [1] that employees at their work place 

are more receptive and reactive with inspiring attitudes and conduct of employer. 

In addition, if employees are engaged in production of goods and in rendering of 

services, their higher percentage of perfect goods & services out of total output 

will indicate the quality of work in respect of employees and this is 

conceptualized in this study.     

Enhancement of employees’ competences to improve their efficiency is one of 

the critical concerns being tackled by business organizations. This segment of 

human resource management system could be improved for getting 

organizational success through employees’ supremacy. Employees’ quality of 

work in service organizations is recognized in this study via proposed predictors 

of performance (i.e. job satisfaction and emotional intelligence) with the 

mediating effect of perceived job performance which is also a gap in the present 

literature. There are two objectives of this study. Firstly, there is need to launch a 

model with the performance predictors having a raise in employees’ quality of 

work with the intervening impact of perceived job performance for further 
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expansion of work outcome in one of the financial sectors i.e. Banking sector of 

Pakistan. The second objective of this study is to probe the influence of job 

satisfaction and emotional intelligence on perceived job performance. This study 

focusses to assess the new path regarding job satisfaction and emotional 

intelligence for getting competitive advantage in terms of quality of work in 

consequent to great performance of employees. In addition, it will be a guide for 

achieving set goals of the organization and contribute to the literature of business 

management.  
 

Literature Review: 

This segment of the study is accounted for the review of relevant literature 

related to our topic. 
 

Quality of work 

Proficient working at workplace is not new for Muslims. Islam tells about 

mastery in work for the ultimate development of the Islamic economy.  In this 

connection, it is reiterated that “Allah blesses a person who works with his hands 

(complete his job correctly and truly).  The concept of “quality of work” is very 

common among social scientists as it is playing a vital role in determining the 

employees’ work outcomes. Theoretically, service quality is defined [5] that 

employee’s attitude towards job performance is in line with the customer’s 

expectations in accordance to his perceptions; additionally, quality of work is 

used to measure the expectations and perceptions of the customers. However, the 

model of service performance presented [6] that the perception of service 

delivery is a measure of service quality. 
 

Perceived Job Performance 

An immense importance on completion of work is given by Islam. Allah says 

many times in Qur’an that time should efficiently be utilized rather than wasted. 

Proper planning on any project or job produces brilliant results. There is nothing 

created randomly across the universe. Humanity is addressed by the Qur’an that 

they should play integral role to make use of what is made for their assistance 

[58]. An-Najm (39) نسَانِ إِلََّّ مَا سَعَى  And that is not for man except that“) وَأَن لَّيْسَ لِلِْْ

[good] for which he strives And that indeed there is no (reward) for a person but 

(reply) what he endeavored”). This verse describes that man can do nothing but 

strives for; that the fruit of his striving will soon come in sight. Then he will be 

awarded with complete reward. Job performance is a behavioral outcome of 

individual efforts. It is being made for pursuance of appropriate goals of 

organization. The employees’ job performance is a vital tool to make the 

organization efficient. The Employee’s performance was mediated between 

Employee Training and organizational performance in a recent study [7] where 

organizational performance has seven dimensions i.e. quality of services, 

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

employee attraction ability, better standing and goal setting. They have derived 

positive and significant results of training effect on employee’s performance and 

on organizational performance. Furthermore, the role of job performance as 
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mediator was found rigorous and fit among employee training and organizational 

performance. The main purpose of the management is to increase the efforts of 

employees about maximizing their performance in terms of productivity in the 

service organizations. The meaning of productivity is different from business to 

business, however, the standard scale to measure the productivity of an 

employee is the ratio of per worker output to the number of hours. However, 

present study is made to measure employee’s performance in terms of 

productivity of banking sector in Pakistan, where nature of the product is 

intangible. In service industries, productivity is measured by considering the 

total number of tasks completed or the total number of clients attended in a 

specified or given time by using the best capabilities of employees, by deploying 

the right people on right jobs through efficient utilization of resources. 
 

An increase in performance and efficiency gains are considered as the outcomes 

of innovation. It implies that anticipated outcomes of performance are supposed 

positive where employees have confidence in getting performance improvement 

due to their innovative behavior towards 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 an increased rate of general 

performance [8]. Many researchers [5, 9, 10, 11] 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 that 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” as a mediator. Previously the service quality (SERVQUAL) and the 

service performance (SERVPERF) have been used as instruments in banking 

sector [6]. Of course, there were many studies made wherein quality of work was 

measured through employees’ performance but quality of work through 

mediating effect of job performance was not earlier investigated with the 

selected performance predictors in present research.  
 

