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 This study aims to analyze how emotional intelligence (EI) influences organizational commitment 
along with the correlation between job satisfaction and these two aspects. To collect the data for 
this study, a polite and pre-validated, self-structured questionnaire was used. Additionally, ethical 
issues were considered with the assurance of anonymity. The study also took the convenience sam-
pling approach and collected samples from customer service employees working in all main 
branches of Saudi banks located in Riyadh. It further employs the structural equation modeling 
method for analyzing the data with AMOS 22.0 software. Before examining the structural model 
framework and hypotheses, a confirmatory factor analysis was used to estimate the measurement 
model and support the research. Results showed that emotional intelligence affects both job satis-
faction and organizational commitment significantly and positively. Moreover, results showed that 
job satisfaction, as a mediator, has a significant indirect impact on EI and organizational commit-
ment. Emotionally intelligent customer service employees of Saudi commercial banks demon-
strated high psychological empowerment visible through their perception of work as meaningful, 
increased feeling of competence, guaranteed freedom of choice, and significant impact on the work-
place. 
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1. Introduction 
 

Emotions are an important part of life and play a significant role in work and social culture of individuals. They are the states 
of feelings that can greatly affect the antecedents of behaviors including attitudes, attributions, and perceptions. Cooper and 
Sawaf (1999) explained emotions as the flow of energy that affects an individual’s behavior and spreads around and influences 
others. According to Fredrickson (2001), it is difficult to imagine an unorganized society with insensitive human beings and 
unmanned organizations, and therefore, the role of emotions in human life remains significant. Moreover, such significance 
has resulted in the rise of the emotional intelligence concept. In recent times, researchers and psychologists are taking a keen 
interest in understanding the role of emotions in workplaces. Moreover, the role has been considered a monumental shift in 
organizational behavior (Barsade & Spataro, 2003). However, the sudden spike in interest is still at its nascent stage and 
several areas are not only recommended for but also require further theoretical extensions and empirical analyses (Brief & 
Weiss, 2002). Salovey and Mayer (1989) proposed EI as an ability of human emotions. It is particularly described as the 
ability of an individual to identify, perceive, understand, and manage his/her emotions as well as other people’s (Mayer & 
Salovey, 1997; Mayer & Caruso, 2004). Studies have shown that higher the level of emotional intelligence, better the ability 
to process affective information (Brackett & Salovey, 2006). This suggests that people with a higher level of emotional intel-
ligence can tolerate – or productively use – both positive and negative emotions at a significant level. 
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Emotional intelligence was first addressed by an American psychologist Edward Thorndike during the early 90s, and it is 
considered a sub-branch of social intelligence (Mayer & Salovey, 1993). Today, it is emerging as a topic of interest among 
researchers around the world. Besides, the increased rate of studies around the issues of emotional intelligence (Zeidner et al., 
2004) is proof of its widespread popularity in recent times. In general, management, psychology, and studies of other disci-
plines put emphasis on the improvement of emotional intelligence – an essential concept in work and social life. Moreover, 
in various studies, emotional intelligence is considered to be more important than mental intelligence (Aki et al., 2003). Ac-
cording to these studies, mental intelligence is not enough for an individual to succeed in both work and life, and people 
limited to such intelligence are regarded as machines. Similarly, Goleman, in his studies, argues that emotional intelligence 
is one of important keys to success in life results from emotional intelligence. 
 
Emotional interactions are inevitable, especially in-service industries such as schools, hospitals, accommodations, and banks. 
In the banking and financial service sector, competition remains at its peak (Dou et al., 2018; Papadimitri et al., 2019). Here, 
a key to maintain a distinct competitive edge is not just about service packages but how these services are provided by cus-
tomer service employees (Cooke et al., 2019). Customers, in general, place a high priority on their interactions with the 
employees, thereby making emotional intelligence a key factor in the competition (Mattingly & Kraiger, 2018). Despite a 
strong correlation between emotional intelligence, emotional requirements for a job, and outcomes (Jordan, Ashkanasy, & 
Hartel, 2002), such a connection has not been studied widely. Even rarer are attempts to analyze these three constructs together 
in various fields such as law enforcement and healthcare. To that end, this research is aimed at addressing this gap by exam-
ining the impact of Emotional Intelligence in relation to the emotional components of a job, job attitudes, and productive 
outcomes. This study intends to provide aid to the banking and financial service sector through its customer service employees 
by examining how the emotional intelligence of these employees influences their job attitudes. 
 
