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 The aim of the article is to present a developed conceptual model that allows to develop 
in a logical sequence the methodological aspects of the study of emotional intelligence’s 
impact on managers’ work performance in business organizations.This model describes 
methodological phases, stages, and steps, which could have practical application in 
conducting empirical investigations. This methodology includes three phases: 
identifying manager’s emotional intelligence level through questionnaire; work 
performance assessment through a rating scale; evaluation of emotional intelligence’s 
impact on managers’ work performance and the significance of this impact trough χ2-
method and the Kramer coefficient (V2). 
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Introduction 

It is evident that in the last decade the academic interest in conceptualizing 

emotional intelligence is growing. Many researchers provide definitions and construct 

evidence for emotional intelligence’s essence and scale, models describing it and how 

its level influences employee behaviour in different business organizations. 

The scientific evidence for emotional intelligence’s impact on managers 
behaviour at work is undoubtable. At the same time, browsing through some articles 

shows that there are no investigations (methodological and practical) which aim for 

establishing a model, which allows evaluation of emotional intelligence’s impact on 

managers’ work performance. The very fact that there is a research niche in this 

sphere is a methodological challenge for empirical researchers.This challenge has 

potential for methodological development in this field as well as for practical 

application in the business environment. 
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1. Emotional intelligence, managers’ work performance 

and its evaluation  

Emotional intelligence 

Emotional intelligence is a phrase that includes the complex nature of human 

abilities. Contemporary psychologists appreciate the complexity of emotional intelli-

gence and describe it in conjunction with a wide range of abilities (Paunov, 2012, p. 

35). According to Goleman, emotional intelligence is а unity of skills, some of which 

are self-motivation, perseverance in challenging situations, management of one’s im-

pulses and being able to postpone potential reward for the effort put in a project or 

task, control over moods and not letting anxiety disrupt the process of thinking, 

demonstrating empathy and living with hope (Goleman, 2011, р. 57). Salovey and 

Mayer (1990) define emotional intelligence as the ability to observe and regulate 

one’s own feelings and those of others, ability to use emotions as means to guide 

thinking and actions (Salovey & Mayer, 1990). According to Petrides and Furnham 

(2000), emotional intelligence is interconnectivity of emotion-based subjective per-

ceptions and convictions regarding the sustainability of a person’s competences to 

manage their emotions (Petrides & Furnham, 2000). Luke and Tarricone (2001) claim 

that emotional intelligence is a set of skills, needed in the context of successful col-

laboration. Both authors conduct a research, through which they prove the positive 

correlation between emotional intelligence and team performance (Luca and Tar-

ricone, 2001). According to Matthews, Zeidner & Roberts (2004), emotional intelli-

gence is the competence to identify and express emotions, to assimilate emotions and 

manage both positive and negative emotions – one’s own emotions as well as those of 

other people (Matthews, Zeidner & Roberts, 2004, p. 3). 

Theoretical models for emotional intelligence 

Models which aim to describe the essence and scope of emotional intelligence 

are developed on the basis of theoretical views, scientific researches and conceptions.  

For the goals of the current work only Daniel Goleman's theoretical model is 

presented. Goleman's model is a system of five components, in which a combination 

of emotional processes, qualities, features and characteristics of a person is incorpo-

rated. According to Golеman components which describe emotional intelligence are: 

self-knowledge, self-control, empathy, social skills. The author classifies the first two 

elements as personal capacities, and the rest as social capacities. (Eketu & Ayondu. 

2017). 
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Table 1 

Daniel Golеman’s theoretical model 

COMPONENT DESCRIPTION KEY SPECIFICS 

Self-knowledge 

The capacity to recognize and 
understand moods feelings and 
motives, and their effect on other 
people. 

Self-confidence; Realistic self-
esteem, Self-irony 

Self-control 

The capacity to manage and 
control or redirect destructive 
impulses or moods. Inclination to 
wait before judgments (think first, 
then act attitude).  

