VoLUME No. 3(2013), I ssue No. 01 (JANUARY) | SSN 2231-5756

INTERNATIONAL JOURNAL OF RESEARCH IN
COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories
Indexed & Listed at:
Ulrich's Periodicals Directory ©, ProQuest, U.S.A., EBSCO Publishing, U.S.A., Cabell’s Directories of Publishing Opportunities, U.S.A.,
Open J-Gage, India [link of the same is duly available at Inflibnet of University Grants Commission (U.G.C.)],
Index Copernicus Publishers Panel, Poland [HililICVAIIEIGHSI08 & number of libraries all around the world.
Circulated all over the world & Google has verified that scholars of more than 2022 Cities in 153 countries/territories are visiting our journal on regular basis.
Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI — 135 003, Yamunanagar, Haryana, INDIA

http://ijrcm.org.in/




VoLUME No. 3(2013), I ssue No. 01 (JANUARY)

| SSN 2231-5756

CONTENTS

oy TITLE & NAME OF THE AUTHOR (S) Fose

1. | THE EXTENT OF THE IMPORTANCE OF PERSONALITY INDICATORS OF INDEPENDENT ENTREPRENEUR THROUGH USING GROUP ANALYTICAL| 1
HIERARCHY PROCESS
MOJGAN RIAZI, DR. YOUNOS VAKIL ALROAIA & DR. ALI AKBAR AMIN BIDOKHTI

2. | ASSOCIATION OF TRAINING PRACTICES WITH JOB SATISFACTION IN PUBLIC SECTOR ORGANIZATIONS 8
RIZWAN BASHIR & FARZANA BASHIR

3. | STUDYING THE RELATIONSHIP BETWEEN SOCIAL CAPITAL AND TALENT MANAGEMENT IN IRAN STATE MANAGEMENT TRAINING CENTER (SMTC) 14
SAYED ALI AKBAR AHMADI, MOHAMMAD ALI SARLAK, MUSA MAHDAVI, MOHAMMAD REZA DARAEI & SAMIRA GHANIABADI

4. | CONTEMPLATIVE SCRUTINY OF THE ADEQUACY OF HERZBERG’S MOTIVATION-HYGIENE THEORY: A VERDICT OF JOB SATISFACTION IN THE MID | 21
LEVEL MANAGER IN TELECOMMUNICATION INDUSTRY
ABU ZAFAR AHMED MUKUL, SHAH JOHIR RAYHAN & MD. SHAKIB HOSSAIN

5. | PLANNING AND MANAGING A SCHEDULED SERVICE 29
DR. IGNATIUS A. NWOKORO

6. | REAL INCOME, INFLATION, AND INDUSTRIAL PRODUCTIVITY IN NIGERIA (1970-2005) 34
Dr. OWOLABI A. USMAN & ADEGBITE TAJUDEEN ADEJARE

7. | DEVELOPMENT OF SMALL AND MEDIUM ENTERPRISES IN NIGERIA: A PARADIGM SHIFT 40
ADEYEMI, A. ADEKUNLE

8. | THE EVALUATION OF KNOWLEDGE MANAGEMENT’S EFFECTIVENESS ON E-LEARNING: A CASE STUDY ON PAYAME NOOR UNIVERSITY OF IRAN 45
BAHAREH SHAHRIARI & KIARASH JAHANPOUR

9. | THE RELATIONSHIP BETWEEN ORGANIZATIONAL CULTURE AND JOB SATISFACTION AMONG PROFESSIONAL STAFF IN VIETNAMESE | 49
CONSTRUCTION COMPANIES
NGUYEN PHI TAN

10. | ANALYSIS OF LIQUIDITY OF SELECTED PRIVATE SECTOR INDIAN BANKS 54
SULTAN SINGH, SAHILA CHOUDHRY & MOHINA

11. | PRODUCTIVITY MEASUREMENT OF PUBLIC SECTORS BANKS IN INDIA 57
DR. BHAVET, PRIYA JINDAL & DR. SAMBHAV GARG

12. | IMBIBE ETHICAL EDUCATION 63
DR. T. SREE LATHA & SAVANAM CHANDRA SEKHAR

13. | MODELING INDIAN MONSOON (RAINFALL) VOLATILITY AS AN INDEX BASED RISK TRANSFER PRODUCT 66
D P. SHIVKUMAR, M PRABHU & DR. G. KOTRESHWAR