Job Satisfaction:  

As Islam is a natural religion so there is no difference between conventional job 

satisfaction and Islamic job satisfaction. Job satisfaction is an emotional state of 

individuals feeling through their experiences on the job or after the job [12]. 

Whereas Islamic job satisfaction is a state of pleasure of an employee at 

workplace, during the work and after completion of work with the belief that 

honesty in doing the job is a way to please Allah Almighty [60]. Happiness is 

uppermost level of job satisfaction and it is not only achieved on the 

accomplishment of material needs. Moral and spiritual needs would be the 

factors of job satisfaction. Moral needs i.e. business policy observance, 

relationship with others, reward system and conducive work environment are the 

dimensions of job satisfaction being considered in this study for getting the level 

of Islamic job satisfaction. Job satisfaction is a positive attitude of individuals in 
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the direction of their job [13]. It has been confirmed [14] that employee’s job 

satisfaction influences their job performance. Subsequently, [15] declared that 

enhancement in employee’s job satisfaction leads to enhanced employee’s 

productivity. After examining the relation between employee’s job satisfaction 

and their job performance also concluded [16] that a positive and significant 

relationship exists between job satisfaction and job performance. 

The recent study has found [17] the importance of employee job satisfaction in 

favor of employees’ outcomes and organizational outcomes and has confirmed 

that a positive and significant relationship exists amongst the organizational 

commitment, productivity and work quality. A close relationship been 

established [18] between job satisfaction, with the service quality and customer 

satisfaction, which finally leads to enhance organizational profitability. The 

work quality or the service quality positively influences the customer 

satisfaction. Moreover, when the organizations are earning attractive profits in 

their businesses then they also positively affect their employee’s job satisfaction. 

In service sector, the employee’s job is considered an important tool for 

achieving quality of work; and in the absence of job satisfaction the 

organizational success suffers from decline.  
 

Emotional Intelligence  

Islam addresses the code of well-adjusted and stable life from all respect in every 

situation. Emotional intelligence depicts that how are intelligent decisions taken 

in the emotional state. Allah SWT says, “And be not like those who forgot Allah 

, so He made them forget themselves. Those are the defiantly disobedient” 

(Surah-Al-Hashr, ayah 19). Its mean that knowing ourselves is very important as 

it has direct relationship to know the Creator. When we are aware about 

ourselves, we are more observant to our emotions and actions. Thus it would be 

easier to regulate our emotions and not be let them heavy on us. The prophet 

Muhammad صلى الله عليه وسلم said about recognizing the emotions of others that “ None of you 

truly believes until he loves for his brother what he loves for himself” (Sahîh Al-

Bukhârî and Sahîh Muslim). At one more place the Prophet صلى الله عليه وسلم said, “Whoever 

wishes to be kept away from the fire and admitted to paradise should have death 

overtake to him while he believes in Allah and the last day and should treat 

people the way he wants them to treat him” (Sahîh Muslim). It means we must 

know that how can we observe and learn to identify others’ emotions and act 

accordingly. Intelligence cannot be rightly explained without determining the 

other facets [19]. Some researchers [20] were the leading psychologists who 

defined the term “emotional intelligence”; they declared that emotional 

intelligence is sub-category of social intelligence which encompasses one’s 

capability to observe personal as well as other people’s emotions and feelings 

with the aim to identify differences and use it to guide personal thinking and 

doings. It was explored [21] during a research in South Western Nigeria, the 

linking of emotional intelligence and self-efficacy with the work attitudes of 

high school teachers and he claimed a positive and significant relation between 

emotional intelligence and self-efficacy with work attitudes. 

http://hamariweb.com/dictionaries/%D9%85%D8%AD%D9%85%D8%AF%EF%B7%BA_urdu-english-meanings.aspx
http://hamariweb.com/dictionaries/%D9%85%D8%AD%D9%85%D8%AF%EF%B7%BA_urdu-english-meanings.aspx
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The emotional intelligence can contribute as a dynamic tool in the working 

environment of any organization [22, 23, 24, 25, 26]. The contemporary scholars 

envision that the emotional intelligence of managers has enormous effect on 

employee’s job performance [22,23]. Very recent findings [27] have supported 

the evidence where Emotional Intelligence (EI) is positively related with some 

important work manners in the field of business in western countries. The results 

of their study are delineated that Emotional Intelligence is positively correlated 

with job performance and job satisfaction. They have suggested that emotional 

intelligence would be a predictor job performance and the applications of EI can 

be endorsed for managerial and human resource practices across the 

organizations in public sectors. 
 

