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ABSTRACT 
 

 

 

 

Bank managers play critical roles in dealing with rapid changes and developments 

experienced in today‟s global business environment. Both spiritual intelligence and 

emotional intelligence play significant roles in helping the managers to deal with the 

dynamic changes in business environment, particularly in the banking and finance 

industry. These intelligences have influenced behaviour that affects individuals‟ work 

performance. Organizational citizenship behaviour exists among employees who have 

greater emotional awareness of having better work accomplishments through their 

spiritual and emotional experiences, and creating meaningful and ethical work 

environments. These phenomena have not been sufficiently studied especially in the 

backdrop of recent corporate scandals and ethical violations. This study is an attempt 

to empirically investigate the effects of spiritual intelligence and emotional 

intelligence on organizational citizenship behaviour, mediated by personal values in 

the Malaysian banking industry. The research used survey data collected from 324 

managers of Islamic banks operating in Malaysia. The study employed Exploratory 

Factor Analysis (EFA) and Confirmatory Factor Analysis (CFA) to identify the 

dimensionality and construct validity of Spiritual Intelligence, Emotional Intelligence, 

Personal Values, and Organizational Citizenship Behaviour. Structural Equation 

Modeling (SEM) technique was utilised to test the seven hypotheses that were 

proposed to answer the research questions. The study found significant positive effects 

of spiritual intelligence and emotional intelligence on organizational citizenship 

behaviour. The study also confirms the existence of significant mediating effects of 

personal values in the relationships among spiritual intelligence, emotional 

intelligence and organizational citizenship behaviour. The findings provide several 

implications for the advancement of current theories as well as for relevant policy 

making and professional practices. The findings will be useful to corporate 

management in making new policy decisions on employee selection, development and 

appraisal. Besides, intelligence quotient (IQ) and emotional intelligence (EI), spiritual 

intelligence (SI) shall be considered as a criterion for effective selection of bank 

employees. The findings will also be useful for the development of SI dimensions of 

employees by designing and implementing appropriate HRD interventions. By 

answering all the research questions, this study contributes to the body of literature on 

spiritual intelligence and emotional intelligence through advancing the current 

knowledge of organizational behaviour theories (e.g. affective events theory-AET) 

and the theory of multiple intelligences.   
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 ملخص البحث