Reliability and honesty. Comfort 
in undetermined situations, sense 
of responsibility for occuring 
changes  

Моtivation 

Passion to work independently 
regardless of social status and 
money; Goal-orientation and 
perseverance with energy and 
persistence  

Strong necessity of 
accomplishments; Optimistic 
attitude regardless of poor 
performance; loyalty to 
organization  

Еmpathy 

The capacity to understand 
emotional states; the ability to 
treat people based on their 
emotional state 

Knowledgeable in developing and 
maintaining talents; Intercultural 
sensitivity, Account management.  

Social skills 

Professionalism in relationship 
management; developing a 
network of different contacts. 
Ability to find common topics and 
achieving mutual understanding 
with other people.  

Efficiency in implementing 
changes, Convincing, Knowledge 
in building and managing a team. 

Source: Goleman, 2004, p. 1 

 

Two measuring instruments for emotional intelligence can be found in 

Goleman's model. The first one, Emotional Competence Inventory (ECI), was created 

in 1998, and the second one, Emotional and Social Competency Inventory (ESCI), in 

2007 (Chopraa & Kanjib, 2010). 

Manager’s working performance and its assessment 

Managers’ working performance is definitely one of the most important varia-

bles in human resources within organizations (Hosie & Sevastos, 2007). Hosie and 

Sevastos argue that „working performance is the pure value of managers’ contribution 

for the efficiency and goals of the organization, which are achieved by the people un-

der the influence of managers in a concrete working environment.“ (Hosie & Nanker-

vis, 2016). 
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According to Saghani (2012) firms strive for organizational growth through es-

tablishing a living culture, oriented towards results based on processes expansion of 

working performance assessment. The author emphasises that the process of working 

performance assessment in organizations should be effective and it should reach high 

results as well (Sangani, 2012). Grot (2002) claims that working performance assess-

ment is an instrument for quality management of individual performance of employ-

ees in the organization. (Grote, 2002, р. 1).  

Iliev (2016) approaches working performance and its assessment in the context 

of establishing human resources management systems in business organizations. He 

provides arguments that working performance assessment has the key role and place 

in human resources among other components of the system, and emphasises that “as-

sessment of working performance which is accurately planned and well put into prac-

tice significantly influences education, professional development, career develop-

ment, and payroll management“ (Iliev, 2016, p. 75).  

Working performance assessment is an object of interest in Shopov, Atanasova, 

Harizanova and other Bulgarian authors. Shopov and Atanasova (2009) provide a 

wide understanding of the process of working performance assessment and they em-

phasise “correspondence between the process and the results of it for the organiza-

tional goals”. They pay close attention on the problem of subordination of goals on 

different levels of management and claim that their approach puts more stress on 

achieving the organizational goals than on employee skills and competences assess-

ment. (Shopov&Atanasova, 2009, p. 228). 

It is accurate to outline the current remark: the conception of working perfor-

mance and its assessment is significant factor for successful human resources man-

agement in business organizations. It has also been widely developed.  

It has rich research value since it provides approaches, mechanisms, methods, 

and indexes. 

2. Goal and conceptual model of investigation 

The current work’s goal is to present the author’s conceptual model of research 

on emotional intelligence influence on managers performances in business organiza-

tions. This model describes methodological phases, stages, and steps, which make it 

possible to determine emotional intelligence influence on managers working perfor-

mance and the scope of this influence.  
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Source: The figure is created by the author. 

Fig. 1. Conceptual model of empirical research 
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Conceptual model of the research (1)  

The necessity of conceptual model and its usefulness can be augmented in two 

dimensions: 

- first, the model allows to portray and develop formal (logical) and content 

oriented approach to methodological investigation of emotional intelligence’s impact 

on managers’ work performance in business organizations.  

- second, the model portrays this approach visually, as well as the phases, stag-

es of empirical researches methodology, which has suclessful practical application. 

3. Fundamental characteristics of this research approach 

This conceptual research model (see. figure 1) is in the basis of the methodology 

for determining the influence emotional intelligence has on managers work perfor-

mance and the scope of this influence. This methodology includes holding qualitative 

and quantitative research in the three fundamentalmethodological stages. 