The domain of the proposed research will be the operating banks in the Kingdom of Saudi Arabia, an economic powerhouse 
in the Middle East and one of the G20 countries. Saudi’s financial market is headed towards a more global approach as a 
result of the Kingdom's direction towards "vision 2030" (Kamarudin et al., 2018). However, in many cases, customers in the 
country continue to complain about the quality of service they receive (Al-Musali & Ismail, 2014). Customer service employ-
ees have long been the medium for providing bank services and their emotional intelligence is clearly one of the key attributes 
to deliver excellent services and gain customer satisfaction (Collomb, 2018). Therefore, it indicates that Saudi banks need to 
invest in the emotional intelligence of their customer service employees or face the inevitable consequences. In most Saudi 
banks, emotional intelligence is not a criterion, but a bonus developed individually by some customer service employees 
rather than a necessity. Also, customer service employees in some of the Saudi banks suffer from negative job attitudes – 
probably due to emotional labor – which is reflected in how they treat their customers (Naseeb, 2018). The policies and 
practices of human resource management are implemented to improve job attitudes (Faisal Ahammad et al., 2015) and emo-
tional intelligence remains an essential factor (Salami & Ajitoni, 2016). This research, therefore, is aimed at examining the 
effect of customer service employees' emotional intelligence on their job attitudes. 
 
The findings can be used as a reference material by academic researchers interested in further studying the relationship be-
tween EI and organizational outcomes of service employees. The results would also aid various organizations, especially the 
banks, in initiating effective emotional management training programs for the employees to stay ahead of the pack. Further-
more, the results and recommendations of the study would be of great help to Human Resource Managers as well as employers 
in reviewing their recruitment policies. This will subsequently help identify and employ individuals who have the appropriate 
emotional orientation to manage the customers. Lastly, this study would add value to the literature that looks into the influ-
encing factor of employees’ emotional intelligence on customer service.  
  
2. Literature Review 

 
2.1 Emotional Intelligence 
 
Researches started to show a great interest in the whole idea of emotional intelligence during the 1800s. Over the years, the 
ideology of emotional intelligence has evolved, from its rise as “social intelligence” in the 1930s to “emotional strength” in 
the mid-20th century to the present – “emotional intelligence”. The growing interest in the emotional intelligence concept, in 
recent times, has been driven by Daniel Goleman’s book (Goleman, 1996) and its widespread publicity. Such unprecedented 
acceptance called on a myriad of well-known books and articles that study the application of emotional intelligence and its 
development in individual and corporation framework. Organizations are showing interest in the EI concept to fulfill their 
quest for a path to secure a distinct competitive edge that can be built through detailed attention to “others’ issues” (Higgs, 
1997; Senge, 1990, Ulrich & Lake, 1990; Sparrow et al., 1994; Kay, 1993). Extensive scientific and research evidence sur-
rounding the idea of emotional intelligence has also known to exist (e.g. Goleman, 1996; Cooper, 1997; Cooper & Sawaf, 
1997). However, there has been limited research in the area of corporate culture, while the available research has greatly been 
reliant on educational-based research, physiological research developments, and improvements in the therapy fields (e.g. 
Goleman, 1996; Steiner, 1997; Damasio, 1994). It is imperative to note that derivative arguments and the descriptions of 
anecdotal cases, in particular, are employed as corporate applications of EI. As a result, the consensus seems to be the difficulty 
in measuring emotional intelligence. Also, an efficient measurement, as described by Goleman, has not been found (Steiner, 
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1997; Hein, 1997). In the upcoming field, the literature consists of a plethora of definitions which might be confusing and. It 
also includes terms such as emotional literacy (Steiner, 1997), emotional quotient (Cooper, 1997), and personal intelligence. 
Goleman, nevertheless, offers a reliable definition of the emotional intelligence concept, which refers to: 
 

 Knowing the feelings of an individual and the subsequent ability to manage those feelings without affecting oneself; 
 The ability to motivate oneself to complete the job, influence creativity, and perform at ones’ best; and 
 Understanding the feelings of other individuals and managing relationships effectively. 

 
Adding to the literature, Martinez, 1997, p.72 defines EI as “an array of non-cognitive skills, capabilities, and competencies 
that stimulate the ability of a person to get through environmental pressures and demands”. 
 