14. | THE DEVELOPMENT OF SMALL SCALE INDUSTRIES IN MEGHALAYA 72
MUSHTAQ MOHMAD SOFI & DR. HARSH VARDHAN JHAMB

15. | REGRESSION MODELS 83
M.VENKATARAMANAIAH & M.SUDARSANA RAO

16. | EFFECTIVENESS OF EMPLOYEE RETENTION TECHNIQUES ADOPTED BY BPO COMPANIES WITH REFERENCE TO CHENNAI 86
DR. RANJITHAM.D

17. | ROLE OF FOREIGN DIRECT INVESTMENT IN EDUCATION INSTITUTIONS IN INDIA 91
SHABANA, SONIKA CHOUDHARY & DR. M. L. GUPTA

18. | AN EXAMINATION OF LONG-RUN AND SHORT-RUN RELATIONSHIP BETWEEN CRUDE OIL PRICE, GOLD PRICE, EXCHANGE RATE AND INDIAN STOCK | 94
MARKET
R.KANAKARAJAMMAL, S.PAULRAJ & M.V.ARULALAN

19. | MYSTERY SHOPPING— THE MIRACLE TOOL IN BUSINESS RESEARCH 101
SHAKEEL-UL-REHMAN & A.VELSAMY

20. | THE EMPIRICAL INVESTIGATION BETWEEN EMOTIONAL COMPETENCE AND WORK PERFORMANCE OF INDIAN SALES PEOPLE 104
DR. RITIKA SHARMA

21. | MARKETING OF BRANDED PRODUCT IN RURAL AREA: A CONCEPTUAL BASED STUDY ON RURAL MARKET 111
PANKAJ ARORA & AJITHA PRASHANT

22. | ASTUDY ON EMPLOYEES JOB SATISFACTION WITH SPECIAL REFERENCE TO COACH FACTORY 120
P.MANONMANI & V.UMA

23. | E-CRM APPLICATION IN INSURANCE SECTOR AND RETENTION OF CUSTOMERS 123
DASH BISWAMOHAN. & MISHRA RADHAKRISHNA

24. | THE USAGE OF SIX SIGMA TOOLS IN BRINGING DOWN THE DEFECTS IN THE HR PROCESSES 128
SREEJA K & MINTU THANKACHAN

25. | WOMEN EMERGING GLOBALLY AS THE POTENTIAL MARKET: REASONS, IMPLICATIONS AND ISSUES 136
DR. JAYA PALIWAL

26. | URBAN RESIDENTIAL WATER SUPPLY IN GADAG TOWN IN KARNATAKA STATE 140
DR. H H BHARADI

27. | TECHNICAL ANALYSIS: A TOOL TO MEASURE MARKET VOLATILITY 144
G.B.SABARI RAJAN

28. | CO-BRANDED CREDIT CARD - A TAILOR-MADE PRODUCT NICHE FOR CONSUMERS 150
DR. A. JESU KULANDAIRAJ

29. | A COMPARATIVE STUDY ON CUSTOMER SATISFACTION WITH SERVICE QUALITY IN PUBLIC AND PRIVATE SECTOR BANKS 153
DR. SAMBHAV GARG, PRIYA JINDAL & DR. BHAVET

30. | EMOTIONAL INTELLIGENCE (EI): AN IMPERATIVE SKILL FOR MANAGERS IN THE GLOBAL WORKPLACE 157
SMARTY MUKUNDAN
REQUEST FOR FEEDBACK 160

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT .

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3 (2013), I ssUe No. 01 (JANUARY) | SSN 2231-5756

CHIEF PATRON

PROF. K. K. AGGARWAL
Chancellor, Lingaya’s University, Delhi
Founder Vice-Chancellor, Guru Gobind Singh Indraprastha University, Delhi
Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar

FOUNDER PATRON

LATE SH. RAM BHAJAN AGGARWAL
Former State Minister for Home & Tourism, Government of Haryana
Former Vice-President, Dadri Education Society, Charkhi Dadri
Former President, Chinar Syntex Ltd. (Textile Mills), Bhiwani

CO-ORDINATOR,
AMITA
Faculty, Government M. S., Mohali

ADVISORS

DR. PRIYA RANJAN TRIVEDI
Chancellor, The Global Open University, Nagaland
PROF. M. S. SENAM RAJU
Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi
PROF. M. N. SHARMA
Chairman, M.B.A., Haryana College of Technology & Management, Kaithal
PROF. S. L. MAHANDRU
Principal (Retd.), Maharaja Agrasen College, Jagadhri

EDITOR,

PROF. R. K. SHARMA
Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi

CO-EDITOR.

