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Abstract

This study delves into the intricate correlation between emotional intelligence and em-
ployee performance within the dynamic setting of Saudi small and medium enterprises. 
Acknowledging the increasing importance of emotional intelligence in the workplace, 
this study examines how emotional intelligence influences employee performance, 
with particular attention to the mediating role of organizational citizenship behavior. 
Employing a comprehensive research framework, the study integrates quantitative 
methods to analyze data collected from 248 employees across various Saudi-based 
small and medium enterprises. The findings indicate that high emotional intelligence 
enhances employee performance, with organizational citizenship behavior serving as 
a crucial mediator, strengthening the positive impact of emotional intelligence on per-
formance. The results demonstrated a robust positive correlation with organizational 
citizenship behavior (β = 0.719***) and a moderate positive correlation with employee 
performance (β = 0.314***). In addition, organizational citizenship behavior played a 
significant positive mediating role between employee intelligence and employee per-
formance (β = 0.397***). This suggests a nuanced interplay among emotional intel-
ligence, organizational citizenship behavior, and overall employee performance within 
the specific context of Saudi small and medium enterprises. 
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INTRODUCTION

In today’s workplace, emotional intelligence has become as impor-
tant as traditional intelligence and technical skills. Recognized for its 
impact on individual success, relationships, and workplace dynamics, 
emotional intelligence is crucial for fostering positive and productive 
environments. Employee performance, a multifaceted concept, in-
cludes both task-related outcomes and behaviors that enhance the or-
ganization’s overall well-being and functionality. This has led to a sig-
nificant shift in industrial-organizational research, focusing more on 
the intrinsic factors that influence employee performance. Individuals 
with higher emotional intelligence are better at navigating modern 
workplace complexities. Such employees tend to exhibit better job 
performance due to their ability to manage stress, communicate ef-
fectively, and adapt to changes. Organizational citizenship behavior 
(OCB) includes voluntary, extra-role activities that enhance organiza-
tional effectiveness, like helping colleagues and promoting a positive 
work environment. 
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Employee performance is a crucial factor in the success of all organizations, especially small and me-
dium enterprises (SMEs), which face significant challenges when workforce performance declines. The 
lack of adequate employee performance in SMEs is a major issue, prompting extensive research into its 
causes. Understanding the interplay between emotional intelligence, OCB, and employee performance 
is vital for optimizing human capital. By revealing how emotional intelligence affects performance, or-
ganizations can better tailor strategies for talent development, leadership training, and employee well-
being. Employee performance and OCB seemed to be overlapped with several researchers who used 
different terms for somehow similar concepts. Although many studies have examined the relation-
ships between these discrete variables, research on their collective and integrated impact is still lacking. 
Industrial experts and scholars have not yet fully explored the collective effects of these components.

1. LITERATURE REVIEW

Emotional intelligence builds strong interpersonal 
relationships and navigates workplace challenges. 
High emotional intelligence fosters better com-
munication, collaboration, and decision-making, 
leading to improved productivity, job satisfaction, 
and overall organizational success. Rahim and 
Malik (2010) explored the impact of age, educa-
tion, gender, and marital status on emotional in-
telligence, which subsequently influences organi-
zational performance. The findings indicated age 
exhibited a negative correlation with emotional 
intelligence and, consequently, organizational 
performance; education level positively influenced 
emotional intelligence; gender showed a positive 
association with emotional intelligence, while 
marital status demonstrated an insignificant re-
lationship with emotional intelligence. Although 
emotional intelligence does not guarantee in-
creased profits for an organization, it progressively 
contributes to improved organizational perfor-
mance over time (Rahim & Malik, 2010; Ramlal 
et al., 2022). Given the dynamic nature of the busi-
ness environment and the rapidly evolving econ-
omy, organizations are prioritizing the develop-
ment of emotional intelligence abilities through 
targeted training programs aimed at improving 
skills and equipping employees to effectively navi-
gate and resolve conflicts in the workplace (Anand 
et al., 2019). Consequently, emotional intelligence 
demonstrates a significant correlation with emo-
tional performance (Gondal & Husain, 2013). 

