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1.1 INTRODUCTION

Emotional intelligence (E1), Emotional leadership (EL), Emotional

Quotient (EQ). and emotional intelligence quotient Is the capability of individuals
to recognise their own emotions and those of others. discern between different
feelings and label them appropriately, use emotional information 1o guide thinking
of behaviour, and manage and/or adjust emotions to adapt to environments or

achieve one's goal.

Emotional intelligence (E]) is widely perceived as highly effective tool to penetrate’
the upper crust of the individual self and develop deep into the recesses of mind
ultimately use the obtained knowledge to amive a harmonious if not healthy
cquation with the fellow being. Emotional intelligence is the ability to identify,

understand and manage emotions, The measure of emotional intelligence is termed

as Emotional Quotient (EQ). Higher the EQ greater is the control over emotions.
! In today’s high pressure cut-throat competition people with high EQs are preferred.
It is even said that the high 1Q for which vou are hired and the low EQ for which
vou can be fired from the job. It has become increasingly clear traditional
intelligence (1Q) is not enough to determine success. Being emotional intelligent
doesn’t mean that being without emotions. [t simply implies that person’s has
greater ability to distinguish between functional and dysfunctional emotions and
being able to regulate them as per the required situations.

The service sector especially banking sector employees need adequate
Emotional Intelligence (El) because their dealings with customers has significant
| influence on the success of the bank as well as customer employee satisfaction. The
need for a very degree of emotional intelligence on the part of the employees of the
service sector cannot be over emphasised. This need becomes further a more
important during the time of crisis (banking) and end of the financial year. This is
the time when utmost sensitivity is required amongst the employees. This is the
time when any kind of emotional intelligence training imparted to the employees
for the effectiveness of banking services. If the employees are equipped with a
reasonable high level of dmotional intelligence, they can be expected to exhibit &




mlativcly high level of patience when dealing with exalted and impatient

customers. The emotional intelligence (E1) can be instrumental in enabling them to

understand their customers confused requirements in a better way.

| Successful organisations are recognising that customers have more choice than

ever before and that those choice are driven much more by emotions than rational
thoughts although consumers may not even be conscious of this instead they
believe they have made sensible rational decisions based on facts, these facls may

include service offered, time lag in getting the work done, efficiency in handling

| and understanding of the problem, maintaining cool even during adverse conditions
or any number of other criteria that could be used to come to decisions. What

neither customers nor service providers realise that the initial decisions or often

| arrived at purely on the basis of emotional reactions.
|

All of these things really matter and customers come 1o (rust some
organisations or individuals more than others with trust bringing them back time
after time with enough trust customers tend to avail more services from particular
organisations more often or even spend more than they have to. Service providers
need to use emotional intelligence in order to gain customer trust. Once they have
this trust. they can capitalise on it and use it to broaden their offerings making

selling new and different products or services much more achievable

Banking sector is one of the leading sectors with immense potential and strength
and at the same time facing serious HR issues: This study focuses on the emotional
intelligence (EI) of the employees in the selected private and public sector banks.
| There are stiff competition between banks with significant difference in
employee's attitude and behaviour. This study mainly accesses emotional
| intelligence (EI) of employees in selected public and private sector banks.
Emotional intelligence (ET). Emotional leadership (EL), Emotional Quotient (EQ).
and emotional intelligence quotient Is the capability of individuals to recognise
their own emotions and those of others, discern between different feelings and label
them approprintely. use emotional information to guide thinking of behaviour, and
manage and/or adjust emotions 10 adapt to environments or achieve one's goal




This project is on the topic “EMOTIONAL INTELLIGENCE: A
comparative study on the selected public (SBI) and private (HDFC) sector banks

with special reference to Emakulum district. Indian banking system is gearing itself

towards more commercial and customer-oriented banking system. Banks have
become much more demanding and ambiguous pace of work. There are many
studies comparing the performance of employees in private and public sector banks
but there is only few studies relating to the impact of emotional intelligence towards
job performance in public and private sector bans, This study mainly focuses on
| the emotional aspects of the employees in public and private sector banking
institutions mainly limited to State Bank of india (public) and HDFC (private). The
performances of each employee have adverse effect on the customer’s satisfaction.

There is an emotional relationship between both the parties in the sector.

1.3 OBJECTIVES

 To access the level of Emotional Intelligence among the employees of
selected public (SB1) and private sector banks (HDFC).

. To compare the dimensions of EI namely Self Awareness (SA), Emotional
Resilience(ER)Motivation(M), Interpersonalsensitivity(1S). Influence(1),In
tuitiveness(In), Conscientiousness(C).

. To examine the relationship between Emotional Intelligence and job
satisfaction in bank in sector.

 To know the extent of employee’s awarcness towards emotional

intelligence.







1.6 METHODOLOGY

Methodology is the systematic, theoretical analysis of the methods applied

in the field of study. It comprises the theoretical analysis of the body of methods
and the principles associated with a ranch of knowledge
. The research is mainly descriptive in nature and revolves around
addressing objectives like assessment of level of emotional intelligence amongst
the employees of services sector, to find the important factors that are responsible
for emotional intelligence and to find ways to improve emotional Intelligence.
The sample size for the study was 76 and sampling frame was the employees of
State Bank of India and HDFC bank in the Ernakulum district.
Non-probability convenience sampling was used for the purpose of data

collection. The Emotional Intelligence questionnaire chosen for the study
| provides a quick profile of the respondents’ EL. The questionnaire is based on the
perspectives of the five-point Likert scale from *Not at all=1" 1o “to a great
extent=5". Seven constmc(ts of El namely self-awareness (5 statements),
emotional resilience (4 statements), motivation (5 statements), Inter-personal
sensitivity (5 statements), influence (3 statements). intuitiveness (5 statements)
and conscientiousness (3 jlatements) are used to make an assessment about
respondents” level of emotional intelligence.

Collection of data includes both primary data and secondary data. The researcher
has collected both of the above data.

* Primary data
Primary data will be collected through, direct communication with the

respondents, and finally by distributing questionnaire to the respondents. The

sampling method used in the study will be random sampling.