The quality of work is a continuous process and therefore it is paramount to 

learn and teach it across the life cycle [28]. In the environment of information 

based economy a model was offered [29], wherein decision involving a worker’s 

knowledge is always graded well. The ability of organization to anticipate, 

assess and implement the quality related decisions mostly rely on accumulated 

factors of extrinsic and intrinsic aspects. 
 

A claim [30] that the organization and their employees can benefit from the 

attributes of emotional intelligence to improve and develop their behavior. The 

attributes of emotional intelligence have the potential to enhance the quality of 

individual as well as group level decisions which contributes towards improved 

quality of work. The application of emotional intelligence skills has become a 

strategic policy to measure the effect and significance of decisions in developing 

the organizational and individual’s capability for improving the efficiency of 

processes and quality of work simultaneously. Finally, it was confirmed that the 

application of emotional intelligence can enhance the outcomes of quality 

decision-making and work processes. Additionally, the behaviors with emotional 

intelligence could be used to recover the general quality of decisions and work 

processes. Job performance is 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. An expected job Performance of each employee pertaining to 

quantity and quality of his work is known as perceived job performance and 

these criteria is considered the basic pillar of performance evaluation.  In the 

present study, staff conduct was also examined through Emotional Intelligence 

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

sector in support of the findings was made [15] on public and private 

organizations throughout the country. It was found that the Quality of work is 

more allied to personal satisfaction and conscientiousness than work load. The 

individuals who are energetic and active have a positive impact towards 

employees’ performance in terms of productivity. 
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Conceptual model: 
 

The model of the study is based on extracted research gap by having the 

extensive and critical review of literature, where one of the facets i.e. business 

policy observance of job satisfaction has been introduced the very first time. 

Quality of work in banking industry of Pakistan is measured through Job 

satisfaction and emotional intelligence where perceived job performance is first 

time engaged as mediator between quality of work and its indicators in this 

study. Many researches [5, 9, 10, 11] are backing the concept of this model that 

service performance would be a better predictor for measuring the service 

quality. It deduces that improvement in employee performance is leading to an 

increase in service quality.  Moreover, a model of the study accentuates the 

significance of business policy observance for job satisfaction along with 

emotional intelligence as a measurer of quality of work with the intervention of 

job performance for the top and supervisory class of management in one of the 

financial sectors of Pakistan. 

 

Theoretical Framework  

 
To examine the above stated facts in support of primary data, the following 

hypothesis are devised: 

Hypothesis 1: Job Satisfaction is positively related to Quality of Work.  

Hypothesis 2: Emotional Intelligence is positively related to Quality of Work.  

Hypothesis 3: Job Satisfaction is positively related to Perceived Job 

Performance.  

Hypothesis 4: Emotional Intelligence is positively related to Perceived Job 

Performance. 

Hypothesis 5: Perceived Job Performance is positively related to Quality of 

Work. 

Hypothesis 6: Job Satisfaction is positively related to Quality of Work by 

intervention of Perceived Job Performance.  

Hypothesis 7: Emotional Intelligence is positively related to Quality of Work 

by intervention of Perceived Job Performance.  
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Material and Methods: 

Data in support of this cross-sectional study was collected from banking sector of 

Pakistan. Public and private banks of provincial capital cities (Karachi, Lahore, 

Peshawar & Quetta) of the country along with one of big cities i.e. Faisalabad were 

the target population. There were a total of five (05) Banks in public sector were 

taken as whole in the survey of study i.e. National Bank of Pakistan, Bank of 

Khyber, Bank of Punjab, First Women Bank, Sindh Bank; and twenty five  (25) 

banks in private sector in which fourteen banks  (14) 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 Bank Limited, Meezan Bank 

Limited, Dubai Islamic Bank were taken which is 56% of total private banks (just to 

maximize the rate of generalizability of results of the study). 
 

Bank employees working on managerial and non-managerial positions were the unit 

of sample. The sample frame of the study consisted of nineteen (19) banks under 

both categories of public and private. There were 3,419 branches operational in the 

targeted cities as are per data given by the officials of State Bank of Pakistan. It was 

further reported through survey forms that there were an average five to seven 

officials in each branch as most of branches were doing online banking. Therefore, 

the population was derived 20,514 in terms of employees wherein 3,774 were from 

public banks and 16,740 from private banks. The sample size was derived 392 by 

using the Yamane formula i.e. 𝑛=𝑁+𝑁 e^2. 780 survey forms 780 were distributed 

and received 380 responses. The proportionate stratified random sampling technique 

under probability sampling was used because it reduces the amount of errors in 

random sampling. 
 