Research shows that emotional intelligence sig-
nificantly affects business students’ academic 
performance and boosts their IQ (Khan, 2019). 
Emotional intelligence allows individuals to rec-
ognize, regulate, and manage their own and oth-

ers’ emotions, greatly influencing overall organi-
zational effectiveness. Recognizing its importance, 
organizations are investing in management pro-
grams and strategies to enhance their workforce’s 
emotional intelligence (Serhan & Gazzaz, 2019). 
Goleman (2016) identifies several key elements 
of emotional intelligence. Self-awareness involves 
understanding one’s emotions for effective self-
regulation; motivation drives goal achievement 
with resilience; empathy fosters understanding 
and connection with others; and social skills en-
able effective communication and teamwork. 
These components of emotional intelligence help 
individuals navigate emotional complexities, lead-
ing to personal growth, successful relationships, 
and effective leadership.

Coined by Organ (1988), organizational citizen-
ship behavior (OCB) is defined as “individual 
behavior that is discretionary, not directly or ex-
plicitly recognized by the formal reward system, 
and that in the aggregate promotes the effective 
functioning of the organization.” In today’s era of 
technology and globalization, OCB is crucial for 
gaining a competitive advantage. Despite its de-
velopment decades ago, OCB remains a significant 
and extensively studied concept. The complexi-
ties of the globalized work environment highlight 
the impact of employee well-being and behavior 
on organizational effectiveness (Ocampo et al., 
2018). Bolino et al. (2002) discussed that Graham 
(1991) proposed a conceptualization of organiza-
tional citizenship involving political philosophy 
and modern political theory. Building on this 
theoretical perspective, Graham (1991) identi-
fied three organizational citizenship dimensions: 
obedience, loyalty, and participation. Obedience 
involves employees adhering to organizational 
rules and procedures. Loyalty refers to employees 
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prioritizing organizational interests over personal 
gains. Participation denotes active involvement in 
the organization. Subsequent research revealed 
three types of engagement: social engagement, 
which includes active participation in organiza-
tional matters and social activities; involvement 
in advocacy, where employees engage in advanc-
ing the organization by suggesting ideas and en-
couraging coworkers; and functional engagement, 
where employees exceed job expectations by tak-
ing on additional tasks and staying updated with 
advancements.

Empirical research has identified three distinct 
forms of employee participation. Social participa-
tion involves active engagement in organizational 
matters, such as staying informed about company 
activities and joining voluntary events. Advocacy 
participation is characterized by employees chal-
lenging norms, proposing improvements, and en-
couraging others to share their ideas. Functional 
participation includes contributions beyond stan-
dard job requirements, such as taking on addi-
tional tasks, staying updated with advancements, 
pursuing further training, and working extra 
hours to complete critical projects (Bolino et al., 
2002). Organizational citizenship behavior (OCB) 
enhances employee performance significantly 
(Ersoy et al., 2015). According to Organ (1988), 
OCB includes dimensions like altruism (selfless 
support for colleagues), civic virtue (active in-
volvement in organizational affairs), conscien-
tiousness (going beyond assigned duties), cour-
tesy (respectful interactions), and sportsmanship 
(handling workplace challenges with fairness). 
These dimensions foster a positive, cooperative 
work environment, boosting organizational cul-
ture and performance.

Employee performance improves when intelli-
gence is valued, failures are accepted, and a co-
operative environment with job rotation is fos-
tered. Minimizing complexity, communication 
gaps, and monotonous tasks enhances the work 
environment, promoting growth and innovation 
(Gondal & Husain, 2013). Key performance indi-
cators include technical skills, conceptual under-
standing, and interpersonal relations. Technical 
skills involve the effective use of methods and 
equipment; conceptual skills require an under-
standing of organizational alignment; interper-

sonal skills include cooperation and motivation 
(Widyawati & Karwini, 2019). Enhancing emo-
tional intelligence is crucial for optimal perfor-
mance. Factors like company culture, work loca-
tion, and career opportunities also impact perfor-
mance (Manickam & Latha, 2021; Robbins et al., 
2013; Gitongu et al., 2016).