The first methodical phaseincludes determining the level of managers’ emotional 

intelligence in business organizations. It corresponds to the following two stages: 

First stage: Developing a questionnaire to measure managers emotional intelli-

gence level in business organizations 

This questionnaire is proposed by the author and influenced by the book Test 

Your Emotional Intelligence (Testing) (Robert Wood & Harry Tolley, 2007). It in-

cludes 50 questions, which correspond to 5 components of the skill: self-knowledge, 

self-control, motivation, empathy, and social skills. These components are a compli-

ance of aspects, some of which are present in Goleman's theoretical model, and others 

are described in Wood and Tolleys, book. These questions relate strictly to the man-

agers work process in business organizations and situations, occurring in rela-

tion to it.(2) In table 2 the components and the aspects of these components are 

summarized based on Goleman and Wood and Tolley’s works. 

Table 2 

Emotional intelligence – aspects and components 

Component 
Aspects of the component 
according to Goleman 

Aspects of the component 
according to Wood and Tolley 

SELF-
KNOWLEDGE 

- emotional self-awareness; 
- accurate self-assessment. 

- self-respect;  
- positivity;  
- self-confidence;  
- putting aside logic and rationality; 
- listening to others; 
- identifying the impact on others. 
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SELF-
CONTROL 

- self-regulation;  
- trust;  
- faithfulness; 
- adaptability;  
- creativity. 

-holding over judgments;  
- governing impulses; 
- sharing opinion - insistently, but  
  not aggressively; 
- flexibility; 
- governing non-verbal  
  communication and body language 
- keeping distance from the problem 

MOTIVATION 
- result-orientation; 
- engagement. 

- striving to achieve highstandards; 
- dedication in achieving goals; 
- taking initiative and opportunities; 
- optimism. 

EMPATHY 

- involvement in the 
  organization; 
- accountability and reliability 
  when needed. 

- understanding others; 
- formulating needs and interests as  
  individual criteria for evaluation; 
- providing support and guidance in  
  the process of development. 

SOCIAL 
SKILLS 

- leadership; 
- ability to impact others; 
- ability to accelerate changes; 
- ability to manage conflicts; 
- building contacts network; 
- collaboration and teamwork; 
- team experiences and 
  opportunities. 

- developing and maintaining  
  interpersonal relationships; 
- communicative skills. 

Source: The table is created by the author. 
Second stage: Reckoning the questionnaire results and determining the level of manag-

ers’ emotional intelligence. 

 

Every question has three probable answers, marked with A, B and C. One of the 

answers presupposes the most emotionally intelligent behaviour, another presupposes 

the least emotionally intelligent behaviour, and the third one presupposes the middle 

level of emotional intelligence. 

Holding this step of the first methodical phase of empirical study two contiguous 

steps are to be taken.  

Step I: Determination of managers’ emotional intelligence level taking into ac-

count each and every each component. The answers he has given are marked in a ta-

ble created by the author of this work(3), which combines all the components (self-

knowledge, self-control, motivation, empathy, and social skills). The correspondence 

between the answers (A, B, C) and the level of emotional intelligence are also 

marked. The sum of the number of answers which the respondents have given for 

each of the three emotional intelligence levels (high, average, and low).  
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Step II: After the answers are calculated for all the five components of emotion-

al intelligence, the emotional intelligence level is determined by summing the results 

for each component (n) for the three emotional intelligence levels. The highest level 

(in numbers) shows which emotional intelligence level (high, average, low) is the as-

sessed respondent. The process of determining the emotional intelligence level is 

summarized in the following table.  

Table 3 

Calculation of the emotional intelligence level 

Emotional Intelligence (EI) level 

Competence High EI (Hei) Avarage EI (Mei) Law EI (Lei) 

Self-knowledge nHei1 nMei1 nLei1 

Self-control nHei2 nMei2 nLei2 

Motivation nHei3 nMei3 nLei3 

Empathy nHei4 nMei4 nLei4 

Social Skills nHei5 nMei5 nLei5 

SUM: Σ = nHei Σ = nMei Σ = nLei 

Source: The table is created by the author.  