Measurement: 
The data were gathered through questionnaire and the questionnaire contained 

demographic information of employees i.e. gender, age, education, experience, 

designation, department; bank information i.e. bank type Public or Private, Branch 

name framed with nominal and ordinal scaling. The second part of the survey form 

comprises of the items of dependent variable i.e. quality of work, mediator i.e. 

perceived job performance and the items of its predictors i.e. job satisfaction and 

emotional intelligence established at Five-Point Likert’s Scale (1=strongly disagree, 

5 strongly agree). The measurement items related to all variables were 

operationalized as ahead. There were four dimensions i.e. Business Policy 

Observance, Relationship with Others, Rewards and Work Environment of job 

satisfaction in this study where in business policy observance is very first time taken 

as a dimension of job satisfaction.  Scale to measure the job satisfaction was 

designed with by the researcher with 12-items for this study wherein 3-items 

pertained to 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 

reliability of “Job Satisfaction” was reported as 0.914. The Wong and Law 

Emotional Intelligence Scale (WLEIS) having four dimensions [24] 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. Alpha coefficient of 
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“Emotional Intelligence” was recorded as 0.925. The measurement scale for 

perceived job performance of three items were drawn from the study [31] adapted by 

some researchers [32]. The Cronbach alpha of “Perceived Job Performance” was 

reported as 0.831. Three items of “Quality of Work” have been revised for this 

study. The scale was taken from a study [32] and conceived from a study [31]. The 

Cronbach alpha of “quality of work” was reported as 0.829. 
 

Confirmatory factor analysis: 

For the purpose to test the instrument, 120 survey forms were distributed among 

employees of selected banks located in twin cities out of that 70 questionnaires 

were duly filled and returned to the researcher. Confirmatory factor analysis 

(CFA) is a systematic way to evaluate the validity of the instrument about 

hypotheses and the fitness of model that used to measure “the degree to which a 

test measures what it claims, or purports, to be measuring”. It was confirmed 

[33] that CFA is one of methods used to identify the interest level of the 

indicators. 
 

 

Figure 1: Factor Loading of JSat  Figure 2: Factor Loading of EI  
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Figure 3: Factor Loading of PJP   Figure 4: Factor Loading of QoW 

  
 

The Figures 1, 2, 3 and 4 are showing the factor loadings with regard to “Job 

Satisfaction” with twelve items, “Emotional Intelligence” with sixteen items, 

“Perceived Job Performance” with three items and “Quality of Work” with three 

items and indicate the validity of the survey instrument used in this study.  

 
Table 1: Confirmatory factor analysis of Model Variables 

 

Variable wise Items 
Cronbach 

Alpha 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

Quality of Work (QoW) .841  

QoW_1 

 

 .863 

QoW_2 

 

 .554 

QoW_3 

 

 .474 

Perceived Job Performance 

(PJP) 
.844  

PJP_1  
 

.824 

PJP_2 

 

 .843 

PJP_3 

 

 .746 

Job Satisfaction (JSat) .898  

Business Policy Observance 

 

  

BPO_1  .674 
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Variable wise Items 
Cronbach 

Alpha 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

BPO_2 

 

 .863 

BPO_3      

 

 .292 

Relationship with Others 

 

  

RwO_1 

 

 .861 

RwO_2 

 

 .832 

RwO_3 

 

 .788 

Rewards 

 

 
 

Rew_1 

 

 .568 

Rew_2 

 

 .664 

Rew_3 

 

 .821 

Work Environment 

 

  

WEnv_1 

 

 .843 

WEnv_2 

 

 .610 

WEnv_3 

 

 .846 

Emotional Intelligence 

 

.940  

Self-Emotion Appraisal  

 

  

SEA_1 

 

 .915 

SEA_2 

 

 .833 

SEA_3 

 

 .417 

SEA_4 

 

 .580 
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Variable wise Items 
Cronbach 

Alpha 

Standard 

Estimate/Factor 

Loadings (≥0.4) 

Others' Emotion Appraisal 

 

  

OEA_1 

 

 .844 

OEA_2 

 

 .573 

OEA_3 

 

 .470 

OEA_4 

 

 .419 

Uses of Emotion  

(to Facilitate Performance) 

 

 

 

UoE_1 

 

 .914 

UoE_2 

 

 .875 

UoE_3 

 

 .813 

UoE_4 

 

 .905 

Regulation of Emotion (of the self) 

 

 
 

RoE_1 

 

 .897 

RoE_2 

 

 .676 

RoE_3 

 

 .877 

RoE_4 

 

 .858 

 

The Figures 1, 2, 3 and 4 are showing the factor loadings for “Quality of Work” 

with three items, “Perceived Job Performance” with three items, “Job 

Satisfaction” with twelve items and “Emotional Intelligence” with sixteen items 

and specified the validity of the instrument used in this study. It was confirmed 

[34] that significance for the item of respective variable would be acceptable if 

the value of factor loading is 0.4 and above.  
 