Emotional intelligence is crucial for enhancing 
employee performance by enabling them to under-
stand and manage their emotions, handle stress, 
and adapt to organizational changes. Emotional 
intelligence is often more significant than IQ in 
determining effective employee performance 
(Gondal & Husain, 2013). It fosters positive rela-
tionships, effective teamwork, and an expanded 
social network, all contributing to improved per-
formance (Seibert et al., 2001). In culturally rich, 
developing countries like Saudi Arabia, effective 
emotional management leads to significant per-
formance gains, supporting individual and orga-
nizational goals and positively impacting the na-
tional economy (Baloch et al., 2015). Emotional 
intelligence is a key personality trait that enhanc-
es job satisfaction and organizational commit-
ment. It also aids in team building, contributing 
to overall organizational success (Kaur & Sharma, 
2019). A positive organizational citizenship be-
havior (OCB) environment boosts employee per-
formance and reduces turnover (Osisioma et al., 
2016). Emotional intelligence, the ability to recog-
nize and manage one’s own and others’ emotions, 
fosters a collaborative work environment, lead-
ing to better organizational outcomes (Alheet & 
Hamdan, 2021). 

Voluntary behaviors that benefit organizations 
and colleagues are significantly influenced by em-
ployees’ emotional factors (Chang et al., 2007). 
Employees with cooperative and supportive at-
titudes often expect similar behavior from oth-
ers (Giacalone & Jurkiewicz, 2003). Research 
shows a strong positive link between emotional 
intelligence and organizational citizenship be-
havior (OCB) (VandeWaa & Turnipseed, 2012). 
Emotional intelligence, which involves observing, 
understanding, and managing emotions, posi-
tively impacts OCB (Turnipseed, 2017). Key emo-
tional intelligence attributes include self-aware-
ness, emotional understanding, goal setting, and 
self-confidence (Narayanan, 2016). Employees 
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with higher emotional intelligence levels are more 
inclined toward OCB, leading to greater job sat-
isfaction and organizational success, even if their 
discretionary behaviors are not formally rewarded 
(Ghewari & Pawar, 2021). 

Podsakoff et al. (2009) identify five dimensions 
of organizational citizenship behavior (OCB): al-
truism, courtesy, sportsmanship, civic virtue, and 
conscientiousness. Altruism involves employ-
ees working together to accomplish tasks, while 
courtesy means showing respect to coworkers. 
Sportsmanship is demonstrated by maintaining 
a positive attitude despite challenges, and civic 
virtue refers to employees’ concern for the orga-
nization’s welfare. Conscientiousness entails going 
beyond assigned tasks to support colleagues and 
the organization. These dimensions collectively 
improve employee performance (Podsakoff et al., 
2009). OCB significantly influences employee per-
formance, with altruism having the strongest im-
pact on both individual and organizational out-
comes. HR policies and practices also play a cru-
cial role in moderating the relationship between 
OCB and performance (Mallick et al., 2015). OCB 
and employee engagement are vital HR variables, 
with OCB being a key predictor of job perfor-
mance and organizational success (Hermawan et 
al., 2020; Basu et al., 2017; Waqiah et al., 2021). 

This study is how employee intelligence and organi-
zational cultural behavior enhance employee per-
formance, ultimately improving overall organiza-
tional effectiveness and performance. Importantly, 
it addresses a gap by examining these dimensions 
within the context of Saudi Arabian SMEs, an area 
that has not been previously explored. 

Drawing on theoretical foundations, the study de-
veloped the following hypotheses (Figure 1):

H1: Emotional intelligence has a positive impact 
on SME employee performance.

H2: Emotional intelligence has a significant posi-
tive impact on SME organizational citizen-
ship behavior.

H3: Organizational citizenship behavior has a 
positive impact on employee performance.

H4: Organizational citizenship behavior has a 
positive mediating impact on emotional in-
telligence and employee performance.

The extensive literature review determined the 
most appropriate survey tools for each variable. 
Table 1 outlined the dimensions of the three 
constructs, namely emotional intelligence, or-
ganizational citizenship behavior, and employee 
performance.

Table 1. Study variables

Construct Indicator/Dimension Reference

Emotional 
intelligence 

1. Self-awareness 
2. Managing emotions 
3. Motivation 
4. Empathy 
5. Social skills 

Goleman (2016)

Organizational 
citizenship 
behavior

1. Altruism 
2. Civic virtue 
3. Conscientious 
4. Courtesy 
5. Sportsmanship 

Organ (1988)

Employee 
performance

1. Quality of work 
2. Quantity of work 
3. Effectiveness 
4. Independency 

Robbins et al. 
(2013)

Figure 1. Research framework

Organizational 

Citizenship 

Behavior

(OCB)