 

The qualitative and quantitative data in conducting empirical studies are to be 

filled and analyzed with Microsoft Excel 2010. 

The second methodical phaseconsists of assessing managers work performance 

in business organizations by applying the analytical approach. It is based on quanti-

tative evaluation of managers work performance for all the indexes and overall as-

sessment of this performance with a scale. (Shopov, D. Atanasova, M. Shopov, T. & 

Peycheva, M.2003, р. 288 - 359).(4) 

Step I: Determining the suitable indexes for work performance assessment for 

managers in business organizations. The author proposes 12 indexes in table 4 (see 

below). 
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Тable 4 

ManagersWork PerformanceAssessment Indexes 

Indexes 

1. Result driven orientation 

2. Professional knowledge and skills 

3. Execution of all responsibilities described in the job description 

4. Decision making skills 

5. Motivating team members  

6. Conflict management 

7. Communication skills 

8. Building relationships 

9. Self-control level 

10. Personal motivation 

11. Empathy 

12. Leadership potential 

Source: Тhe table is created by the author.  

 

The first three indexes are hard (technical).Their fundamental role in the process 

of work performance assessment is self-evident, and it will not be further discussed in 

this work.  

The other nine work performance assessment indices (see table 4, index 4 - in-

dex 12) are soft (related to behaviour). One of the major arguments why managers 

work performance assessment should include bigger number of soft indices is their 

key role in managers behavior and consequently in their work performance, which 

depends to great extend on their emotional intelligence.  

These work performance assessment indices can be encoded through attributes 

accompanying each of these indices, and these attributes show the content of each in-

dex.  

Both the indices and the attributes are placed in a Microsoft Excel 2010 table in 

Windows, created by the author. 

Step II: Determining levels of assessment per indexes and requirements for as-

signing each level. 

This work proposes a four level scale of evaluation, and level characteristics and 

requirements for each level can be found in in additional tables. 
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Step III: Determining coefficient of significance for work performance assess-

ment indexes. This forms the basis of separate indexes in the overall managers work 

performance assessment. It is methodologically recommended that three coefficients 

of significance of the indexes are used.  

Step IV: Assigning individual work performance results for each of the indi-

ces. 

A table and a work performance assessment form by the author can be found in 

this study. The table contains the indexes; the corresponding levels and all require-

ments to assess each level. There are two columns which include: coefficients of sig-

nificance, and index marks. Based on the index marks and their significance, the 

overall mark is calculated for each person evaluated. The table of work performance 

assessment is in Microsoft Excel 2010.  

Step V(5): Determining the highest possible mark for each of the work per-

formance assessment indices. The highest mark for all indexes is the optimal. It is 

calculated in the following way: number of points, determined for the level “Excellent 

work performance for the current index” multiplied by the coefficient of significance 

for each of the indexes.  

Step VI: Determining the overall work performance assessment for all index-

es.  

Step VII: Calculating the sum of the highest possible marks for all indexes, 

which are accepted.  

Step VIII: Determining the extent to which managers work performance for all 

indexes approximates the highest possible mark for all indices.  

Step IX: Determining the number of levels for the final assessment of managers 

work performance. 

To execute steps V, VI, VII, VIII and IX the author has used a table in Microsoft 

Excel 2010, which includes all the indices, individual marks for each index, coeffi-

cient of significance for each index, and overall managers wor performance mark for 

all indexes, the highest possible mark for all indexes, and the extent to which manag-

ers work performance for all indexes approximates the highest possible mark for all 

indices.  

The conditions which determine if the overall work performance is characterized 

as very good, good, or inadequate are described in a matrix. 

This managers work performance assessment mechanism is based on the rating 

scale method, which is in the group of individual methods. It is very suitable in terms 

of indices content, which is used to evaluate work performance, its attributes and the 

corresponding levels for each index. The biggest advantage of this method is in the 
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possibility to use not only hard indexes for work performance, but also soft (related to 

behavior) (Slavyanska, 2015, p. 161 - 163). 