* Sccondary data
Secondary data were collected mainly from journals research reports.
newspapers; magazines also provided information about products and company.
Information from company's websites also provided secondary data,




Statistical data: The various statistical information will be presented
through tables, graph., percentages,

Universe: the universe consists of all survey elements which qualify for
inclusion in the rescarch study, universe consists of all the employees
working in SBI and HDFC bank in Ernakulum district

Sample: the sample are taken from employees working in SBI and HDFC
bank

Sampling: samples were coflected using questionnaire and non-probability
convenience sample method was used.

Sample size: 80 samples were taken from Emakulum district.

Period: samples were collected during the past 4 months.

1.7 HYPOTHESIS '

1. HO: there is significant relationship between gender and motivation level

of bank employees

1.8 LIMITATIONS

. The study is restricted 1o respondents from Emakulum district only. The
view of other areas is nol taken.

. Time allowed for the study was not sufficient 10 cover the market area.

. Sample size was 80, which may have an adverse impact on findings







EMOTIONAL INTELLIGENCE

Big five and other personality theories have considered emotional stability

as a very important personality trait. Different models have been proposed
for the definition of EI and disagreement exits as how the term should be
used. The earliest roots of emotional intelligence can be traced to Darwin's
work on the importance of emotional expression for survival and
adaptation. In the 1900°s, even though traditional definitions of intelligence
emphasized cognitive aspects such as memory and problem-solving,
several influential researchers in the intelligence field of study had begun
to recognize the importance of the non-cognitive aspects.

In 1983, Howard Gardner’s - Frames of Mind: The Theory of Multiple
Intelligences introduced the idea of multiple intelligences which included
both Interpersonal intelligence (the capacity to understand the intentions,
motivations and desires of other people) and Intrapersonal intelligence (the
capacity to understand oneself. to appreciate one's feelings, fears and
motivations), In Gardner's view, traditional types of intelligence, such as
1Q, fail to fully explain cognitive ability. Thus, even though the names
given to the concept varied, there was a common belief that traditional
definitions of intelligence are lacking in ability to fully explain performance
outcomes,

Although various authors have proposed that emotional intelligence is

a type 30 of intelligence, in the traditional sense, contemporary research
and theorizing lack any conceptual model of intelligence within which the
construct might be placed. The theory of fluid and crystallized ability
proposed by Cattell (1987). Hom (1988). and their associates is arguably
the most efficacious empirically based psychometric model of intelligence.
The term Emotional Intelligence (EI) to refer to the mental processes
involved in the recognition, use, understanding, and management of one *s
own and other’s “emotional state to solve problems and regulate behaviour




2.1 Hummayoun Nacem (2008)

His study explored the emotional intelligence level and service quality

level in foreign and local banks, his study proved that EI skills is high in

case of a foreign bank. El is strongly related to dimensions of service

quality indicating that employees with high El enhance service quality.

2.2. Troy Heffernan (2008)
His study cvaluated the impact of emotional intelligence and trust on bank

performance using intemet survey. Study revealed that trust was found to
be made up of three components: dependability; knowledge and

expectations. There were significant correlations between both trust and EI,

when compared to the financial performance of a relationship manager.

2.3 Saddam Hussain Rahim (2010)
In his study on Emotional intelligence and organisational performance
among banking sector in Pakistan found that female employeés are more
emotionally intelligent than their male counterpart. Also the study revealed
that when the level of education increases the emotional intelligent level

increases as well.

2.4 Mina Beigi ( 2011)
Studied on effects of emotional intelligence training program on service
quality of bank branches through selection of employees from public sector
banks and make them undertake a tailored eight session El training
program. The results were that EI dimension “Relationship Management
“is found to be enhanced by El trining and aiso the result shown that

overall service quality is improved.

2.5 Ming-Ten Tsai (2011)
His study analysed the impacts among El and leadership style, self-
efficacy and organisational commitment of bank employees in Taiwan. this
study revealed that supervisor's leadership style can boost employee self-

' efficacy. The study found that a Jeader with high emotional intelligence




should make better use of leading skills to be able to boost employee self-

efficacy. The study also found that self-cfficacy has a significant positive

influence on organizational commitment.

2.6 Bhatia, Deep & Sachdeva (2012)
In their paper they examined the relationship between job involvement

and organizational effectiveness among employees at Punjab National
Bank. The research inferred a direct relationship between job involvement

and organizational effectiveness through employees™ working style.

approach towards the attainment of organizational goals, quality

improvement, acquisition of new talent and skills etc.

2.7 Nair ( 2012)
Emotional intelligence is a major behavioural competency which must be
given a prominence if the mission and vision of the organisation are to be
achieved. Emotional intelligence is the individual group level input which
affects organisational climate. The organisational climate in tumn affects
organisational citizenship behaviour and these entire three variables have a

positive impact on each other.

2.8 Anurag Pahuja (2012)
He conducted the study to determine the perception and factors affecting
emotional intelligence among the bank employees. The study revealed that
employees are aware of the El concept. There is significant difference
between male and female on various El traits. Females scored better on
overall emotional intelligence than males. The employees are not
emotionally stable which really concerns as it affects their performance.
The study highlighted those employees consider self-management, self-
awareness and empathy as the major emotional intelligence traits required

by everyone.

2.9 Thavaraj.M.M (2012)
In the article, “Effect of emotional intelligence among managers of the
commercial banks of Madurai ¢ity™. - revealed that five determinants of




emotional intelligence being sell -awareness, self - regulation. self -

motivation. social awareness and social-skills, self =motivation plays a
major role. And on the summative view on various factors involved in
measuring the level of El, urban branches are higher than the rural

branches.

2.10 Dimitris Belias (2013)
He investigated occupational stress and emotional intelligence among bank
employees in Greece. Study revealed that occupational stress is likely be
affected by cmotional intelligence and by several demographic
characteristics. Gender seems 10 affect the employee’s emotional
intelligence. Also, occupational stress and stress management are likely to
be predicted by the employee’s levels of optimism and the ability to manage

and use emotions positively.

2.11 Kappagoda (2013)
In his study to find the emotional intelligence of the mangers in the banking
sector in Sri Lanka found that the level of El has changed according to the
gender, age, educational level and working experience of the respondents.