DR. BHAVET
Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana, Ambala, Haryana

EDITORIAL ADVISORY BOARD

DR. RAJESH MODI
Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia
PROF. SANJIV MITTAL
University School of Management Studies, Guru Gobind Singh I. P. University, Delhi
PROF. ANIL K. SAINI
Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi
DR. SAMBHAVNA
Faculty, I.L.T.M., Delhi

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT "

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3 (2013), I ssUe No. 01 (JANUARY) | SSN 2231-5756
DR. MOHENDER KUMAR GUPTA
Associate Professor, P. J. L. N. Government College, Faridabad
DR. SHIVAKUMAR DEENE
Asst. Professor, Dept. of Commerce, School of Business Studies, Central University of Karnataka, Gulbarga

ASSOCIATE EDITORS

PROF. NAWAB ALI KHAN
Department of Commerce, Aligarh Muslim University, Aligarh, U.P.
PROF. ABHAY BANSAL

Head, Department of Information Technology, Amity School of Engineering & Technology, Amity
University, Noida

PROF. A. SURYANARAYANA
Department of Business Management, Osmania University, Hyderabad
DR. SAMBHAYV GARG
Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana, Ambala, Haryana
PROF. V. SELVAM
SSL, VIT University, Vellore
DR. PARDEEP AHLAWAT
Associate Professor, Institute of Management Studies & Research, Maharshi Dayanand University, Rohtak
DR. S. TABASSUM SULTANA
Associate Professor, Department of Business Management, Matrusri Institute of P.G. Studies, Hyderabad

SURJEET SINGH
Asst. Professor, Department of Computer Science, G. M. N. (P.G.) College, Ambala Cantt.

TECHNICAL ADVISOR.

AMITA
Faculty, Government M. S., Mohali

FINANCIAL ADVISORS

DICKIN GOYAL
Advocate & Tax Adviser, Panchkula
NEENA
Investment Consultant, Chambaghat, Solan, Himachal Pradesh

LEGAL ADVISORS

JITENDER S. CHAHAL
Advocate, Punjab & Haryana High Court, Chandigarh U.T.
CHANDER BHUSHAN SHARMA
Advocate & Consultant, District Courts, Yamunanagar at Jagadhri

SUPERINTENDENT

SURENDER KUMAR POONIA

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT "

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3(2013), I ssue No. 01 (JANUARY) | SSN 2231-5756

CALL FOR MANUSCRIPTS

We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in the area of
Computer, Business, Finance, Marketing, Human Resource Management, General Management, Banking, Insurance, Corporate Governance
and emerging paradigms in allied subjects like Accounting Education; Accounting Information Systems; Accounting Theory & Practice; Auditing;
Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic Development; Economic History;
Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial Organization; International
Economics & Trade; International Finance; Macro Economics; Micro Economics; Monetary Policy; Portfolio & Security Analysis; Public Policy
Economics; Real Estate; Regional Economics; Tax Accounting; Advertising & Promotion Management; Business Education; Management
Information Systems (MIS); Business Law, Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business;
Health Care Administration; Labor Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-
Profit Organizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; Organizational
Development; Production/Operations; Public Administration; Purchasing/Materials Management; Retailing; Sales/Selling; Services; Small
Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism, Hospitality & Leisure; Transportation/Physical
Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing;
Computer Graphics; Computer Organization & Architecture; Database Structures & Systems; Digital Logic; Discrete Structures; Internet;
Management Information Systems; Modeling & Simulation; Multimedia; Neural Systems/Neural Networks; Numerical Analysis/Scientific
Computing; Object Oriented Programming; Operating Systems; Programming Languages; Robotics; Symbolic & Formal Logic and Web Design.
The above mentioned tracks are only indicative, and not exhaustive.

Anybody can submit the soft copy of his/her manuscript anytime in M.S. Word format after preparing the same as per our submission
guidelines duly available on our website under the heading guidelines for submission, at the email address: infoijrcm@gmail.com.