Emotional 

Intelligence 

(EmI)

Employee 

Performance

(EmP)

H1

H2 H3

H4
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2. METHODOLOGY

The study has formulated measurement items by 
incorporating variables utilized in previous stud-
ies within the research domain. A questionnaire 
adapted from Goleman (2016) was employed to as-
sess emotional intelligence, comprising five items. 
The five items pertaining to organizational citi-
zenship behavior were drawn from Organ (1988), 
while indicators of employee performance, con-
sisting of four items, were sourced from Robbins 
et al. (2013). For this cross-sectional study, all the 
modified questionnaire items have been designed 
and administered to the respondents by the use of 
a 5-level scale with 1 meaning highly disagreed to 
5 denoting highly agreed.

Data were obtained from employees serving vari-
ous positions of Saudi SMEs. Before administering 
the questionnaire, a G*Power software was used to 
calculate the lowest number of respondents suit-
able for this study. The computation produced the 
lowest sample size of 74, utilizing the 0.80 power 
while adopting a 5% significance level, an effect 
size of 0.15, and one tail with two predictors – that 
is, employee performance and organizational citi-
zenship behavior. Based on the minimum sample 
size, 260 questionnaires were distributed to em-
ployees of SMEs; 254 were retrieved, and 248 were 
considered usable for this study. An appointment 
was made by the firm owners to contact their em-
ployees with confirmation calls before data col-
lection through self-administered questionnaires 
and e-mails using a convenience sampling tech-
nique to obtain data from the respondents. Initial 
data screening and descriptive analysis were per-
formed using the SPSS before adopting the partial 
least square structural equation modeling. 

As demonstrated in Table 2, 59% are men within 
the age range of 30 or more years. On their edu-
cational level, the results suggest that the majority 
have had secondary and above as the highest level 
of education, including diploma, first degree, and 
master/Ph.D. levels. More so, about 45% of the 
respondents had previous work experience with 
businesses existing beyond 6 to 10 years. Further, 
in terms of the number of employees, most of the 
respondents indicated 20 or fewer employees, con-
stituting almost 86%, and about 63% of the firms 
they worked for operate in the services sector. 

Table 2. Participants’ demographics 

Item Category Number Percent

Gender 
Male 146 58.9
Female 102 41.1

Age range (years)

20-29 32 12.9
30-39 98 39.5
40-49 101 40.7
50 or more 17 6.9

Educational level

Schooling 20 8.0
Diploma 78 31.5

Bachelor degree 81 32.7
Master’s degree 59 23.8
Ph.D. 10 4.0

Duration of 
work experience 

(years)

5 or less 82 33.1

6 to 10 112 45.2

11 or more 54 21.8

Years of business 
existence

1 to 5 years range 99 39.9
6 to 10 years range 102 41.1

11 or more years 47 19.0

Number of 
employees 

20 or less employees 213 85.9
21 to 50 employees 25 10.1
51 or more employees 10 4.0

Business sector
Manufacturing 92 37.1
Services 156 62.9

Note: n = 248.

3. RESULTS

This study analyzed the measurement model be-
fore testing the structural model. The measure-
ment model was evaluated to identify the conver-
gent/reliability, internal consistency, and validity 
of the study variables (Hair et al., 2020). The con-
vergence validity test investigates if the variables 
being measured by the items loaded are just those 
of interest. Variable item loadings, Cronbach’s al-
pha, composite reliability (CR), and average vari-
ance extracted (AVE) values have been considered 
to determine the accuracy of convergence (Hair et 
al., 2019). Though this study reported Cronbach’s 
alpha values as well, Hair et al. (2020) reiterated 
that composite reliability demonstrated greater 
precision compared to Cronbach’s alpha. When 
all of the indicators appear to be connected with 
their underlying variables, a high degree of con-
vergence has been demonstrated. In order to es-
tablish if a consistency problem was not discov-
ered, relevant factor loadings and cross-loadings 
are often inspected mainly to assess whether items 
are loading on the appropriate assessed parameter 
in accordance with the rule. According to Hair et 
al. (2019), if an indicator loads highly greater than 
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0.50 on its linked component, the measurement 
scale has convergent validity. Additionally, no 
item should load higher on any other parameter 
than the variable that it was intended to measure.