2.12 R. Veerappan (2013)
On their study on Emotional Intelligence among bank employees in Vellore
district found that emotional intelligence will help an employee expenience
better work-life balance

2.13 Spyros Papathanasiou (2014)
Conducted study on emotional intelligence and job satisfaction among
Greek banking sector. Study concluded that there is a positive relationship

: betweeuaspeclsofElandJobsalisfxtionlhcygaﬁomt!wirwkahc
gender, age. marital status and job position in the bank affect the levels of
emotional intelligence of employees. In addition, El seems to exert




intelligence perform well and are more satisfied at their workplace

Emotionally y balanced employees are adapiable. empathetic, self-aware.
- self~confident. opumistic, and good at managing
&lmmenu and stress. Also the study found that Individual with High
’EI are good problem solvers and decision makers and can skilfully
v Mma&irmkandqmckly realize their goals.

- 2.15 Mahal (2015)

Studied the influence of emotional intelligence on employee satisfaction
¥ Study revealed that there is a significant relationship between emotional
intelligence and employee satisfaction. The study also suggested that
emotional intelligence enables an employee to control desire and direct
stressful moods well. Emotionally controlled and managed behaviour helps
. _ - the employee to remain hopeful in times of setbacks and develops empathy
and social skills,

2.16 Praveena S. (2015)
Conducted the study to find the Emotional intelligence on Job performance
of Bank Managers in Sri Lanka. Study revealed that higher levels of
emotional intelligence of bank managers lead to higher levels of job
performance as well as job satisfaction at the workplace. It also revealed
that emotional intelligence can be recognized as one of the most critical
skills that managers should possess in present day organizations.

2.17 V.Swarnalatha (2016)
On her study on emotional intelligence among bank employees found that
El plays a major role among bank employees” life and all the employees
are having high emotional intelligence. Also, there is no difference between
~emotional intelligence and age of employee

11




2,18 N.N.Ugoani (2017)
Did a study on Emotional Intelligence and Successful change Management
in the Nigerian Banking Industry. Results show that emotional intelligence

cncompasses competencies required for successful change management.

2.19 hopins and biilimoria (2018)
The study explored the relationship between emotional and social

intelligence competencies and organisational success. The study showed
hot much of difference between male and female in the demonstration of
emotional and social intelligence competencics




CHAPTER - 111

THEORETICAL FRAMEWORK
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-—;,,

soul of every relationship and as an experience exhibits a person
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ional Intelligence

‘ﬂwm of emotional intelligence has provided new dimension to the
understanding of human intelligence, which carlier highly counted

eoguuvc intelligence for its evaluation. Emotional intelligence has
“expanded the horizon of basic intelligence and has emphasized few more
abilities required for the survival of human being in a society. Similar to
cognitive intelligence, several definitions and measures of emotional intelligence
have been developed by different researchers according to their understanding of
the concept Of EL, whereby they have accentuated different features of the
concept. As a result, currently there are lot of definitions of El available in
published literatures which do not necessarily match well. Since, El isa
multifaceted construct so in order to provide better understanding of the concept.

Defining Emotional Intelligence: Substantial disagreement exists regarding the
definition of El, with respect to both terminology and operationalization’s. There




"ill& cxnct meaning of this construct. At the |

s
1)

avironment. The model proposes that individuals vary in their
) Pro '.-lnlbtmauon of an emotional nature and in their ability to

ac '.' plctures voices, and cultural artefacts—including the nbil:ty w
ifdenufy one's own emotions,

2. Usmg emotions — the ability to hamness emotions to facilitate various
cognitive activities, such as thinking and problem solving.

3. Understanding emotions — the ability to comprehend emotion language
and 1o appreciate complicated relationships among emotions

4. Managing emotions — the ability to regulate emotions in both ourselves
and in othcrs

The model introduced by Daniel Goleman focuses on EI as a wide array of
competencies and skills that drive leadership performance. Goleman's
model outlines four main El constructs:
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3.3 ADVANTAGES OF EMOTIONAL INTELLIGENCE.

1. It is something that anyone can learn.
Emotional intelligence isn’t a genetic trait or a natural talent. It is a skill that
anyone can leam. Of course, there will be some folks who are naturally better
at ieaming this skill than others, but anyone has the potential to develop well-
defined skills in this arca. As long as you're willing to put in the practice,
you'll be able to find some success.

2. It can help to reduce bullying.
When we understand our emotions and can tap into the emotions of others,

then we get o feel a little bit of what others are feeling around us. This allows
us Lo stay in better control of our own emotions, while at the same time it




AT lq,olhers because we llbcfctlmg that harm
ica ylkinder More Caring environment

! aboVe average cmononal intelligence when compared to the general
n. This is because the negative emotional impacts of these decisions

have a greater emphasis.

. 5, Making decisions becomes a lot faster.

‘Emotional decisions are a lot easier to make than logical decisions. Logic
dictates that every scenario be evaluated, estimated, and anticipated.
Emotional decisions happen faster because only the emotions of the situation
‘are being examined. Emotion is one of the most crucial pieces of information
that we have access to every day. so more data can actually be examined in an
emotion than through logic and that's why decistons are faster.

6. 1t can be used in any environment, situation, and circumstance.
If you have a skill in typing 140 words per minute, are you going to be able 1o
translate that skill into carpentry? Long haul dnving? Emotional intelligence
is a skill that transcends industries, hobbies, and situations because itis

16
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ways spplicable A person execising theirskill in ths arca can find .53

,x},J MOTIONAL INTELLIGENCE

o
!

components ol‘ourbcmg We expenence
afevqyday When those emotions are

thers from using their critical thinking skills.
nov how 1o “put their emotion on a plate,” then that
hdpothqstdalethmugh that contact. As those

3. It can be used for personal gain.

Emoﬁonsl intelligence can also be used to manipulate others for personal
gain. This can be done through the creation of embarrassing situations or
outright emotional lies, showing a person positive emotion while showing
everyone else negative emotions. High emotional intelligence skills can
definitely create a lot of good, but if the desires are self-serving. it can also
create a lot of darkness.
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‘I ) X

- The pros and cons of emotional intelligence show it can be hugely beneficial to
develop. It also shows that there can be some potentially dangerous situations
that develop if people use their emotional intelligence in a way that only
benefits themselves. By understanding the core emotions of those around us,
better decisions can be made, so as long as the negatives can be balanced
properly, emotional intelligence will always be important.




n PUBLIC SECTOR BANK
SEC'ron BANK (HDFC)

makmg it the oldest commercial bank in the Indian

3 ;; as merged into the other two "presidency banks”

“: of Calcutta and the Bank of Bombay, to form

:(‘ l"l;idia. which in tum became the State Bank of India in

of India took control of the Imperial Bank of India in 1955,

,\ 1nd}n (India’s central bank) taking a 60% stake, renaming it

'u - 24000imnchu. 59.000+ ATMs and 195 foreign offices across
: the merger of its $ associate banks and Bhnma)a Mahila Bank

The State Bank of India is a giant in its own right, and there are several
reasons that contribute to that. It is the oldest bank in the country currently if you
g0 by the size of its balance sheet. Additionally, its market capitalization, hundreds
of bank branches and the number of profits are helping it give stiff competition to
other private sector banks in the country.