ٌؤدي ٍذساء اىَصبسف أدٗاساً حبسَت فً اىخؼبٍو ٍغ اىخغٍشاث اىسشٌؼت ٗاىخط٘ساث 

رٌٗبىخبشاث فً اىبٍئت اىخجبسٌت اىؼبىٍَت اىًٍ٘، ٗمزىل ٌؤدي اىزمبء اىشٗحً ٗاىزمبء ه

اىؼبطفً دٗساً ٍَٖبً فً ٍسبػذة اىَذٌشٌِ فً  اىخؼبٍو ٍغ اىخغٍشاث اىذٌْبٍٍت فً بٍئت 

الأػَبه اىخجبسٌت، لا سٍَّبفً قطبع اىخذٍبث اىَصشفٍت ٗاىَبىٍت،  ٕٗزٓ اىزمبءاث 

ٌخ٘اجذسي٘ك اىَ٘اطْت اىخْظًٍَ بٍِ اىَ٘ظفٍِ إر ؛أرشّث فً سي٘ك أداء أػَبه الأفشاد

ببلإّجبصاث ٍِ خلاه ٗػً  ٗ،اىزٌِ ىذٌٌٖ ٗػً ػبطفً ببىؼَو بص٘سة أفضو

ٌخيقُ٘ بٍئت ػَو ٌخ٘افش  ٕزا اىسي٘ك أٌضبً ػْذ اىزٌِ حجبسبٌٖ اىشٗحٍت ٗاىؼبطفٍت، ٗ

ىٌ حذسط ٕزٓ اىظ٘إش بَب فٍٔ اىنفبٌت لا سٍَّب فً ض٘ء فضبئح . ٕبدفت ٗأخلاقٍت

ٕٗزٓ اىذساست ٍحبٗىت حجشٌبٍت ىخحقٍق آربس . اىششمبث الأخٍشة ٗالاّخٖبمبث الأخلاقٍت

 ػبش اىقٌٍ مُ٘اىزمبء اىشٗحً ٗاىزمبء اىؼبطفً فً سي٘ك اىَ٘اطْت اىخْظٍٍَت، ٗث

ٌسخخذً اىبحذ ٍسح اىبٍبّبث اىخً حٌ . اىشخصٍت فً اىصْبػت اىَصشفٍت اىَبىٍضٌت

اسخخذٍج اىذساست .  ٍذٌشاً فً اىَصبسف الإسلاٍٍت اىؼبٍيت بَبىٍضٌب(324)ُ جَؼٖب ً

ٗححيٍو اىؼ٘اٍو اىَؤمذة ىيخؼشف ػيى أبؼبد  (اىخؼيٌٍ ىيجٍَغ)ححيٍو ػبٍو الاسخنشبف 

سي٘ك "، ٗ"اىقٌٍ اىشخصٍت"، ٗ"اىزمبء اىؼبطفً"ٗ" اىزمبء اىشٗحً"ٗبْبء صحت 

حقٍْت لاخخببس اىفشضٍبث اهحسخغو اىٍٖنيٍت اىَؼبدىت اىَْزجت ". اىَ٘اطْت اىخْظًٍَ

ٗٗجذث اىذساست آربساً إٌجببٍت مبٍشة . اىسبؼت اىخً اقخشحج ىلإجببت ػِ الأسئيت اىبحزٍت

فً اىزمبء اىشٗحً ٗاىزمبء اىؼبطفً فً سي٘ك اىَ٘اطْت اىخْظٍٍَت، ٗحؤمذ اىذساست 

أٌضبً ػيى ٗج٘د آربس ٍَٖت ٗٗسٍطت ىيقٌٍ اىشخصٍت فً اىؼلاقبث اىقبئَت بٍِ اىزمبء 

ٗح٘فش اىْخبئج آربساً ػذٌذة . اىشٗحً، ٗاىزمبء اىؼبطفً، ٗسي٘ك اىَ٘اطْت اىخْظًٍَ

. ، ٗاىََبسسبث اىٍَْٖت بٖبىيْٖ٘ض ببىْظشٌبث اىحبىٍت، ٗى٘ضغ اىسٍبسبث راث اىصيت

ٗسخن٘ك ٕزٓ اىْخبئج أٌضبً ٍفٍذة لإداسة اىششمبث فً احخبر قشاساث راث ػلاقت 

ببخخٍبس اىَ٘ظفٍِ ٗحطٌ٘ش اىسٍبسبث اىجذٌذة ٗحقٍٍَٖب، فضلاً ػِ حبصو اىزمبء، 

سخفٍذ .  ٌؼخبش اىزمبء اىشٗحً ٍؼٍبساً ىيخحذٌذ اىفؼبه ىَ٘ظفً اىبْل.ٗاىزمبء اىؼبطفً

حطٌ٘ش أبؼبد اىزمبء اىشٗحً ىيَ٘ظفٍِ ػبش حصٌٍَ حذخلاث ٍلائَت فً ّخبئج اىبحذ 

 فً حٍَْت اىَ٘اسد اىبششٌت، ٗحسٌٖ ٕزٓ اىذساست أٌضبً ببلإجببت ػِ جٍَغ ٕبٗحْفٍز

فً جٍَغ اىَؤىفبث اىَخؼيقت ببىزمبء اىشٗحً ٗاىزمبء اىؼبطفً ٍِ ٗالأسئيت اىبحزٍت،

خلاه اىْٖ٘ض ببىَؼبسف اىَؼبصشة ىْظشٌبث اىسي٘ك اىخْظًٍَ؛ ٍزلاً ّظشٌت 

. الأحذاد اىؼبطفٍت، ّٗظشٌت اىزمبء اىَخؼذد
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CHAPTER ONE 

INTRODUCTION 
 

 

 

 

1.1 INTRODUCTION 

The main purpose of this research is to examine the effects of spiritual intelligence 

and emotional intelligence on organizational citizenship behaviour of employees 

working in Islamic banks operating in Malaysia. The first chapter provides an 

introduction to the research background, identifies the research problem pertinent to 

the study, specifies the research questions, research objectives and the scope of the 

study. Beside these, a brief description is presented on the significance of this 

research. To vividly and clearly demonstrate the thesis outline, the author presents a 

flow chart at the end of the chapter, which contains the subsections of this thesis. 