The elements of emotional intelligence structure can be summarized as the awareness of one’s and others’ emotions and the 
ability to use and handle emotions. A self-aware individual has high self-efficacy and is aware of his/her limits and at peace 
with him/herself. Besides, such individuals motivate themselves and do not show any negative attitude. High awareness of 
others’ emotions and the sense of empathy are frequently considered in today's business life, which in turn, reveals the signif-
icance of emotional intelligence. Salovey et al. (2002) regarded emotional abilities as a key aspect of both social and emotional 
adaptation. It is generally observed that EI influences innovative behavior (Hu & He, 2018) along with the quality of work-
life. As a result, employees and individuals with a high level of emotional intelligence have positive and productive attitudes. 
Consequently, this construct is regarded as a crucial skill needed in both professional and social life. 
 
2.2 Job Satisfaction 
 
A positive attitude towards one’s job or simply job satisfaction unveils the pleasure level of an employee or individual. Im-
portant organizational outputs such as high performance, non-conflict environment, and low turnover rate are reliant on an 
employee’s satisfaction from the job and the work environment. Notably, a range of factors affects job satisfaction that can 
be studied in two separate categories – individual and environmental factors. Age, gender, intelligence, personality, and others 
form the individual factors. On the other hand, environmental or external factors include wage, management policy, and work-
family conflict (Özsoy, 2015). In the literature, the majority of the studies remain inclined towards the co-relation between 
the above environmental factors and job satisfaction. However, after a series of research, key factors such as personality, 
intelligence, and emotional intelligence are more expected to be examined for deeper understanding. Taking this into consid-
eration, Robbins and Judge (2013) highlight that job satisfaction is not limited to work environments and personality also has 
an important impact on job satisfaction. 
 
H1: Job satisfaction positively affects the organizational commitment. 
 
2.3 Emotional Intelligence and Job Satisfaction 
 
Individuals with high levels of Emotional Intelligence (EI) are highly likely to encounter more positive emotions and moods 
as compared to their counterparts with a lower level of EI (Goleman, 1998). It indicates that the latter often translate their 
emotions to anger and disappointment, which in turn, reduce their total satisfaction. An assumption is that with low level of 
total satisfaction at the worksite, employees are unlikely to perform at their best which will consequently impact the service 
rendered to the customer. Guleryuz et al. (2008) used nurses employed in about seven hospitals in Turkey as the research 
participants to analyzed how their emotional intelligence affects organizational commitment and job satisfaction in the 
healthcare sector. Their findings revealed a strong positive relationship between EI and job satisfaction. 
 
H2: Emotional intelligence positively affects job satisfaction. 
 
2.4 Organizational Commitment:  
 
Building on the work of Porter and Smith (1970), organizational commitment was defined in an attitudinal manner by Mowday 
et al. (1979) as "the relative strength of identification and involvement of an individual in a specific organization" (p.226). It 
goes beyond organizational loyalty to build a more active relationship with the organization in a devotional manner both in 
beliefs and actions. Moreover, organizationally committed employees are not necessarily free from other commitments in 
their lives (e.g., family, political party, union … etc.). Mowday et al. (2013) characterized organizational commitment as: 
 

 Strong belief in organizational values and acceptance of organizational goals  
 Willingness to go the extra mile for the sake of the organization 
 A high desire for maintaining an organizational membership 

 
On the other hand, Allen and Meyer (1990) introduced the revolutionary "three-component model of commitment" which 
categorized organizational commitment into three distinct types: 
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 Affective commitment (AC): employees' willingness to stay in their organizations  
 Continuance commitment (CC): employees' need to stay in their organizations 
 Normative commitment (NC): employees' self-obligation to stay in their organizations 

 
The process of delivering a service involves a combination of customer's expectations and behaviour, working conditions, 
and employees' motivation, knowledge, skills, and abilities (Dollard et al., 2003). The latter will be the center of this study 
aiming to uncover the co-relation between customer service employees' emotional intelligence and their job attitudes and the 
interrelations between these attitudes. 
 
2.5 Emotional Intelligence (EI) and Organizational Commitment (OC) 
 
In most studies, EI and Organizational Commitment has been found to be positively related (Guleryuz et al., 2008; Zeidner et 
al., 2004; Mayer & Salovey, 1997). Further explanation states that individuals showing high emotional intelligence are more 
likely to be in positive state of mind, resulting in constructive affection towards their organization (Wong & Law, 2002). 
 
H3: Emotional intelligence positively affects organizational commitment. 
 