»
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k is India’s W‘B& pmmte sector bank by
nar j_ .cq:_!ulisltio:msoprnl 2021 Itis
apitalisation of $122.50 billion on the Indian
enith nhg& employer in India with nearly
W Mpormd in 1994 as a subsidiary of
prporation. with its registered office in
',,;ofﬁce and a full-service branch at

W "TimsBankchbmuy’OOO This was the first
ste banks in the New Generation private sector banks category.
ablished by Bennett, Coleman and Co. Ltd., commonly

A

.' berzozl the bank partnered with Paytm to launch a range of credit cards

. uedbyﬂwglob!lwdndumk\ﬁsa
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:Wﬂm-scr\'ices with vendor and distributor finance for l'aciluzmn sp
quply"tbnin'mmgcmmt- for its corporate customers. Based on its superior
p@dnm delivery / service levels and strong customer orientation. the Bank has

|| made significant tnroads into the banking consortia of a number of leading Indian
corporates including multinationals, companies from the domestic business
houses and prime public sector companies. [t is recognised as a leading provider
of cash management and transactional banking solutions to corporate customers.
mutual funds:stockexchange members and banks

enor

'l'hls business focuses on institutional customers such as
Large corporates including MNCs
Government bodies
‘Emerging corporates
Business banking/SMEs
Infrastructure finance group

Products and Services
‘Working capital facilities

Term lending

Project finance

Debt capital markets

Mergers and acquisinons
Trade credit

Supply chain financing

Forex and denvatives

Cash management services

Wholesale deposits
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STATE BANK OF INDIA

4.1 GENDER OF RESPONDENTS
TABLE 4.1 SHOWING THE GENDER OF RESPONDENTS

GENDER GROUP NO OF PERCENTAGE
RESPONDENTS
MALE 19 47%

FEMALE 21 53%
TOTAL 40 100%
Source; Primary Data

FIGURE 4.1 SHOWING THE GENDER OF RESPONDENTS

GENDER

INTERPRETATION:

As shown in the above diagram, 53% are female respondent and 47% are male
respondent. Here we conclude that female respondents are more than the male

respondent.




4.2 AGE OF RESPONDENTS

TABLE 4.2 SHOWING AGE OF THE RESPONDENTS

AGE NO OF PERCENTAGE

RESPONDENTS
20-30 20 50%

8 20%
36-40 B 20%

4 10%
TOTAL 40 100%

Source: Primary Data

FIGURE 4.2 SHOWING AGE OF THE RESPONDNETS

Age

INTERPRETATION:

As shown in the above diagram, age group of 20-30 is the largest group
representing 50% of the respondents, followed by 20% of respondents who
belong to the age group of 36-40 and 31-35. Smallest number of respondents of
10% belongs to the age group of 40 above.




43 EDUCATIONAL QUALIFICATION OF RESPONDENTS

TABLE 4.3 SHOWING EDUCATIONAL QUALIFICAITON

EDUCATIONAL NO OF PERCENTAGE
QUALIFICATION RESPONDENTS
SSLC 0 0

5
26
9
0
40
Source: Pnmary Data

FIGURE 4.3 SHOWING EDUCATIONAL QUALIFICATION OF THE
RESPONDENTS

0% 0%

INTERPRETATION

Auhownintbelbovenbleandgnph.mqjorilyoﬁbempondmummdm&

npmmingﬁ%oﬁbeloulrespondems.n%mpostgndmumdn%mthe
person who as qualified diploma.




4.4 ANNUAL INCOME OF RESPONDENTS

TABLE 4.4 SHOWING THE ANNUAL INCOME OF THE RESPONDENTS

ANNUAL INCOME NO OF PERCENTAGE
RESPONDENTS
1-2 LAKHS 9 22%

2-3 LAKHS 9 22%
3-4 LAKHS 14 36%
4-5 LAKHS 4 10%
ABOVE 5 LAKHS - 10%
TOTAL 40 100%

Source: Primary Data

Annual income

INTERPRETATION:

1‘bubovcﬁgurerepresm!sthuomof40mpondemsmveyed36%gﬂm
annual income between 3-4 lakhs, 22% between 3-4 lakhs and 1-2 lakh, 10%
between 4-5 lakhs and 10% get an annual income above 5 lakhs.




4.5 CURRENT POSITION OF RESPONDENTS

TABLE 4.5 SHOWING THE CURRENT POSITION OF THE EMPLOYEES

CURRENT POSITION NO. OF PERCENTAGE
RESPONDENTS
ASSISTANT MANAGER § 20%
BRANCH MANAGER 4 10%

FD SECTION ACCOUNT 0 0
CREDIT ANALYST 4 10%
SINGLE WINDOW 10 25%
OPERATORS
RELATIONSHIP MANAGER 28%
PERSONAL BANKING

GENERAL MANAGER 0
OTHERS 3 7%
TOTAL 40 100%
Source: Primary Data

FIGURE 4.5 SHOWING THE CURRENT POSITION OF RESPONDENTS

INTERPRETATION:
| The above figure represents that out of 40 respondents surveyed 28% of the
respondents belong to the category relationship manager, 25% belong to single
| window operator, 20% belong to assistant manager and 10% of the respondents
belong to branch mansger and 7% other categories.
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4.6 SELF-AWARENESS OF RESPONDENTS