Table-1 is showing the item wise standardized estimates of the model variables, 

all items of the survey instrument were included for final survey except the one 
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item of business policy observance under job satisfaction. Since its load i.e. 

0.292 is less than the threshold value. However, reliability among items of each 

variable has come 0.80 and above which is rated as good, more than acceptable 

range [35]. 

 

CFA: Model Fitness: Statistical tests such as the chi-square goodness-of-fit 

(CMIN/DF), p-value, goodness-of-fit index (GFI), the adjusted goodness-of-fit 

index (AGFI), the comparative fit index (CFI), Tucker-Lewis coefficient (TLI) 

and the root-mean-square error of approximation (RMSEA) are used to evaluate 

the model fitness of independent variables (JSat & EI) only, not of mediator 

(PJP) and dependent variable (QoW). Since, PJP and QoW were having three 

items which are insufficient to calculate the model fitness of any variable. 

Comparison of specified indices was made with the proven threshold values as 

previously established by the literature relating to structural equation modeling 

[36, 37]. During model fitness testing, the Chi-square & GFI are documented as 

fit measures and complete in all respect; CFI is identified as incremental fit 

measure; and AGFI and Normed Chi-square are termed as parsimonious [38].  
 

 

Table 2: Model fitness index of Independent Variables  
 

Factors Job 

Satisfaction 

Emotional 

Intelligence 

Chi-square 54.679 160.129 

Chi-

square/df 

1.139 1.634 

p-value 0.236 .000 

GFI .887 .790 

AGFI .817 .708 

CFI .983 .922 

TLI .977 .904 

RMSEA .04 .09 

 

Table 2 is indicating selected dimensions with regard to model fitness along with 

values taken out through CFA of independent variables i.e. job satisfaction with 

its four dimensions and emotional intelligence with its four dimensions of this 

study. The values of Chi-square/df in respect of job satisfaction and emotional 

intelligence are 1.14 and 1.63 respectively; the chi-square/df value of job 

satisfaction is in between 1 to 3 which is a range of excellent fit that shows the 

goodness of fit of stated variables. Other model fitness criterion values of the job 

satisfaction and emotional intelligence such as GFI are .887, .790; AGFI are 
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.817, .708; CFI are.983, .922; TLI are .977, .904 and RMSEA are .04, .09 

respectively. P-values in favor of job satisfaction and emotional intelligence are 

.236, .000 which shows that model fitness is insignificant for job satisfaction but 

indicates the model fitness criteria is significant in respect of emotional 

intelligence. However, it is important to mention here that due to three items of 

“perceived job performance” and “quality of work”, AMOS is delicate to yield 

values for model fitness index for these variables.  

 

RESULTS  

Frequency distribution and Descriptive Statistics of Model Variables 

Table-3 contains the descriptive statistics about quality of work, perceived job 

performance, job satisfaction and emotional intelligence. The detailed analysis of 

observations presents verdict of respondents relating to strongly disagree, 

disagree, neutral, agree or strongly agree with the statements of quality of work, 

perceived job performance, job satisfaction and emotional intelligence. The 

mean values in accordance with the three items of QoW are 3.20, 3.30, 3.22 and 

SD from the corresponding means are 1.055, 1.068, 1.122 which approves the 

highest response of participants on agreed side at the 4th rank of Likert scale. The 

mean values against three items of perceived job performance are 3.30, 3.21, 

3.28. The standard deviation from the respective means are 1.109, 1.112, 1.054 

which approves the highest response of participants relating to perceived job 

performance as is recognized towards “agree”. 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 rank of Likert scale. 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 rank of Likert scale. 
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Table 3: Frequency Distribution and Descriptive Statistics with respect to 

Quality of work, Perceived job performance, Job satisfaction and Emotional 

Intelligence 

 

Variables/ 

Construct 

Items 

Percentage response rate (N=362) 

SD D N A SA Mean St. Dev 

Quality of Work 

QoW_1  14  90  108  110  40  3.199  1.055  

QoW_2 15  82  85  139  41  3.301  1.068  

QoW_3  23  87  78  134  40  3.224  1.122  

Perceived Job Performance 

PJP: 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  

Job Satisfaction 

JSat: 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  

JSat: 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  

JSat: 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  

JSat: 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  
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Emotional Intelligence 