GUIDELINES FOR SUBMISSION OF MANUSCRIPT

1. COVERING LETTER FOR SUBMISSION:

DATED:
THE EDITOR
IJRCM

Subject: ~ SUBMISSION OF MANUSCRIPT IN THE AREA OF

(e.g. Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/Engineering/Mathematics/other, please specify)

DEAR SIR/MADAM

Please find my submission of manuscript entitled ‘ ' for possible publication in your journals.

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published elsewhere in any language fully or partly, nor is it
under review for publication elsewhere.

| affirm that all the author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s).

Also, if my/our manuscript is accepted, I/We agree to comply with the formalities as given on the website of the journal & you are free to publish our
contribution in any of your journals.

NAME OF CORRESPONDING AUTHOR:

Designation:

Affiliation with full address, contact numbers & Pin Code:
Residential address with Pin Code:

Mobile Number (s):

Landline Number (s):

E-mail Address:

Alternate E-mail Address:

NOTES:

a)  The whole manuscript is required to be in ONE MS WORD FILE only (pdf. version is liable to be rejected without any consideration), which will start from
the covering letter, inside the manuscript.

b)  The sender is required to mention the following in the SUBJECT COLUMN of the mail:
New Manuscript for Review in the area of (Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/
Engineering/Mathematics/other, please specify)

c)  Thereis no need to give any text in the body of mail, except the cases where the author wishes to give any specific message w.r.t. to the manuscript.

d)  The total size of the file containing the manuscript is required to be below 500 KB.

e)  Abstract alone will not be considered for review, and the author is required to submit the complete manuscript in the first instance.

f) The journal gives acknowledgement w.r.t. the receipt of every email and in case of non-receipt of acknowledgment from the journal, w.r.t. the submission
of manuscript, within two days of submission, the corresponding author is required to demand for the same by sending separate mail to the journal.

2. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised.

3. AUTHOR NAME (S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email
address should be in italic & 11-point Calibri Font. It must be centered underneath the title.

4, ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, methods,
results & conclusion in a single para. Abbreviations must be mentioned in full.

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT v

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3(2013), I ssue No. 01 (JANUARY) | SSN 2231-5756

5. _: Abstract must be followed by a list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated by
commas and full stops at the end.

6. _: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It must be prepared on a single space and
single column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of every
page. It should be free from grammatical, spelling and punctuation errors and must be thoroughly edited.

7. _: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before each
heading.

8. _: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.

9. _: The main text should follow the following sequence:
INTRODUCTION

REVIEW OF LITERATURE
NEED/IMPORTANCE OF THE STUDY
STATEMENT OF THE PROBLEM
OBJECTIVES

HYPOTHESES

RESEARCH METHODOLOGY
RESULTS & DISCUSSION

FINDINGS
RECOMMENDATIONS/SUGGESTIONS
CONCLUSIONS

SCOPE FOR FURTHER RESEARCH
ACKNOWLEDGMENTS

REFERENCES
APPENDIX/ANNEXURE

It should be in a 8 point Calibri Font, single spaced and justified. The manuscript should preferably not exceed 5000 WORDS.

10. _: These should be simple, crystal clear, centered, separately numbered & self explained, and titles must be above the table/figure. Sources
of data should be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text.

11. _: These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right.

12. _: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised references in the preparation

of manuscript and they are supposed to follow Harvard Style of Referencing. The author (s) are supposed to follow the references as per the following:

4 All works cited in the text (including sources for tables and figures) should be listed alphabetically.
4 Use (ed.) for one editor, and (ed.s) for multiple editors.
4 When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order.
4 Indicate (opening and closing) page numbers for articles in journals and for chapters in books.
4 The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, working
papers, unpublished material, etc.
o For titles in a language other than English, provide an English translation in parentheses.
4 The location of endnotes within the text should be indicated by superscript numbers.
PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES:
BOOKS
o Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.
i Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio" Ohio State University, Nigeria.
CONTRIBUTIONS TO BOOKS
4 Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David Crowther &

Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303.
JOURNAL AND OTHER ARTICLES

4 Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban Economics,
Vol. 21, No. 1, pp. 83-104.