TABLE 4.6 SHOWING THE SELF AWARENESS OF THE EMPLOYEES

DIMENSIONS MEAN SCORE
EMOTIONAL PERCEPTION 327
MAINTAINING CONTROL 347
AWARE OF MOOD IMPACTS 357
CONTROL EMOTIONS 3.6
CAUSATION OF THOUGHT 327

Source: Pnmary Data

FIGURE 4.6 SELF-AWARENESS OF RESPONDENTS

From the above figure we understand that majority of the respondents are self-
aware about their emotions, the effect of their actions, moods, and emotion on
other people, They are capable of monitoring and controlling own emotions.
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4.7 EMOTIONAL RESILIENCE OF RESPONDENTS
TABLE 4.7 EMOTIONAL RESILIENCE OF RESPONDENTS

DIMENSIONS MEAN SCORE
PERFORM WELL UNDER PRESSURE 34
MANAGING OPPOSITIONS 355
HANDLING CHALLENGES & 335
CRITICISM
ABILITY TO PRIORITIZE LIFE
Source: Primary Data

3.7

FIGURE 4.7 EMOTIONAL RESILIENCE OF RESPONDENTS

Emotional Resilience

A e e ) 37
. ’ ‘

l | :
| panding chalinges$ b S i3y |
[ ) |
g oo o . ) 54
|
pesform! welluner pressre oy 34 |

32 a3 ik 35 it 17

INTERPRETATION:
ﬁomdwuboveﬁgmwemmhdethﬂmqjoﬁtyoﬂhamdmuume

mpuchywmmuﬂlyandqnicklyﬁmmph-mmdquingm:s,
hmuwemuythumembymmmdmlﬂymﬂieanmoughm
anploymhoediﬁmhyinwfumhtmduptmmdhndﬁngcmknges




4.8 LEVEL OF MOTIVATION OF RESPONDENTS
TABLE 4.8 LEVEL OF MOTIVATION

DIMENSIONS MEAN SCORE
COMPLETION OF TARGET 3.66
POSITIVE OUTLOOK - 3e
ACHIEVING GOALS 330
BALANCING SHORT- & 332

LONG-TERM GOALS

HOPEFUL 23

Source: Primary Data

TABLE 4.8 LEVEL OF MOTIVATION OF THE RESPONDENTS

MOTIVATION

HOPLFUL

BALANCING SHORT & LONG TERM GOALS
ACHIEVING GOALS

FOSITIVE DUTLOOK

COMPLETION OF TARGETY

INTERPRETATION:

The above figure shows that most of the respondents are really motivated when it
comes 1o having a positive outlook on life and balancing short term and long-term
goals. Most of the respondents ensure the completion of targets and achieving the
gaol but they become hopeless when things go wrong.




4.9 INTER PERSONAL SENSITIVITY OF RESPONDENTS
TABLE 4.9 INTER PERSONAL SENSITIVTY

DIMENSIONS MEAN SCORE
LISTENING TO OTHERS OPINION 347
CONCERNED ABOUT OTHERS 3.70
EMPATHY 335
INITIATIVE IN PROBLEM SOLVING 3.60
CONSIDERING OTHERS INPUT 337
Source: Primary Data

FIGURE 4.9 INTER PERSONAL SENSITIVITY OF RESPONDENTS

INTER- PERSONAL

Listening to concerned
others opinion  about otherns

INTERPRETATION:

The figure shows that the respondents are concerned about others feelings,
thoughts and emotions. Majority of the respondents listens to others opinion, but
only few consider the opinion received from others.




4.10 LEVEL OF INFLUENCE OF RESPONDENTS
TABLE 4,11 LEVEL OF INFLUENCE

DIMENSIONS MEAN SCORE

LISTENING TO OTHERS PERSPECTIVE 333

POSITIVE RESPONSE TO VIEWS 3.17

KNOWING OTHERS BEFORE 340
FOLLOWING

Source: Primary Data

FIGURE 4.11 LEVEL OF INFLUENCE OF RESPONDENTS

INFLUENCE
34

l |

positive TesponsE Incwng othens
10 views belore folowrg

INTERPRETQTION: .
mmﬁmmmumﬁmmdawlymﬂmwdw
M-MW”W’WM“‘MM&M and also
receive positive response on their views, this shows bow emotional intelligence
influences the employees 1o interact with others.




4.11 INTUITIVENESS OF RESPONDENTS
TABLE 4.12 INTUITIVENESS

DIMENSIONS MEAN SCORE
ANALYSING CONSUMER NEEDS 4.07

LESS PROBING 2.80

ACTING ON INNER JUDGEMENT 332
DECISION MAKING IN AMBIGUITY 2.90
RISK 2.80

Source: Primary Data (

FIGURE 4.12 INTUITIVENESS OF RESPONDENTS

INTUITIVENESS

INTERPRETATION:

The above figure shows that the respondents have a moderately low level of

Intuitiveness. According to the responses majority of the employees analyse the
| consumer needs quickly. They do not perform and action without consciously

processing the information.




4.12 LEVEL Of CONSCIENTIOUSNESS IN RESPONDENTS

TABLE 4.13 LEVEL OF CONSCIENTIOUSNESS

DIMENSIONS MEAN SCORE
FOLLOWING ETHICAL NORMS 3.65
FOLLOWING ETHICAL SOLUTIONS 3.75
EXAMPLE ON OTHERS 352

Source; Primary Data

FIGURE 4.13 LEVEL OF CONSCIENTIOUSNESS IN RESPONDENTS

CONSCIENTIOUSNESS

trsmote o otners |

Fotowng et soncn |
' | : : : :
Folowing ethical norms —
[

: :

34 345 35 155 36 165 3? L it
8 CONSOENTIOUSNESS

INTERPRETATION:
Thelboveﬁgmsbowsthnthekupondentshvelbighlevel of

Consciemiom;lbeymadalymdnimingmdolhejobweﬂ.byblbwing
ethialnomsinﬁndingsoluﬁontoapmblunlheymummleloothas
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HDFC BANK

4.1 GENDER OF RESPONDENTS
TABLE4 ] GENDER OF RESPONDENTS

GENDER GROUP

NO. OF PERCENTAGE
RESPONDENTS
20 50%
20 50%
40 100%

Source: Primary Data

MALE
FEMALE

FIGURE 4.1: GENDER OF RESPONDENTS

gender

INTERPRETATION: - The above figure represents that out of 40 Respondents
surveyed, 50% Respondents are male and 50% of them are female. We have
equal number of male and female Respondents.