EI: 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  

EI: 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  

EI: Uses of Emotion (to Facilitate Performance) 

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  

EI: Regulation of Emotion (of the self) 

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  

 

MEDIATION ANALYSIS 

Testing of Hypotheses: 

Mediation effect of perceived job performance is examined in this study between 

two predictors of “quality of work” i.e. job satisfaction and emotional 

intelligence and analyzed whether perceived job performance is effective 

mediator between suggested variables. Projected hypotheses in this study have 

been tested using regression weights via examining the direct effect of IV to DV 

(without mediator), indirect effect of IV to DV (with mediator) which is criteria 

to measure the mediation as recommended by researchers [39]. 
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Direct Effects without Mediation 

 

Figure 5:   Figure 6:  Figure 7: 

 

Direct Effects: IV →DV;          IV→MV;   MV→D 

 

        
 
 

The figures 5, 6 and 7 are consequents to run the proposed model without 

intervening the perceived job performance by using the AMOS and which are 

showing the standardized regression weights of direct effects of job satisfaction 

(JSat) & emotional intelligence (EI) on quality of work (QoW), job satisfaction 

(JSat) & emotional intelligence (EI) on perceived job performance (PJP), and 

PJP on QoW. In this connection, the results of devised hypotheses are being 

represented in the table 4. 

 

Table 4: Direct Effects in the absence of Mediator (IV →DV; IV→MV; 

MV→DV)           . 

 

Variables Estimate P-Value Hypothesis Support 

JSat → QoW .508 *** H1 is Accepted 

EI    → QoW .380 *** H2 is Accepted 

JSat → PJP .402 *** H3 is Accepted 

EI    → PJP .467 *** H4 is Accepted 

PJP → QoW .807 *** H5 is Accepted 

 

Table 4 contains the results of direct effects in standardized regression weights 

of the stated relationships among model variables, a positive relationship 

between JSat and QoW is as confirmed fact with .508 regression weight at 

p<0.05; which implies that if the level of job satisfaction increases one unit 

among employees of banking sector, employees’ quality of work will increase 

by 0.51. It is proved by this research study that employees’ quality of work may 
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increase by improving the satisfaction level among employees through 

observance of business policy in making decisions, improving relationship 

among employees, competitive reward system, and by providing conducive 

environment. Therefore, the first hypothesis (H1) is accepted. The relationship 

between EI and QoW is confirmed significant with 0.380 regression weight at 

p<0.05; which infers that if the level of bank employees regarding their 

emotional intelligence increases one unit, quality in their work will increase by 

0.38. It is verified by this study that employees’ quality of work could be 

increased by improving the level of emotional intelligence among employees by 

using the self-emotion appraisal, others’ emotion appraisal, use of emotions in 

facilitation to improving quality in their work and regulation of emotions at their 

workplace. Therefore, the second hypothesis (H2) is accepted. The relationship 

between JSat and PJP is confirmed significant with .402 regression weight at 

p<0.05; which infers that if the level of job satisfaction increases one unit among 

employees of banking sector, employees’ performance will increase by 0.40. It is 

proved by this research study that employees’ performance may increase by 

improving the satisfaction level among employees through observance of 

business policy in making decisions, improving relationship among employees, 

competitive reward system, and by providing conducive environment. Therefore, 

the third hypothesis (H3) is accepted. The relationship between EI and PJP is 

confirmed significant with 0.467 regression weight at p<0.05; It infers that if the 

level of bank employees about their emotional intelligence increases by one unit, 

employees’ performance at their workplace will increase by 0.47. It is verified 

that employees’ performance may be increased by improving the level of 

emotional intelligence among employees with the proposed constructs of 

emotional intelligence. Therefore, the fourth hypothesis (H4) is accepted. The 

relationship between PJP and QoW is a confirmed significant with .807 

regression weight at p<0.05. It concludes that if employees’ performance 

increases by one unit, quality in their work will ultimately be increased by 0.81. 

It is clear by this study that employees’ quality of work would be increased by 

improving the performance level amongst employees by observing the 

productivity at their workplace. Therefore, the fifth hypothesis (H5) is accepted.  

SEM: Direct and Indirect Effects in the presence of Mediator 

The figure 8 demonstrates the theoretical framework of the study and determines 

the relationship job satisfaction, emotional intelligence and quality of work in 

presence of perceived job performance as mediator. The structural equation 

modelling examines the impact of proposed predictor of quality of work with the 

mediating effect of perceived job performance.  
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Figure 8: Direct and Indirect Effects with Mediation 

 

    
 

The figure 8 displays the direct effects of job satisfaction and emotional 

intelligence on quality of work and the direct effect of predictors with the 

mediator i.e. perceived job performance and shows standardized regression 

estimates between JSat and PJP, EI and PJP plus PJP and QoW which are being 

summarized in the table 5. 