CONFERENCE PAPERS

4 Garg, Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New Delhi, India,
19-22 June.

UNPUBLISHED DISSERTATIONS AND THESES

i Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra.

ONLINE RESOURCES

i Always indicate the date that the source was accessed, as online resources are frequently updated or removed.

WEBSITES

4 Garg, Bhavet (2011): Towards a New Natural Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT vi

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3(2013), I ssue No. 01 (JANUARY) | SSN 2231-5756
EMOTIONAL INTELLIGENCE (EI): AN IMPERATIVE SKILL FOR MANAGERS IN THE GLOBAL WORKPLACE

SMARTY MUKUNDAN
RESEARCH SCHOLAR, SCHOOL OF MGT. STUDIES, COCHIN UNIVERSITY OF SCIENCE & TECHNOLOGY, COCHIN
ASST. PROFESSOR
FISAT BUSINESS SCHOOL
MOOKKANNOOR

In the present millennium, organisations are going global and companies need managers who can work in a multicultural environment, is aware of the global
issues and recognise the need for a diverse workforce to gain a competitive advantage in their global operations. In a globalised setting to outperform and
emerge successful, firms need emotionally equipped employees who do not panic or overreact during tough situations but change with the ‘changes’ in the
workplace. The greatest challenge in the global work settings is managing the intellectual capital of the firm. Organizations need to develop a culture that focus
on awareness of this challenge and help employees find a deeper meaning and bonding in their work lives .Hence managers of today need to develop not only
their core competencies &task oriented skills but their emotional intelligence skills too . They have to manage the emotional climate of their organisation with
the same proficiency as they manage their tasks and resources. Hence the need of the hour is to develop a breed of managers who are emotionally competent,
who are masters their own emotions and is able to connect themselves to others by considering the emotional elements of decision making and maintaining
constructive relationships . Self awareness, self regulation, motivation, empathy and social skills are the basic building blocks of emotional intelligence. Using EI
managers can create a link between the top management and his followers through shared understanding and thereby achieve the organisational objectives.
This paper discusses the importance of El skills in workplace in a globalised setting and the imperative of developing those skills for managers. Finally it also
discuss how El skills can be developed by creating an enabling climate in the organisation and imparting El capability training to managers

KEYWORDS

Emotional Intelligence, Managerial Skills.

INTRODUCTION

rganisations in the present millennium are reaching out for global customers and facing global competition and therefore companies now need

managers with a ‘global’ mindset. Firms need managers who can work in a multicultural environment, is aware of the global issues and recognise the