42 AGE OF THE RESPONDENTS
TABLE 42 AGE OF THE RESPONDENTS

AGE OF NO. OF PERCENTAGE
RESPONDENTS RESPONDENTS
20-30 years 20 50%
31-35 years 9 22.5%
36-40 years 17.5%
Above 40 years 4 10%
Total 40 100%

Source; Primary Data

FIGURE 4.2 AGE OF RESPONDENTS

AGE

Above 40 years
10%

3640 years
18%

31-35 yun" :
2%

| INTERPRETATION: - The above figure represents that out of 40 respondents
surveyed 50% of them belong to the age group of 20-30, 22% belong to 3 1-35,
18% belong to 36-40 and 10% belong to the age group above 40,




43 EDUCATIONAL QUALIFICATION
TABLE 43 EDUCATIONAL QUALIFICATION OF THE RESPONDENTS

QUALIFICATION NO. OF

RESPONDENTS
SSLC or below 0

Plus two i
Graduate 20
PG 20
Others 0
40
Source: Primary Data

PERCENTAGE

FIGURE 4.3: EDUCATIONAL QUALIFICATION OF RESPONDENTS

Graduate
4B%

BSSICorbelow mPluttwo ®Graduate = PG

INTERPRETATION: - As shown in the above table and graph, majority of the
respondents has qualified Post Graduation (50%), 48% are Graduates and only
2% are the person with plus two.




4.4 CURRENT POSITION
TABLE 4.4 CURRENT POSITION OF RESPONDENTS

CURRENT NO. OF PERCENTAGE
POSITION RESPONDENTS
Credit analyst
Clerk
Assistant manager
Branch Manager
FD section accountant
Relationship manager
Deputy manager
Senior executive 5%
Manager 2.5%
Others Bl 10%
Total 40 100%
Source: Primary Data

12.5%
22.5%
10%
10% {
12.5%
10%
5%

R & n e & O W

FIGURE 4.4 CURRENT POSITION

Positions

\’~ * Credit analyst
.. * Clerk

‘ » Assistant manager
* Branch Manages

* FD section accountamt

|

INTERPRETATION: the above figure represents that out of the 40respondents
surveyed 23% are clerk, 12% each are FD section accountant and Branch
manager, 10% each belong to the group of managers, 5% and 2.5% to Senior
executive, Relationship manager and so on.




4.5 ANNUAL INCOME OF THE RESPONDENT
TABLE 4.5 ANNUAL INCOME OF THE RESPONDENTS

ANNUAL INCOME NO. OF PERCENTAGE

RESPONDENTS
1-2 lakhs 6 15%
2-3 lakhs 10 25%
3+4 lakhs 10 25%

4-5 lakhs 7 17.5%

Above S lakhs 7 17.5%
Total 40 100%

Source: Primary Data

FIGURE 4.5 ANNUAL INCOME OF RESPONDENTS
ANNUAL INCOME

1-2 lakhs

4.5 lakhs

3-4 lakhs

INTERPRETATION: -The above figure represents that out of 40 respondents
surveyed 6% get an annual income between 1-2 lakhs, 25% get an annual income
between 2-3 lakhs, 25% between 3-4 lakhs, 18% between 4-5 lakhs and 18% get

an annual income above 5 lakhs.




FIGURE 4.6 SELF AWARENESS OF RESPONDENTS

SELF-AWARENESS

INTERPRETATION: - From the above figure we understand that majonity of
respondents are self-aware about their emotions, effect of their actions and the
impacts it may have on their customer.
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4.7 EMOTIONAL RESILIENCE
TABLE 4.7 EMOTIONAL RESILIENCE OF RESPONDENTS

DIMENSIONS MEAN SCORE
Perform well under pressure 34
Managing oppositions 36
Handling Challenges & Criticism 38
Ability to prioritize life 36

Source: Primary Data

FIGURE 4.7 EMOTIONAL RESILIENCE OF RESPONDENTS

EMOTIONAL RESILLIENCE

—————————— I
38
g catenes o —T

Managing opposition

Perform well under pressure _"

33

35

34 i

3.2

B EMOTIONAL RESILLIENCE

INTERPRETATION: - From the above figure we can conclude that most of the
respondents are emotionally resilient and are capable of handling different
situations.

Even though the respondents are not emotionally resilient when it comes to
working under pressure.

41




4.8 LEVEL OF MOTIVATION
TABLE 4.8 LEVEL OF MOTIVATION OF THE RESPONDENTS

DIMENSION MEAN SCORE
Completion of target 38

Positive outlook 4.1

Achieving goals 36
Balancing short- & long-term goals 38
Hopeless 25

Source: Primary Data

FIGURE 4.8 LEVEL OF MOTIVATION OF RESPONDENTS

MOTIVATION

Completion Positive Adhieving Balancimg
of target outiook goals short & long

term goals

S
B
3
2
1
0

B MOTIVATION

INTERPRETATION: - The above figure shows us that the respondents are
moderately motivated. But when things go wrong most of them become hopeless.




Listening to other's opinion

Concerned about others

Empathy

Initiative in problem solving

Considering other’s input

Source: Primary Data

FIGURE 4.9 INTER-PERSONAL SENSITIVITY OF RESPONDENTS
INTERPERSONALSERSTVITY.
41

CONCERNED EMPATHY INTTIATIVE N

INTERPRETATION: - From the above figure it is understood that the
mpondenshnve.goodkvdofim—pasmlmﬁﬁv&y.uajuityoﬂbe
respondents have the ability to read other people’s feelings and act accordingly.
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4.10 LEVEL oF INFLUENCE
TABLE 4.10 LEVEL OF INFLUENCE OF RESPONDENTS

DIMENSION
Listening to other's perspective
Positive response 1o views
Knowing others before following

Source: Primary Data

MEAN SCORE
3.7
3.6
35

FIGURE 4,10 LEVEL OF INFLUENCE OF RESPONDENTS

INFLUENCE

INFLUENCE

INTERPRETATION: - influence is all about how employees interact with each

other.neabowﬁgmshowsthuthclupondmh\tlmodemeinﬂmon
others and are also influenced by their co-workers.