 

1.2 BACKGROUND OF THE STUDY 

Research on organisational citizenship behaviour (OCB) has been conducted 

extensively over the past few decades both in professional and academic management 

literature (Dash & Pradhan, 2014; Khan & Rashid, 2012; Mansor, Darus & Dali, 

2013; Organ, 1988, 1994; Organ, Podsakoff & MacKenzie, 2006; Smith, Organ & 

Near, 1983; Sonboli, & Noruzi, 2012). However, scholars and business managers are 

now focusing on identifying the significance of OCB as a prerequisite for 

organisational success and growth (Bolino & Turnley, 2003; Kandlousi, Ali & 

Abdollahi, 2010). Previous researchers described the concept of OCB by using 

different terminologies. Sometimes the concept was called „discretionary work 

behaviour‟ or „extra-role behaviour‟, „pro-social organisational behaviour‟ and 
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„contextual performance‟ (Katz & Khan, 1966; Organ, 1988; Podsakoff & 

MacKenzie, 2006). Dyne, Graham and Dienesch (1994) mentioned that OCB is 

related to employees‟ high performance in their work environment. The interactions of 

employees with their peer groups in daily activities play a significant role for 

achieving organisational goals. However, OCB is still not included in employees‟ job 

description, but such behaviour has been found to have an incredible impact on 

organisational efficiency and effectiveness (Organ et al., 2006). Katz and Khan (1966) 

termed OCB as „supra-role-behaviour‟ and stated that without imposing supra-role-

behaviour employees may not be helpful to their co-workers, and may sometimes be 

intolerable to the temporary impositions from the authority. Moorman (1991) 

identified OCB as a non-traditional job behaviour that is not discretionary, and not 

linked with the formal organisational compensation system, but had influence on 

organisational effectiveness (Organ, 1988). Alizadeh, Darvishi, Nazari and Emami 

(2012) claimed that organisational effectiveness is a major concern for organisational 

behaviour researchers. In this regard, it is necessary to identify the various aspects of 

organisational behaviour to improve organisational performances. Therefore, Katz and 

Kahn (1978) highlighted that OCB is a major issue for the organisation and has 

profound contributions toward developing competitive advantages for business 

organisations (Nemeth & Staw, 1989). 

Organisational behaviour scholars have become more concerned with 

improving performance through shaping employee behaviour by focusing on OCB, 

which is a significant aspect of organisational behaviour (Bukhari, 2008; Maharani, 

Troena, & Noermijati, 2013; Mansor et al., 2013). Under these circumstances, the 

current study focuses on identifying the major issues that could potentially enhance 

organisational performance.  
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Another reason for selecting OCB as a research topic is due to its significant 

relationship with employee performance. There are still some aspects of OCB that 

have not been discovered, especially in the area of Islamic banking and finance 

(Bukhari, 2008; Podsakoff & MacKenzie, 1997; Emmerik & Euwema, 2007; Miao, 

2011). A better exploration of OCB can help bank managers and corporate leaders to 

develop more effective organisations in today‟s competitive business environment. 

Many researchers have identified different workplace and human factors as the 

basic components for developing OCB. They have identified several factors that can 

enhance OCB such as, (1) job satisfaction (Organ & Ryan, 1995; Mohammad, Habib, 

& Alias, 2011), (2) transformational and supportive leadership style (Podsakoff et al., 

2000; Lo, Ramayah, & Hui, 2006; Thohirah, 2011; Lian & Tui, 2012), (3) interesting 

work and job involvement (Diefendorff, Hughes & Kamin, 2001), (4) organisational 

support (Lambert, 2000), (5) trust, organisational justice, psychological contract 

fulfilment (Abdullah & Nasurudin, 2008; Hassan & Noor, 2008; Khan & Rashid, 

2012; Othman et al., 2005), (6) employee demographic characteristics (Moorman, 

1991; Turnley et al., 2003), and (7) motivation (Christie, Jordan & Lawrence, 2007; 

Mansor et al., 2013), etc. However, very few studies have sought to investigate the 

influence of human intelligences on OCB of bank employees and no researches 

empirically studied the employees of Islamic banks from this perspective. 

Intelligence has been identified as one of the most controversial concepts in 

human psychology (Valsiner & Leung, 1994). Some researchers mentioned that 

human intelligence is rooted in genetic code controlled by the brain (Selman et al., 

2005). Although human intelligence was an important issue in the field of psychology 

for decades, organisational behaviour researchers are also concentrating on 

developing, monitoring and controlling these intelligences for organisational 
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performance improvement (Emmons, 1999; Gardner, 1983, 1998; Salovey & Mayer, 

1990; Vaughan, 2002; Wolman, 2001; Zohar & Marshall, 2000a). Researchers have 

suggested that building positive connections with human intelligence in the workplace 

is imperative (Green et al., 2005; Weller, 1999). Among various aspects of human 

intelligence, this research focuses on spiritual intelligence and emotional intelligence 

as they have not been well studied in relation to OCB.  