need for a diverse workforce to gain a competitive advantage in their global operations. To outperform and emerge successful, in a globalised setting,
firms need emotionally equipped managers who do not panic or overreact during turbulent times but change with the ‘changes’ in the workplace. It is opined
that the greatest challenge in the global work places is managing the intellectual capital of the firm. There is indeed a greater need for organizations to develop a
culture that focus on awareness of this challenge and help the managers who lead and the employees, to find a deeper meaning and bonding in their work lives
.Hence managers of today need to develop not only their core competencies & task oriented skills but their emotional intelligence skills too .They have to
manage the emotional climate of their organisation with the same proficiency as they manage their tasks and resources. Hence the need of the hour is to
develop a breed of managers who are emotionally competent, who are masters of their own emotions and is able to connect themselves to others by
considering the emotional elements of decision making and maintaining constructive relationships at their workplaces. Mintzberg in his managerial roles
approach theorised ten different roles played by a manager in any organisation. According to him a manger has to play the role of a leader, figurehead, liasoner,
disseminator, spokes person disturbance handler, entrepreneur, resource person, negotiator and one who monitors. So when managers are expected to take
such multiple roles within their work places, they have to develop their emotional competencies. Using El, managers can perform these multiple roles much
more efficiently and also create a link between the top management and his followers through shared understanding and thereby achieve the organisational
objectives.
There has been innumerable research evidence over the years to prove that emotional intelligence at workplace is necessary for better job performance, team
orientation, to develop interpersonal skills, for effective leadership etc. David Mc Clelland has said that to assess performance one should assess “competence
rather than intelligence”. Other researchers too have supported this view (Spencer & Spencer, 1993), (Parry, 1998). Apart from job specific knowledge and skills,
to be a performer and scale up his performance as a manager one needs knowledge about self but also knowledge on how to use that knowledge and apply
those skills. El helps in self monitoring of emotions and understand others feelings which help the individual to take informed effective decisions in a given
situation (Goleman,1995,Salovey & Mayer 1990,Cooper 1997,Morris & Feldman,1996,Singh 1998) all have acknowledged this viewpoint in their research
findings.
El is becoming crucial today in global organisations in the context of an individual’s role in the organisational context too. Nowadays firms are getting flatter and
flexibility is what the organisations are looking for, also the span of control are being larger and managing relationships between the members and the leader is
even more challenging. There is a shift now to facilitation —based empowering relationships rather than operating on a control basis. Also the task structure and
reward mechanisms are more team oriented which require more accommodating and emotionally intelligent behaviour to be adopted to achieve both individual
and organisational goals. Managing negative emotions, frustration and depression and maintaining healthy relationships with peers play a vital role in projecting
a positive attitude towards work. Often managers who fail are those who are rigid and maintain poor relationships. They are unable to adapt themselves to
changing workplace demands, organisational culture and technology. In global firms the workplace motivation of the employees also has changed. Hence to
emerge successful managers need to pay attention to the emotional elements of decision making and leadership. Since a manager interacts with lot of people at
the operational level, their interaction pattern, leadership style and communication skills affect the interacting individual employee’s motivational needs. The
employee’s motivation, satisfaction and retention are therefore related to the manager’s interaction with them; hence the managers have to play a dual role of
both, a nurturing boss and that of a task oriented manager. This demands a high degree of emotional intelligence to remain calm and cool and control their
emotions at trying situations with their follower as well as the leaders as the situation is. There is a saying in this regard that “the effectiveness of a decision is
directly related to its acceptance by others”. Managers should learn to manage the emotional climate of the organisation with great proficiency as they are in
getting the tasks done by others.
In this scenario, the construct of EI becomes even more important as it relates to motivation, adeptness in relationships and self regulation of emotions.
Managers with high El are able to create and maintain a competitive advantage by superior performance, enhanced innovation effective use of time and
resources, restored trust, teamwork and motivation (Goleman, 2000).

THE EMOTIONAL INTELLIGENCE (EI) CONSTRUCT

Daniel Goleman (1998) defines emotional Intelligence as “the capacity for recognizing our own feelings and those of others, for motivating ourselves, and for
managing emotions well in ourselves and in our relationships. Emotional intelligence describes abilities distinct from, but complementary to, academic
intelligence”. Mayer & Salovey (1993) defines Emotional intelligence as the ability of a person to manage and monitor one’s own emotions, recognise the
emotions in others and manage this knowledge of self and others in their relationships and use this information for effective decision making.
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Self awareness, self regulation, motivation, empathy and social skills are the basic building blocks of emotional intelligence. Goleman, Boyatzis, and McKee,
among others, have researched the ‘““‘competencies” of the four EI domains of self-awareness, self-management, social awareness, and relationship
management and they claim to have identified 20 competencies or ““capabilities” (Figure no: 1). The first component self awareness is described as an ability to
be aware of one‘s own emotions and to be able to express one's emotional needs. Self management refers to one's ability to distinguish among different
emotions they may be feeling and prioritize those that are influencing their thought processes .The third component — social awareness, is the ability to
understand complex emotions such as simultaneous feelings of loyalty and betrayal. The ability to distinguish the emotions that emerge from perceptions is
important in overcoming negative responses to emotions. This also includes the ability to understand other's emotional expressions and behaviours. Lastly, the
social skills are the ability to connect or disconnect from an emotion, depending on its usefulness in any given situation. The last component is actually a natural
expression of the other three components. Proficiency in building relationships and networking and maintaining rapport is important here .This also includes
efficient leading, initiating change, communicating, persuading, expertise building, influencing and managing conflicts constructively.
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The relevance of El on human behaviour has been researched decades ago. Many scholars have theorised the relationship of Ei with the success of ana individual
in work and personal life. However the relevance of the same in the context of the workplace, has gained significant interest Goleman’s main premise is that El
predicts life success. The construct has gained further momentum within organisations, with global organisations no longer being seen as “emotion-free” zones.
Emotional Intelligence is now being considered to be important in organisational factors (See Figure no:2) such as organisational change (Ferres & Connell, 2004;
Singh, 2003); leadership (Ashkanasy, 2002; Dearborn, 2002; Gardner & Stough, 2002; Weymes, 2002); management performance (Slaski & Cartwright, 2002);
perceiving occupational stress (Nicklaou & Tsaousis, 2002; Oginska-Bulik, 2005); and life satisfaction (Palmer,Donaldson & Stough, 2002).