Table 3 entailed item loadings, VIF of items, 
Cronbach’s alpha, CR, and the AVE values meant 
to assess the convergent validity of the latent vari-
ables. As shown, all the item loadings were above 
0.70 except a few that scored below 0.70, though 
they met the requirements according to the exist-
ing literature. The Cronbach’s alpha and CR val-
ues were also above 0.70, and their corresponding 
AVE values also exceeded 0.50. Again, the individ-
ual items’ VIF values were within the acceptable 

range and did not exceed 5, as provided by Kline 
(2023), which states that VIF values should be be-
tween 1 and 5. The results of the measurement of 
the variables in Table 2 signify convergent validity, 
making all the items acceptable, as illustrated in 
Figure 2. 

The degree of dissimilarity between the variables 
being evaluated and other distinct variables is de-
termined by assessing how distinctly reliable the 
variables are. Thus, item loadings must not be tru-
ly unrelated to other factors under examination. 
Hence, a discriminant validation guaranteed that 
the measurement had undergone the appropriate 
examination of links between different elements. 

Table 3. Reliability test

Variables 
Items 

label

Items 

loadings
VIF

Cronbach's 

alpha (α)
Composite 

reliability (CR)
Average variance 

extracted (AVE)

Emotional Intelligence

EmI1 0.734 1.572

0.816 0.872 0.577
EmI2 0.694 1.488
EmI3 0.800 1.945
EmI4 0.765 1.675
EmI5 0.801 1.926

Employee Performance

EmP1 0.700 1.421

0.802 0.871 0.630
EmP2 0.811 1.933
EmP3 0.837 1.942
EmP4 0.818 1.758

Organizational Citizenship 
Behavior

OgCB1 0.778 1.740

0.792 0.858 0.548
OgCB2 0.721 1.434

OgCB3 0.797 1.750
OgCB4 0.669 1.312

OgCB5 0.728 1.624

Note: EmI = emotional intelligence; EmP = employee performance; OgCB = organizational citizenship behavior.

Figure 2. Measurement model

0.517

Ogcb1 Ogcb5Ogcb4Ogcb3Ogcb2

0.7280.6690.7970.7210.778

emI1

emI2

emI5
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In line with variance-based studies using structur-
al equation model testing of PLS-SEM, the Fornell-
Larcker procedure for determining discriminant 
validity is not appropriate according to existing 
literature (e.g., Henseler et al., 2015; Zaato et al., 
2024). As a result, this study found Fornell-Larcker 
unreliable and determined the discriminant valid-
ity using the multitrait-multimethod matrix or the 
heterotrait-monotrait ratio (HTMT) procedure to 
examine the study’s discriminant validity. Based 
on Zaato et al. (2023), when the HTMT ratio ex-
ceeds 0.950, it suggests an issue of discriminant va-
lidity. As per the HTMT rule, this study actually 
measured the constructs and had no problem with 
discriminant validity, as per Table 4.

In addition to assessing the measurement mod-
el, this study also resorted to the bootstrapping 
method to examine the study’s structural model 
with the aid of the PLS-SEM. Using the PLS-SEM 
is more appropriate to determine the direct and 
indirect relationships of any study involving en-
dogenous and exogenous variables concurrently. 
The PLS-SEM is also suitable for testing any study 
hypotheses involving small or large sample sizes 
and when the data have nonstandard distribution 
(Henseler, 2018). Next to testing the measurement 
model, the bootstrapping technique was used to 
determine the significance of the path coefficients 
of the PLS-SEM analysis direct and specific indi-
rect effects. The bootstrapping results based on the 
direct path coefficients of the hypotheses are illus-
trated in Table 5 and Figure 3. 

Table 5 reveals that hypothesis 1, which tested 
emotional intelligence and employee performance 

association, is positive and statistically significant, 
generating a p-value< 0.001, with a beta coeffi-
cient of 0.314 and a standard error of 0.056. The 
t-value is 5.600, indicating strong evidence against 
the null hypothesis. Again, the Lower Level and 
Upper Level Confidence Level Bias Corrected val-
ues 0.218 and 0.402 are positive with a small Effect 
Size (F2) of 0.137. Hence, hypothesis 1 has been 
supported by the PLS-SEM bootstrapped path co-
efficient values.