 

Table 5: Direct Effects in the presence of Mediator (IVwith MV and MV 

with DV)                               . 

 
 

Variables Estimate P-Value 
Hypothesis 

Support 

JSat → PJP .402 *** - 

EI → PJP .467 *** - 

PJP → QoW .308 ***  

 

Associations among model variables showing in table 5 are explored; it shows 

that the regression weights or betas of JSat for PJP, EI for PJP and PJP for QoW 

are 0.402, 0.467 and 0.308 where p-value is less than 0.05 in all cases which 

shows significant relationship among variables. Regression weights depict about 

change which comes by one unit in JSat & EI then the change would be seen in 

PJP by 40.2% & 46.7% respectively and if one-unit change comes in PJP then 

the change would be seen in QoW by 30.8%. 
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Table 6: Indirect Effects (IV and DV in the presence of Mediator) 

 
 

Variables Estimate P-Value 

JSat → QoW .385 *** 

EI → QoW .237 *** 

 

The table 6 is showing the regression weights at p-value (p<0.05) and showing 

indirect effect of JSat and EI on QoW in the presence of mediator “perceived job 

performance” (PJP); while, the direct effects of JSat and EI on QoW have 

already been examined without mediator and testing of hypotheses from H1 to 

H5 was duly made in table 4. Hypotheses (H6 & H7) of mediation are being 

shown in the comparison of direct and indirect effect of JSat & EI on QoW in 

table 7. 
 

Table 7: Comparison of Direct and Indirect Effects 

 

Variables 
Direct Effects Indirect Effects 

Hypothesis 

Support 

Estimate P-Value Estimate P-Value  

JSat →   QoW .508 *** .385 *** H6 is Accepted 

EI →   QoW .380 *** .237 *** H7 is Accepted 

 

 

Table 7 in corresponding to figures 8 is depicting that JSat and EI positively 

related to QoW when perceived job performance is playing a role of mediator. It 

is found that job satisfaction and emotional intelligence has a positive and 

significant (p<0.05) relationship at the regression weights of 0.385 and 0.237 

respectively with quality of work in the mediating role of perceived job 

performance. As the regression weights have noticeably been reduced for job 

satisfaction (0.508 to 0.380) and for emotional intelligence (0.385 to 0.237) 

which proves the partial mediation of PJP between JSat and EI with QoW as 

regression weights have reduced but at significant level as suggested [57]; 

therefore, partial mediation between JSat & EI and QoW have been found. So 

H6 and H7 are accepted.   

Discussion: 
In order to educate employees and employers of one of the financial sectors i.e. 

banking sector of Pakistan, this study is made to identify the provisions for 

improvement in quality of employees’ work. Antecedents to boost up 
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employee’s performance and quality of work with the mediating role of 

perceived job performance is discussed very first time in this study which has 

not been investigated earlier particularly in Pakistan. The function of job 

performance in between predictors (job satisfaction and emotional intelligence) 

and quality of work is a prerequisite to contribute into the scarce research of HR 

as there is no research work on with the proposed bunch of variables.  
By taking facts into consideration from the literature, job satisfaction of bank 

employee would be a reason to increase quality of work. However, the positive 

and significant result of hypothesis H1 (JSat-QoW) of this study is not found 

consistent with findings [40] as they studied that job satisfaction could not be the 

measure of quality of job. Likewise, the relationship between emotional 

intelligence and quality of work H2 (EI-QoW) hypothesized is found positive 

and significant through regression analysis which is supported by the p-value 

(P<0.05) at the regression weight 0.380. It is validated that if emotional 

intelligence of employee in Pakistan banking sector develops by 1 unit, the 

quality of service at workplace will improve by 38%. These results are found in 

line with the findings of previous research regarding positive impact of 

emotional intelligence on quality of work [30, 41, 42]. The results of H3 

demonstrates the positive and significant association of job satisfaction with 

employees’ performance as P<0.05 at the weight of standardized regression 

0.402 that substantiate the positive movement of job performance in view of 

change in job satisfaction. The quantification of H3 explains the rising level in 

job satisfaction by 1 unit, employee’s performance changes also positively by 

0.402. So the results of H3 are found consistent and verified with the results of 

earlier research pertaining to positive relationship of job satisfaction with job 

performance [15,16,17,43,44,45,46,47,48,49,50]. Furthermore, results of H3 are 

found in line [12] which was explored the give-and-take connection between job 

satisfaction and productivity. It implies that job satisfaction is having a positive 

impact on productivity. This study examined the positive impact of job 

satisfaction with its constructs i.e. business policy observance by the 

management at both of top and middle level, relationship with others, reward 

system and the conducive environment at workplace on employee’s performance 

in Pakistan banking sector. 