FIGURE 2: A MODEL OF THE El COMPETENCIES TO ORGANISATIONAL
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DEVELOPING EMOTIONAL INTELLIGENCE

According to UCLA research, just 7% of leadership success is due to intellect. The rest results from trust, integrity, authenticity, honesty, creativity, presence, and
resilience all a part of emotional intelligence. The Center for Creative Leadership found that when careers of leaders get derailed, the most common reason
(75%) is that people lack crucial emotional competencies they can't deal effectively with interpersonal problems, they can't guide teams through conflicts and
other turbulence, and they can't adapt to change or gain trust. There are numerous studies like these which support the view that emotional competencies need
to be developed. It is said that Unlike 1Q, EQ can be developed in an individual. One can upgrade your emotional skills at any stage of your life. In fact, age and
maturity are positively correlated with the EQ. Same is not true with the case of IQ which is more or less static.
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Baron (2000) in his study mentions that EQ is generally seen to be on the higher side for older employees as EQ can be developed with life experience over a
period of time. How ever if the EQ is not very high, we cannot generalise that EQ will develop with maturity, unless a sustained effort and attention is given by
the employees in developing the four competencies of emotional intelligence. The development of self, social and emotional competencies calls for a lot of
persistence, commitment and sustained effort, from the part of the employee. (Cherniss & Adler, 2000; Cherniss & Goleman, 2001; Cherniss, Goleman,
Emmerling,Cowan and Adler, 1998; Goleman, 1998; Goleman, Boyatzis, & McKee, 2002). A wide range of findings from the fields of psychotherapy (Barlow,
1985); training programs (Marrow, Jarrett, Rupinski, 1981) and executive education (Boyatzis, Cowen, & Kolb, 1995) all provide evidence for people's ability to
improve their social and emotional competence with sustained effort and a systematic program. In addition, new findings in the emerging field of affective
neuroscience have begun to demonstrate that the brain circuitry of emotion exhibits a fair degree of plasticity, even in adulthood (Davidson, Jackson, & Kalin,
2000). A recent research on "mindfulness" training-an emotional self-regulation strategy-has also shown that training can actually alter the brain centers that
regulate negative and positive emotions. Mindfulness training focuses on helping people to better stay focused on the present, thus keeping distressful and
distracting thoughts (e.g. worries) at bay, and to pause before acting on emotional impulse. (Boyatzis, Cowan, & Kolb, 1995) in their work reiterates that El
competencies can be developed with an intensive individualised competence building plan. On a personal level too El competencies can be developed by
assessing oneself first and reflecting about oneself and regulating ones positive and negative emotions.

There is a considerable body of research suggesting that a person’s ability to perceive, identify, and manage emotion provides the basis for the kinds of social
and emotional competencies that are important for success in almost any job. As the pace of change is getting faster day by day and the nature of work beckons
greater demands on a person’s cognitive, emotional, and physical resources, this particular set of abilities will become increasingly important for the managers
in workplaces that meet global standards .Hence it is imperative that organisations try to allocate resources and time for increasing the emotional intelligence of
managers. Organisations by introducing capability development training in this domain will ultimately develop a breed of committed emotionally intelligent
employees. To conclude it is not lack of managerial prowess alone , but the complexity of individual situations that makes a managers job more challenging and
to grapple with these challenges ,EI becomes paramount in today’ workplaces .
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ABOUT THE JOURNAL

In this age of Commerce, Economics, Computer, |.T. & Management and cut throat
competition, a group of intellectuals felt the need to have some platform, where young
and budding managers and academicians could express their views and discuss the
problems among their peers. This journal was conceived with this noble intention in view.
This journal has been introduced to give an opportunity for expressing refined and
innovative ideas in this field. It is our humble endeavour to provide a springboard to the
upcoming specialists and give a chance to know about the latest in the sphere of research
and knowledge. We have taken a small step and we hope that with the active co-
operation of like-minded scholars, we shall be able to serve the society with our humble

efforts.
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