Emotional intelligence (EI) was initially studied by Salovey and Mayer (1990), 

and the foundation of emotional intelligence is rooted in Gardner‟s (1983) 

„interpersonal‟ and „intrapersonal‟ intelligence. Later, Mayer and Salovey (1997) 

termed it „emotional intelligence‟, and described as the mental processes involved in 

recognition, utilisation, understanding, and management of one‟s own and others‟ 

emotional states to solve problems and regulate behaviour. The emotional states of an 

individual play a great role for regulating his or her behaviour both in the workplace 

and society. Emotions are essential aspects of human actions that generate different 

types of stimulus in different situations. They can directly prompt particular 

behaviours as well as indirectly affect behaviour by its effects on physiological, 

cognitive/affective, or social processes.  

For this reason, emotional intelligence has become one of the most important 

issues in the field of organisational sciences (Murphy, 2006). The construct of 

emotional intelligence is still the focus of substantial controversy (Christie, Jordan & 

Lawrence, 2007). Daniel Goleman (1998) mentioned the impact of emotions in the 

workplace environment in his bestselling book „Working with the emotional 

intelligence‟. Goleman (1998) proposed an emotional competence framework which is 

―a learned capability based on emotional intelligence that result in outstanding 

performance at work‖(p.24). Barsade and Gibson (2007) claimed that emotional 
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―affect is inherent to the human experience, and thus inherent to any situation in 

which human interact with each other and their environments, including at work” 

(p.51). In light of the above discussion, it is clear that the necessity of emotion in 

every phase of academic studies is profound (Fer, 2004; Suwannaset, 2010). For this 

reason, the field of organisational behaviour has included the contributions of 

emotional intelligence in the workplace with the changing nature of today‟s global 

business environment. 

However, Gardner (1998) identified an additional intelligence and named it 

„existential intelligence‟, which was later termed spiritual intelligence by some 

prominent researchers (Emmons, 1999; Vaughan, 2002; Zohar & Marshall, 2000). 

According to Gardner (1998), individuals possess „existential intelligence‟ to 

contemplate their existence on earth and find reasons for life and actions. Like 

emotional intelligence, researchers found that spiritual intelligence (SI) has a 

significant effects on human actions and behaviours while people are in a process of 

interacting with each other (Amram, 2009; King, 2008; MacHovec, 2002; Mark, 

2004; Nasel, 2004; Schuller, 2005; Sisk & Torrance 2001; Wolman, 2001; Zohar & 

Marshall, 2000).  

Many researchers have highlighted the importance of spirituality and spiritual 

intelligence in business organisations (Amram & Dryer, 2007; Bosch, 2009; Chin et 

al., 2011; Doostar, Chegini & Pourabbasi, 2012; George, 2006; Osman-Gani & Sarif, 

2011). Spiritual intelligence enables an individual with high capacity to adapt well to 

the workplace and initiates new ideas for organisations and in their own lives (Doostar 

et al., 2012). Faribors, Fatemeh and Hamidreza (2010) claimed that spiritually 

intelligent employees are happy enough to do their work properly. Moreover, when 

people feel happy and satisfied in their work environments, they can be more 
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productive not only to the organisations but also in dealing with their co-workers. 

Therefore, it is necessary to investigate the influence of both spiritual intelligence and 

emotional intelligence from the perspective of organisational citizenship behaviour. 

This study selected the Malaysian Islamic banking sector to identify the effects of 

employees‟ spiritual intelligence and emotional intelligence on organisational 

citizenship behaviour.  

The Islamic banking sector is growing rapidly providing enormous 

opportunities for employment. The Islamic banking industry requires quality services 

for its customers in response to other conventional banking offerings. For this reason, 

it is necessary to develop better human resources who can manage customers with 

patience and competence. Being one of the most dynamic economies of South East 

Asia, the Malaysian Islamic banking industry needs to be more efficient and 

competitive compared to other Islamic banks around the world (Khosravi et al., 2011). 

They have the opportunity of representing Islamic banking not only in Islamic 

countries but also in other non-Muslim nations. Islamic banking has been playing a 

great role for providing effective customer services. Hence, employees are required to 

complete their basic tasks with proper skills and abilities. Emotional and spiritual 

capabilities can be used to enhance a person‟s productivity in this particular field. 

Employees‟ emotional and spiritual experiences enhance their mental and 

psychological capabilities to adapt with different situations while they are engaged in 

particular service related activities. Hence, by improving employee‟s emotional and 

spiritual intelligence through tracking variables that determine the employees‟ 

satisfaction, values and performance can help Islamic banks in Malaysia become more 

efficient and effective. Therefore, it is necessary to identify the effects of employee 