The third methodical phaseemphasises on emotional intelligence’s impact on 

managers work performance and the impact strength.  

In this phase the χ
2
-method to study the individual single connections 

(Ordinary Chi-square method). Its choice is augmented by the fact that these two 

phenomena and the first one’s impact of the second one are introduced through 

measures, connected to scales of measurement. In order to identify the impact 

strength, the Cramer coefficient (V
2
) is used. 

The χ
2
-method and more precisely its studied characteristics and limiting condi-

tions outline it as suitable choice to identify:  

• the Impact emotional intelligence has on managers work performance in 

business organizations 

• the Impact emotional intelligence has on hard indexes and part of the soft in-

dexes, included in the work performance assessment.  

• The individual impact of each of the five emotional intelligence components 

(self-knowledge, self-control, motivation, empathy, and social skills) on managers 

work performance taking part in empirical studies in business organizations.  

Using this statistical method, it is possible to prove that the above mentioned 

impact has objective by character. (Saykova, I. Stoykova – Kanalieva, A. & Saykova, 

S. 2002, р. 113; Tosheva, Е. 2012, р. 101). 

Emotional intelligence level’s impact of of managers and part of the soft indexes 

is not necessarily identified with statistical method. There are indices in this case, 

which are part of managers emotional intelligence components. On one hand we have 

manager’s self-evaluation, derived from the questionnaire, and on the other hand we 

have the index marks. These two separate marks are independent of the subject, who 

gives them and this why we do not need to use statistical method in this case.  

Chi-square (χχχχ
2
) method application to identify emotional intelligence’s impact 

of managers work performance in business organizations can be found below.  

The empirical studies include number of managers mandatorily over fifty, stud-

ied in relation to two characteristics. The first one is emotional intelligence, which is 

a factor, and the second one (regulative), is the managers work performance, which is 

also the result. The starting data of this study of the impact the factor has on the regu-

lative characteristic, can be found (in symbols) in table 5 below. 
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Table 5 

List of managers by level of emotional intelligence and work performance 

Attribute/Characteristic В 
(result) 

Work performance 

Attribute/Characteristic А (factor) 
Level of EI (number of managers) (ƒij) 

SUM 
(ΣΣΣΣƒ.j) 
j Low Avarage High 

Inadequate ƒ11 ƒ12 ƒ13 
ΣΣΣΣƒ1j 
j 

Good ƒ21 ƒ22 ƒ23 
ΣΣΣΣƒ2j 
j 

Very good ƒ31 ƒ32 ƒ33 
ΣΣΣΣƒ3j 
j 

SUM 
(ΣΣΣΣƒi.) 
I 

ΣΣΣΣƒi1 
i 

ΣΣΣΣƒi2 
i 

ΣΣΣΣƒi3 
i 

ΣΣΣΣΣΣΣΣƒi j 
i j 

Source:The table is created by the author. 

 

In this table attribute A and attribute B are indicator for the studied phenomena. 

Attribute А hasi values i = 1, 2 and 3. Attribute В hasj values j = 1, 2 and 3. The table 

includes real distribution of the studied managers. The number of the cases is marked 

with ƒij.  

It is presupposed that between the emotional intelligence level (Attribute A), and 

managers work performance (Attribute B) a real and objective impact is present. To 

make sure that this is true the ordinary χχχχ
2
-method, classically used to statistically 

check a hypothesis, is used.  

The first step, is defining the zero (H0) and alternative (H1) hypothesis. The zero 

hypothesis is the presumption that no objective impact exists between managers emo-

tional intelligence and work performance. And the alternative hypothesis is the as-

sumption that managers emotional intelligence level impacts objectively their work 

performance. 

Second stage, determining the error risk (α). This study is socially oriented the 

first order error risk is estimated to α = 0,05. 