4.11 INTUITIVENESS
TABLE 4.11 INTUITIVENESS OF RESPONDENTS

DIMENSION MEAN SCORE
Analyzing consumer needs 40
Less probing 2.5
Acting on inner judgement 33

Decision making in ambiguity 30
Risk 33
Source: Primary Data

FIGURE 4.11 INTUITIVENESS OF RESPONDENTS

INTUITIVENESS

Risk
Dectsion making in ambiguity
Acting on ihner judgement
Less probing

Analysing consumer needs

R INTUITIVERESS

INTERPRETATION: - From the above figure we understand that the

respondents are not much intuitive. They act rationally and are not willing to take
much risk. Intuition is indeed the highest form of intelligence, here majority of
the respondents makes decisions only after gathering sufficient information,
hence their intuitiveness level is low.
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DIMENSION

Following Ethical Norms

Following Ethical Solutions

Example 10 others

FIGURE 4.12 LEVEL OF CONSCIENTIOUSNESS [N RESPONDENTS

Following Ethical Norms

INTERPRETATION: - The figure shows that the respondents have a good level
of conscientiousness. But majority of them don't consider themselves to be a
good example to others.




TABLE 4.13 OVERALL EMOTIONAL INTELLIGENCE SCALE
COMPARISON BETWEEN SBI AND HDFC BANK

COMPONENTS SBI HDFC
Self-Awareness 42 43
Emotional Resilience 35 36
Motivation 40 44
Inter-personal Sensitivity 43 48
Influence 25 27
Intuitiveness 40 4.0
Conscientiousness 28 29
Total EI (Mean score) 3.61 3.81

Source: primary data

FIGURE 4.13 OVERALL EMOTIONAL INTELLIGENCE SCALE
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INTERPRETATION:

From the above ﬁgtmwemmh)dethuboththeanploymofSBhndFedaﬂ
Bank have moderate level of Emotional Intelligence. There are slight differences
In some of the elements. The level of Self Awareness, Emotional resilience,
intrusiveness and conscientiousness are almost the same in both sectors. Whereas
we can see a visible change in the levels of Inter-personal sensitivity, motivation
and influence. The total graph also shows that the level of Emotional Intelligence
is more in the employees of HDFC when compared 10 SBI

47




COMPARI TABLE 4.14 JOB SATISFACTION
SON BETWEEN EMPLOYEES OF SBI AND HDFC BANK

DIMENSIONS SBI
Meaningless job 17
Liking the ek 33 —
Tdelnit 43 33
ST 32 34
Fairly paid 35 =
Total (mean score) 333
Source: primary data

HDFC
19

FIGURE 4.14 JOB SATISFACTION
Comparison between employees of SBI and HDFC BANK

INTERPRETATION:

The above figure gives us a clear picture about the level of job satisfaction among
the employees of SBI and HDFC bank. There are some clear variations in the
elements between both the sectors. Only a few employees are of the opinion that
their job is meaningless. In both the sectors employees like doing their jobs and
have a sense of pride in the work they do. Amang the two, the employees of HDFC
are of the opinion that they are not being paid fairly. However, the total graph
sbomnhlenploymofsalmmuﬁsﬁdhmiobsmmeempmor

HDFC bank




Ho: There is no association between gender and level of motivation.

| Hi: there Is significant association between gender and level of motivation

|| The above hypothesis tested in Jamovi software shows the following results:

| Statistic *’\“’ == Effect

A Mann-WhitneyU | 200 | 1000 | Renk biserial 0.00250
correlation

e —

MANN-WHITNEY U TEST

Normality test (Shapiro-wilk) w
A 0794
Note. A low p-value suggests a violation of the assumption

of normality
Homogeneity of Variances Test (Levene's)

F

A
ASSUMPTIONS:

Note. A low p-value suggests a violation of the assumption of equal variances

Group Distribution
Group. N Mean  Median SD SE

20 355 3.50 0605  0.135

20 3.50 4.00 0607 0.136




INFERENCE:

Since the P value is greater than 0.05, we failed to reject He

Therefore. there is no significant relationship between gender and level of
motivation.

The study was conducted in order 1o study the association between gender and the
|| motivational level of employees in HDFC bank. Prior to conducting the analysis
the assumptions of independent sample t test which are normality and homogeneity
of variance were examined using Shapiro-wilk statistics and laven’s test, the results
of Shapiro-wilk showed that the assumptions of normality was violated. thus
Mann-whitney U test was used.







S.1 FINDINGS

SBI bank- Majority of 53% are female respondents, and 47% are Male

respondents out of the 80 respondents, so here we conclude that the female

respondents are more than the male respondents and in the study of HDFC

bank the respondents share equal percentage.
¢ HDEFC bank- both the male (50%) and female (50%) respondents share

equal percentage.

* Majority of the respondents in both the public and private sector banks are

middle aged people. 50% of the employees belong to the age group of 20-

30years in both the public and private sector bank.

* Both sector employees are highly educated with a graduation and post-

graduation, therefore we can conclude that both the sector employees are

well educated and possess good knowledge.

e  Majority of the respondents in both the public and private sector réceive an

annual income between 3-4 lakhs, hence we can conclude that they are

fairly paid according to their qualification.

e While comparing the level of self-awareness there is only a minor

difference between the two private and public sector, majority of the

respondents capable of monitoring their own emotions, recognising

different emotional reactions etc.

o While comparing the Emotional resilience level of both the banking sector,

there is only a minor difference, majority of the respondents intentionally

use their thinking and behaviour to guide their emotions rather than letting
their emotions dictate their thinking and behaviour,

e While comparing the motivation level of SBI and HDFC bank employees,
the motivation level of HDFC bank employees is more compared to the SBI
bank employees, increase in motivation level leads to readiness 1o act on
opportunities, optimism and resilience.

e There is huge difference between the level of interpersonal sensitivity of
_the respondents in both the sector, the respondents of HDFC bank shows




respondents listens 1o the perspective of others before making a decision
fiol*" .lhe-pn‘vate and public sector: banks are equal when it comes to the
intwitiveness, Individual with high emotional intelligence level have higher
pereeption, comprehension and motivation, therefore they arc more
inclined 10 use intuition.