2.6 Job Satisfaction and its Mediatory Role: 
 
The overview of the literature on job satisfaction and organizational commitment revealed many interrelations between these 
two attitudes. Adeyemo (2007) found that the emotional intelligence of employees mediates the correlation between their job 
satisfaction and organizational commitment. Simultaneously, Salami (2008) and Miarkolaei and Miarkolaei (2014) concluded 
that employees' job satisfaction intervenes in the association between their emotional intelligence and organizational commit-
ment. Later on, Güleryüz et al. (2008) explored the part that job satisfaction plays in these constructs and their findings 
supported the hypothesis, as the significance was not evident prior to introducing job satisfaction to the relationship (Shafiq 
& Rana, 2016). A similar conclusion was reached by Naz et al. (2019). This makes the final hypothesis: 
 
H4: Job satisfaction partially mediates the positive correlations between EI and organizational commitment. 
 
According to the above discussion in the literature review, the relationship between these two constructs of emotions is 
demonstrated in the conceptual framework of study in Fig. 1 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 

Fig. 1. Research structural model 
3. Methodology 

 
3.1 Survey Instruments 

 
Emotional intelligence (EI): The current study adopts a trait EI scale – WLEIS (Wong and Law Emotional Intelligence Scale). 
It comprises 16 indicators (four indicators reflecting the four components of emotional intelligence). 
 

Job satisfaction (JS): A single global rating of job satisfaction is simple and captures many discreet elements of this construct, 
thereby tapping everything needed for consideration (Poon, 2004; Wanous et al., 1997). Therefore, this study adopts the single 
global rating of job satisfaction with its unique question, “All things considered, how satisfied are you with your job?” 
 

Organizational commitment (OC): The three-component model of organizational commitment (Allen & Meyer, 1990) is 
widely used in most of the studies. It views organizational commitment as three types and each of these types has its own 
scale: The affective commitment scale (ACS), normative commitment scale (NCS), and continuance commitment scale 
(CCS). Furthermore, each scale consists of 8 items. 
 

Aforementioned measurements were employed on a 7-point Likert scale, with range from (1) strongly disagree to (7) strongly 
agree. 

Emotional intelligence 

Job satisfaction 

Organizational  
commitment 

H1, γ 1, 1 

H2, γ 1, 2 

H3, γ 1, 3 

2, 1 ζ 

H4 
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3.2 Data collection 
 
The study used a self-structured questionnaire to collect the data. Ethical issues were also considered with the assurance of 
anonymity. The targeted population for the study includes customer service employees working in all main branches of Saudi 
banks located in Riyadh. The variables were originally developed in English and later translated to Arabic to ensure relevance 
and enhance the results. The study used the back-translation methodology to improve the linguistic quality and set the con-
formity of the meaning. A four-member academic panel of management experts from Saudi universities was consulted for the 
face validity of the questionnaire. Subsequently, necessary modifications were made based on their valuable recommenda-
tions. After the preparation of the final copy, a pilot questionnaire was distributed to selected customer service employees and 
each component of the questionnaire was discussed with them. This helped in ensuring the measurement of each statement. 
The data was gathered from January to April 2020. 
 
3.3 Analysis 
 
After evaluating the answers of the selected participants, Cronbach’s alpha method was used to determine the tool’s reliability. 
Moreover, the reliability coefficient alpha (α) was 0.95 determining a high accuracy. Further, Exploratory Factor Analysis 
from the Statistical Package of Social Science (SPSS 18.0) was employed to assess the pilot data. Additionally, the study used 
Partial Least Squares-Graph to examine the hypothesized relationships between the variables involved in the study. 
 
4. Results 
 
Out of 350 distributed questionnaires, 288 questionnaires were returned, 17 questionnaires were excluded from the analysis 
due to incomplete answers, and 271 questionnaires were analyzed. A total of 103 females and 97 males were involved in the 
study. The age distribution specified that a large number of the study participants were aged 20 to 35, followed by 36 to 45, 
and followed by the age above 45. As shown in Table 1, the descriptive analysis was conducted to track the arrays of data. 
From the value of standard deviation, it can be seen that the turnover intention values are widely dispersed from the mean 
value – showing diversity in the responses. Moreover, the value of skewness shows that all the variables are negatively skewed 
on the normal distribution – showing that most of the responses were on the lower side of the scale as compared to the positive 
side. 
 
Table 1  
Descriptive Statistics 

Variables Mean Std. Deviation Variance Skewness Kurtosis 
Stat. Stat. Stat. Stat. Std. Error Stat. Std. Error 

Emotional intelligence  13.534 1.3635 1.859 -1.114 0.238 1.812 0.472 
Job satisfaction 12.893 2.1093 4.449 -.336 0.238 -.247 0.472 
Organizational commitment 25.097 4.5986 21.147 -.194 0.238 -.496 0.472 

 
A reliability test was carried out to ascertain the reliability of scales employed to measure the variables under study. The 
results showed that the Emotional intelligence scale has α = 0.84, Job satisfaction α = 0.81 and Organizational commitment α 
= 0.79. It is imperative to note that the benchmark value for Cronbach’s alpha is 0.7. It indicates that the values obtained for 
all the sub-scales used in the study are higher than the benchmark value of 0.7. Thus, it can be concluded that all the sub-
scales used in the study were efficient and measure the intended variable to an acceptable level of satisfaction. 
 