Nevertheless, the relationship between emotional intelligence and perceived job 

performance was hypothesized by H4 found positive and significant with 

regression weight of 0.467 at P<0.05 which infers that the upward change by 1 

unit in emotional intelligence of bank employees leads to increase employees’ 

performance by 47%. These results validate the findings of previous research 

regarding positive connection of emotional intelligence with employee’s 

performance [23,24,52,53,54,55]. Employees who are having high emotional 

intelligence, are considered valuable assets of the organizations [56]. 

The relationship between perceived job performance and quality of work was 

hypothesized (H5), the results H5 are showing the significant and positive 

association between PJP and QoW which is supported by the regression weight 
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0.807 at p-values (P<0.05). The results of regression analysis of H5 are 

significant at p-value (P<0.05). It means that due to upward change in perceived 

job performance by 1 unit, employee’s quality of work goes up by 0.807 as there 

is found to be a positive association between variables of this hypothesis. The 

results of H5 validates the outcomes of previous research about positive impact 

of perceived job performance on quality of work [5,9,10,11]. The results of these 

hypotheses advise to the bank’s professionals and practitioners that employee’s 

level of “quality of work” can be increased by improving the job performance of 

employees. 

Two hypotheses i.e. H6 and H7 pertaining to identification of mediating effect of 

perceived job performance between proposed predictors and quality of work are 

devised the very first time in this study. Firstly, the result of H6 narrated in 

comparison of the table of direct and indirect effect specifies that the partial 

mediation effect of job performance between job satisfaction and quality of work 

has been initiated on satisfying all conditions of mediation analysis [57] at 

P<0.05. In the meantime, job satisfaction is having a positive and significant 

effect with quality of work as H1 has duly accepted. Over and above, job 

satisfaction is also having the positive and significant effect with perceived job 

performance as H3 has been accepted. It is realized that employee’s performance 

has partially been mediated between job satisfaction and quality of work.  

The result of H7 narrated in comparison table of direct and indirect effect 

specifies that the partial mediation of job performance between emotional 

intelligence and quality of work has been found as all the conditions of 

mediation analysis are satisfying [57] at P<0.05. Since a positive and significant 

effect of emotional intelligence on quality of work has also been found as H2. 

furthermore emotional intelligence is having positive and significant effect with 

perceived job performance as H4 has been accepted. It is declared that 

employee’s performance has partially been mediated between emotional 

intelligence and quality of work. 

Conclusion: 
In this study, employees’ performance, job satisfaction, emotional intelligence 

and quality of work have been discussed in the light of Qur’an and the teaching 

of prophet Muhammad صلى الله عليه وسلم before testing the mediation of perceived job 

performance between proposed antecedents and quality of work. It has come to 

notice that job satisfaction and emotional intelligence are the valuable 

antecedents of perceived job performance and quality of work where employee’s 

job performance has been proved as a partial mediator. Of course, the present 

study reveals quality of service is enhanced by performance indicators that have 

been considered in this research. Nevertheless, employees’ performance which 

eventually may attract and satisfy the clients of service organizations which is 

suggested for one of further references. Exclusive results of present study 

demonstrated that job satisfaction is predictor of job performance and quality of 

work wherein job performance is partially mediated which was not earlier 

determined by any research.  

http://hamariweb.com/dictionaries/%D9%85%D8%AD%D9%85%D8%AF%EF%B7%BA_urdu-english-meanings.aspx
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Even with the valuable results and findings in support of literature and 

practitioners, limitations of this study are suggested to embrace in future 

research.  At first, data collection was made from public and private banks but 

from only one industry. The data were collected from seven big cities of 

Pakistan. Despite 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 its results and to escalate the 

generalizability. Furthermore, the present study explored two antecedent job 

satisfaction and emotional intelligence where job performance is mediating 

between these antecedents and quality of work but in future research, more 

antecedents of job performance and quality of work are anticipated to explore 

within the model of this study. Business Policy Observance as a dimension of 

Islamic job satisfaction with three items scale is first time introduced. In future 

the number of items of this construct would be increased for improving the 

accuracy of research results. An establishment of new theory where job 

performance is mediating between two antecedents job satisfaction & emotional 

intelligence and Quality of Work is one of the contributions of this study. It is 

contributing not only to the theoretical portion but also to the practical front for 

professionals. 
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