Level of conscientiousness are more or less equal in both public and private
sector bank. So, we can conclude that the respondents in both the sector are
likely very dependable and organised, they make sure to follow the current
cthical norms and solutions,

It was found that in both the sector's the employees were not confident
about their personality,

In the overall examination of the study the level of motivations,

interpersonal sensitivity, influence was higher for pnvate sector when
compared to public sector. This shows that the private sector employees
possess more emotional intelligence skills compared 1o the public sector
employees, a person with high degree of emotional intelligence skill has the
ability to perceive, use, understand, manage, and handle emotions in an
Appropriate manner,

Overall job satisfaction is almost the equal for both sector employees.
however, the SBI bank employees stands above the HDFC bank employees
when it comes to overall emotional Job satisfaction with a mean score of
333

A minor rate of public sector employees find that it is meaningless 1o work
in this sector whereas may like what they do. Many of the public sector
employees feels pride in the job they carry out, however minor of the
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Even if the emotional intelligence skills were more the private sector bank
the level of Job satisfuction was lower in the private sector bank when

compared with the public sector bank employees.

5.2 SUGGESTIONS

rch revealed that most of the respondents are only average in their

ationa competencies. therefore it is suggested that regular programmes at
MM be held by the training and development team in order to improve
ﬁ@ol‘mnoml intelligence thereby developing superior performance at
Bk

'.'C\?\ "" ement should provide adequate recreational facilities to the

emj Qwes which helps the superior and sub-ordinate relationship and
Iy reduces job related stress.

\»._.J

ed 1o 56 u mbd:plm Imnlles and it may also serve as a source to get




orgalizmion. Emloyees must be given training and orientation |

classes to enhance their emotional intelligence level

* Employees must be taught to respond instead of reacting to conflict.

¢ Help them to develop listening skill. It would help them to understand better
and respond properly with respect for the person they are speaking to.

e Keep employees always motivated. Motivation helps to improve the

efficiency of people as they work towards goals,

® Train then to empathise with others it helps them to relate to others in basic

human level.
»  Make the employees to take responsibility for their feelings and behaviour.

Develop positive attitude towards life situations.

Conduct interactive sections where each employee can interact and get to

know his or her co-workers apart from work.

e FEnable the employees to tum their criticism and challenges into
opportunities.

e Employees must be taught the importance of being socially and ethically

responsible.
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Sudy was 10 compare the level of emotional

emiplo : .
. : . : Royees of public and private sector banks. Emotional
intelligence is CIMCIing us a ¢

critical factor for Sustaining high level of performance.

intelligence between the

mers each day, Only having a high level of El would help
work and life moderately.

them to balance their

Through thig study it was found out that employees of both the sectors have

a moderate level of emotional mtelligence however there were some visible
| varations in some factors, The level of self-aw

areness and emotional resilience
motivation and intuitiveness were found to be almost the same

The employees of private sector banks have a comparatively high level of
interpersonal sensitivity, intuitiveness. conscientiousness than public sector banks
employees. The overall EL is less for public sector banks (SBI). In order to improve
the Emotional intelligence aspects of the employees the Human Resource (HR)
department should undertake various programmes for the employees.

Emotional intelligence plays an important role for employees in the
organization. This paper has made a better understanding about the various reasons

for emotion and better control over the emotion. Handling emotions is an important
requirement fora HR for himself and among the employees as well. organizational
commitment, improve productivity, efficiency, retain best talent and motivate the
employees to give their best. This study confirms that both emotional intelligence
| and work life balance together create organizational success and develop
competitive advantage for organmmom. Understanding the potential and the talent
that the employees and _qﬂSum'thediffmee-lhlwnployccs bring to the work place
and value them to mike it a part of the organizational success. The work place
should be better so that the employces can have a better tcam work, find solutions
for problem, enhanced job MPOMMMY group mission, challenges, routine work,

et L ‘workers. Emotional intelligence will bring in better




ildaptabiliy, cmp_v oy rards ployce. lcadrship qualities, group rapport,

participative management. decision making. and understanding among

| colleagues. Most of the organizations are nowadays taking those employees who

are emotionally intelligent, so that they can face the workplace problems easily and

| they can become more productive for the organization.

Emotionally intelligent organization can be made through organizational strategies,

leadership skills, development programmes, self-awareness and self-management

tools. The researcher from the study concludes that emotional intelligence is linked

[ at every point of workplace performance and it is of utmost importance nowadays.

Hence, 10 be successful in life Emotional intelligence plays a vital role.
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EMOTIONAL INTELLIGENC: A comparative study on the selected public

(SBI) and private (HDFC) sector banks with special Reference to
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DEMOGRAPHIC PROFILE OF THE RESPONDENTS.

7 Gender:
0O Male o Female

7 Educational qualification
D SSLCorbelow  odiploma  ©Gmduate o Post Graduate
0 Others

> Annual income
O 1-2lakhs ©2-3lakhs  o3-4lakhs  ©4-5lakhs
= Above 3 lakhs

> Age
020-30years o31-35years 03640 years

O Above 40 years
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. kpbﬁonal Resilicnce (Flexibility)
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I have a positive

outlook on life

Fam able o
Pursue my goals
in the face of
rejection or

appraisals

I am able 10
balance my short-
and long-term

goals efficiently

I do not become
hopeless when

things go wrong

1

< Inter-personal Sensitivity

Before
making a
~decision, |
listen to the
views of
others

~4

‘when other
‘staff members




facing any

problem

17

I am able 10
put myself in
other's shoes
and
acknowledge

their feelings

I take inmtiatives
to resolve

others” problems

19

I take into
account the
input
received
from others
when making

a decision

s Influence

20

| listen to the
perspective of
others before
taking a

decision

21

I receive a
positive
response (o
my view's




[ make sure |
understand
where others
are coming
from before
trying to
follow them

< Intuitiveness (Spontancous)

23

I analysis the
needs of
customers

quickly

I make
decisions
without
waiting for all
the

information

| am

prcpal'ed o
act upon
my inner
judgment




accurate
decisions
even if the
given
mformatio
nis

ambiguous

I feel
comiortable

with risk

e Conscientiousness

[ follow
current ethical
norms of
business

decisions

[ follow an

cthical

solution to solve

a business 1ssue

[ lead by
example for my
other staff
members