Hypothesis 2 tested whether a significant relation-
ship existed between employee performance and 
organizational citizenship behavior. The results 
proved statistically significant, where the p-value 
is less than 0.001, with a beta coefficient of 0.719 
and a standard error of 0.029. The t-value is 24.650, 
an indication of a very strong significant relation-
ship and positive Lower Level and Upper Level 
Confidence Level Bias Corrected values of 0.665 
and 0.762, which also supported the significant 
outcome.

 Furthermore, a large F2 of 1.070 suggests a sig-
nificant relationship between emotional intel-
ligence and organizational citizenship behavior. 
Hypothesis 3 tested the relationship between or-
ganizational citizenship behavior and employee 
performance. The results found a statistically sig-
nificant p-value of less than 0.001, a beta value of 
0.552, and a standard error of 0.057. The t-value 
was also 9.714, all indicating strong evidence of a 
positive and statistically significant relationship. 
By inferring, the Lower Level and Upper-Level 
Confidence Level Bias Corrected values are 0.455 
and 0.640, with the Effect Size (F2) of 0.425 testi-

Table 4. Discriminant validity 

Variables EmI EmP OgCB

A. Emotional Intelligence (EmI)
B. Employee Performance (EmP) 0.876
C. Organizational Citizenship Behavior (OgCB) 0.888 0.930

Table 5. Path coefficients of hypothesized relationships

Hypo-

theses

Hypothesized 

Relationships Std beta value Std error T value P values
LL & UL 

CLBC
F2 Results

H1 EmI → EmP 0.314 0.056 5.600 0.000 0.218;0.402 0.137 Supported 
H2 EmI → OgCB 0.719 0.029 24.650 0.000 0.665;0.762 1.070 Supported
H3 OgCB → EmP 0.552 0.057 9.714 0.000 0.455;0.640 0.425 Supported

Note: LL&UL CLBC means Lower Level and Upper Level Confidence Level Bias Corrected values. EmI = emotional intelligence; 
EmP = employee performance; OgCB = organizational citizenship behavior.
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fying to the significant relationship between orga-
nizational citizenship behavior and employee per-
formance. Briefly, the results supported the three 
stated hypotheses that determined the direct ef-
fect of the study variables, as the structural model 
illustrates in Figure 3.

Table 6 validates the proposed hypothesis that 
organizational citizenship behavior positively 
mediates the relationship between emotional in-
telligence and employee performance following 
Hayes (2009) and Rungtusanatham et al. (2014). 
The bootstrapping analysis results provided in 
Table 6 signify a positive and a statistically signif-
icant mediating effect (β = 0.397; standard error 
of 0.046, t = 8.23; and p < 0.001), which indicates 
strong evidence of a statistically significant inter-
vening effect of organizational citizenship behav-
ior amidst emotional intelligence and employee 
performance relationship. The output also found 
LL and UL CLBC values of 0.325 and 0.472, which 
show no straddle between zero and suggest a me-
diation effect. According to Lachowicz et al. (2018) 
and Kenny (2021), mediation F of 0.158 (i.e., medi-
um effect size) was manually calculated based on 

the specific indirect effect and evidenced that the 
study’s tested mediation is supported. 

4. DISCUSSION 

This study examined the interactive effect of or-
ganizational citizenship behavior on the relation-
ship between emotional intelligence and employee 
performance among SMEs of Saudi Arabia. Thus, 
this study attempted to investigate whether orga-
nizational citizenship behavior plays a mediating 
role for emotional intelligence and employee per-
formance relationship. 

The study accepts H1. Thus, emotional intelligence 
has a positive and statistically significant influence 
on employee performance with a p-value of 0.000, 
which is considered smaller than or is < 0.050. The 
positive significant influence of emotional intel-
ligence on organizational performance has been 
supported by Kaur and Sharma (2019) and Zaato 
et al. (2023). They demonstrate that people who 
possess high levels of emotional intelligence are 
capable of exhibiting enhanced job performance, 

Note: EmI = emotional intelligence; EmP = employee performance; OgCB = organizational citizenship behavior.

Figure 3. Structural model
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Table 6. Mediation pathway effect 

Mediating Relationship Std beta (β) value Std error T value P values LL&UL CLBC F2 Results

H4: EmI → OgCB → EmP 0.397 0.046 8.716 0.000 0.325;0.472 0.158 Supported 

Note: EmI = emotional intelligence; EmP = employee performance; OgCB = organizational citizenship behavior.
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as they can effectively manage stress, communi-
cate with colleagues, and adapt to changing work 
environments. The current study has evidence 
that the higher the level of SME workers’ emo-
tional intelligence, the greater it would manifest 
in their performance. 