 Third stage, determining the check method. Chi-square method is a method 

of the nonparametric hypothesis check methods, and the formule which is used to 

evaluate the empirical characteristics is:  

���� �	∑ ∑
�ƒ
��	ƒ	
��

�

ƒ	
�
��  (1) 
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where: 

����  – Marked empirical characteristic of the hypothesis; 

ƒ��  – Number of observed cases in reality according to the exit table; 

ƒ	��  – Theoretical number of anticipated cases in seperate cells of the exit 

table, as it was, if there is no connection between the phenomena 

which are being studiedа; 

∑ ∑
i j

 – Double sum, showing that summing must be consequently executed 

  by rows and columns,or vice versa.  

Fourth stage, supplying the neccessary information, through pre-research. This 

way the empirical characteristic of the hypothesis will have traits of a random value, 

and this type of model check will be applied. 

Fifth stage, calculating the empirical characteristic of the hypothesis. This stage 

is reduced to purely technical calculations. To achieve this, the empirical characteris-

tics assessment goes through steps, which will not be discussed in this work.  

Sixth stage, Determining the character of the critical scope of the hypothesis. 

Seventh stage, determining the theoretical hypothesis characteristic -���. 
Eighth stage, decision-making based on comparison of empirical and theoretical 

characteristics.  

Proving the objective influence or impact which emotional intelligence has on 

managers work performance goes on in further showing how the factor attribute im-

pacts the regulative attribute. Among the coefficients, which could measure this im-

pact, of the goals of this study the Cramer coefficient (V
2
) is used. 

Cramer coefficient (V
2
) is based on theχχχχ

2
 empirical characteristic and it is a 

measure of the impact strength between the phenomena. The coefficient can only 

have positive values and theoretically it changes in the following limits: 0 ≤ V
2
≤ 1. It 

shows what part of the differences in one of the phenomena are predetermined by the 

differences in the other phenomena. The closer the coefficient is to 1, the greater the 

impact strength will be, and vice versa. The colser the coefficient is to 0, the weaker 

the impact will be. The Cramer coefficient is calculated with this formula: 

�� �	 ����

∑∑ ƒ
���������� !�"���#
 (2) 

i j  

where: 

�$%&�' ( 1�или�, ( 1�#is the smallest of the two differences(p - 1) or(k - 1). 
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To find the impact of each managers emotional intelligence component on their 

work performance and managers emotional intelligence on hard indexes and part of 

the soft indexes, included in the work performance assessment, it is once more neces-

sary to go through the eight stages of statistically e checking a hypothesis (this means 

that the χ
2
-method is applied). The analysis is extended to using the Cramer’s coeffi-

cient (V
2
) to determine the strenght of the obove mentioned impacts. 

Conclusion 

The basis on the current study, which analyzes emotional intelligence’s impact 

on managers work performance from a methodological perspective, lies in the pro-

posed conceptual research model, founded on author’s theoretical research, which 

consists of three phases. The methodological development and specification 

achieved conforms to the study’s goal. This conceptual model is a good foundation to 

further achieve a better quality methodology to continue the study of emotional intel-

ligence’s impact on managers’ work performance. At the same time it is important 

first step before conducting empirical studies in this recently very attractive field.  

End Notes 

1. The visualization and content of the conceptual model are a personalaction of 

the author of the article.In the article there are no presented research questions and 

hypotheses, since in each empirical study they are defined in a specific plan. 

2. For obvious reasons the author's questionnaire is not presented in the article. 

Here is justbriefly accentuated on the components introduced in it. 

3. For understandable reasons, the tables that are mentioned in the article are not 

represented in it. 

4. The evaluation of the work performance of the surveyed respondents is done 

in analogy with a mechanism for evaluation of the work performance developed by 

DimitarShopov, which is published in Shopov, D.Atanasova, M.Shopov, T.Peycheva, 

M. Management of Human Resources (Analysis and Design of Human Resources 

Management Systems) – Part Two, Trakia-M, Sofia, 2003, pp. 288-359. 

5. Steps VI, VII, VIII and IX are presented in the article only as a name and log-

ical sequence. 
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