Similarly, H2 infers a significant relationship be-
tween emotional intelligence and organizational 
citizenship behavior. This finding confirmed ear-
lier statistically substantial link between employ-
ees’ emotional intelligence and organizational 
citizenship behavior (Ghewari & Pawar, 2021; 
Liao et al., 2022). The result suggests that SME 
owners that promote organizational citizenship 
behavior among their employees will further en-
hance organizational citizenship behavior, en-
suring that employees continue to improve their 
performance by maintaining a positive psycho-
logical state and relating better among them-
selves and customers. 

Moreover, H3 tested the relationship between or-
ganizational citizenship behavior and employee 
performance. The outcome is in agreement with 
Dinka’s (2018) assessment of organizational citi-
zenship behavior and employee performance 
among Dire Dawa University employees and Santa 
et al.’s (2023) research on the impact of emotional 
intelligence on operational effectiveness with the 
mediating role of organizational citizenship be-
havior and leadership. 

Further, H4 suggested a positive and statistical-
ly significant mediating effect of organizational 

citizenship behavior on the relationship between 
emotional intelligence and employee performance, 
producing a p-value less than 0.001. This result 
supports Santa et al. (2023), who proved that or-
ganizational citizenship behavior positively me-
diates the relationship between emotional intel-
ligence and the operational effectiveness of firms. 
They further affirmed that the ability of employ-
ees with high levels of emotional intelligence ca-
pability to exhibit better job performance, as they 
can effectively manage stress, communicate with 
colleagues, and adapt to changing work environ-
ments, is attributed to organizational citizenship 
behavior.

This study has some limitations that can serve as 
a basis for further studies. This study used self-
response measurement of responses on all the 
study variables, which may have biased responses 
that may hinder the ability to generalize the find-
ings. Second, this current study is a cross-section-
al study that focuses on a quantitative approach. 
For further understanding of this study frame-
work, subsequent studies can use a longitudinal 
approach and either qualitative or mixed-method-
ological approaches. Further, the sample size can 
be increased with the introduction of controlling 
variables like gender, age, educational level, per-
ceived organizational support, and social capital 
as mediators or moderators for more insights. In 
brief, a cross-cultural comparative study can aug-
ment the findings in terms of how emotional intel-
ligence, with the mediating role of organizational 
citizenship behavior, explains employee perfor-
mance in SMEs.

CONCLUSION

The paper investigated connections between emotional intelligence, organizational citizenship be-
havior, and employee performance. The study provided a detailed understanding of the complex dy-
namics among the three variables and their influence on each other. Consequently, it has deepened 
the knowledge giving confidence in organizational citizenship behavior capacity to further clarify 
the impact of emotional intelligence on workers’ performance and guarantee favorable workforce 
results for SMEs. 

The findings reveal a significant positive relationship between the variables, with all proposed pathways 
in the structural equation modeling (SEM) analysis being confirmed. The mediating role of organiza-
tional citizenship behavior for emotional intelligence and employee performance was verified. The find-
ings demonstrated that all the measurement scales adopted for the variables from previous studies were 
valid and yielded a high level of validity and reliability. 
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The results made a significant impact by bridging the research gap on how emotional intelligence can 
contribute to employee performance with organizational citizenship behavior playing a mediating func-
tion, which are necessary elements for SMEs’ development and sustainable performance. Employees 
with high levels of organizational citizenship behavior play a substantial role in their emotional intel-
ligence to become more skillful at observing and regulating their emotions, which will consequentially 
influence their performance. Additionally, the study outcome highlights the need for SME owners/man-
agers as well as policymakers to appreciate the effect of employees’ emotional intelligence and organi-
zational citizenship behavior and devise strategies on how to promote them within organizations to 
contribute to employee performance. 

Further research is needed to extend beyond the scope of the present study. Additionally, empirical re-
search involving individuals across various nations and industries could reveal valuable insights into 
the complex interactions among the studied constructs. Identifying other variables that might directly 
or indirectly impact emotional intelligence, organizational citizenship behavior, and employee perfor-
mance could set new benchmarks.
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