Table 2 
Correlation Matrix 

 Emotional intelligence  Job satisfaction Organizational commitment 
Emotional intelligence  0.702*   
Job satisfaction 0.687 0.739*  
Organizational commitment 0.691 0.632 0.711* 

Note: *Diagonal values represent the square root of the AVE; all other values denote the correlation coefficients. 
 
Table 2 shows the correlation analysis and suggests that each of the four regression models was remarkable at the p<0.000 
level. The average variance extracted (AVE) was calculated to further validate the constructs. AVE reflects “the variance 
obtained by the construct, given consideration to the variance due to an error in the measurement” (Hair et al., 2006, p. 45). 
For the construct to have a reliable structure, its minimum AVE value should be 0.50. From this, it can be concluded that the 
four variables have good reliability in estimating the latent constructs. As shown in Table 4, other fit indices were also used 
in the study, as the size of the sample was sensitive with regards to chi-square statistics (Hair et al., 2006). A goodness of fit 
of the model with data was observed in accordance with various fit indices. The chi-square minimum and the degree of 
freedom ratio (CMIN/df) was lower that the cut-off criterion of 3.00 (Hair et al., 2006), which indicates a good fit between 
the data and hypothesized model. Hair et al. (2006) also suggest that the goodness-of-fit index (GFI), adjusted goodness-of-
fit index (AGFI), Bentler-Bonett normed fit index (NFI), Bentler’s comparative fit index (CFI), and Tucker-Lewis index (TLI) 
should all be greater than 0.9. The value of root mean square error of approximation (RMSEA) is also utilized. 
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Table 3 
Confirmatory factor analysis (CFA) of all measurement models 

CFA Model Items CMIN/df TLI NFI GFI AGFI CFI 
Emotional intelligence  16 1.365 0.998 0.999 0.996 0.983 0.998 
Job satisfaction 1 1.235 0.996 0.997 0.997 0.967 0.998 
Organizational commitment 8 1.132 0.997 0.998 0.997 0.996 0.997 

Note: CMIN/df = ratio of the chi square minimum to the degree of freedom; TLI = Tucker-Lewis index (TLI); NFI = Bentler-Bonett normed fit index; GFI 
= goodness-of-fit index; AGFI = adjusted goodness-of-fit index; CFI = Bentler’s comparative fit index 
 
The SEM method was then used to analyze the research model in conjunction with the maximum likelihood estimation 
method. The intrinsic and extrinsic variables were examined to discover the strength of the proposed model as well as stated 
hypotheses. The results shown in Table 4 illustrate a right fit of the hypothesized model. The indices demonstrate the goodness 
of fit of the model, which makes it an authentic factor to evaluate the hypothesized paths. All the fit indices values demonstrate 
a good fit between the hypothesized model and the data. 
 

Table 4 
Goodness of fit of the hypothesized model 

Measures Fit Indices Value Accepted 

Absolute Level 
RMSEA 0.047 Less than 0.08 
GFI 0.937 0.90 and above 
P-value 0.000 P-value ≥ 0.05 

Incremental Level 

AGFI 0.912 ≤ 0.90  
CFI 0.998 ≤ 0.90  
TLI 0.994 ≤ 0.90  
NFI 0.967 ≤ 0.90  

Parsimonious Level CMIN/df 1.136 ≥ 2.0 
R² 0.703 High is better 

Note: RMSEA = root mean square error of approximation; GFI = goodness-of-fit index; AGFI = adjusted goodness-of-fit index; CFI = Bentler’s comparative 
fit index; TLI = Tucker-Lewis index (TLI); NFI = Bentler-Bonett normed fit index; CMIN/df = ratio of the chi square minimum to the degree of freedom 
 

Mediating Effect of the Hypothesized Model 
 

It is observed that the intervention of a third construct or variable between the two related variables results in a mediating 
effect (see Table 5). The mediatory role of job satisfaction was tested in the association of EI and organizational commitment. 
The results determine that job satisfaction acts as a partial mediator and has a significant indirect impact of 0.360 that supports 
the hypothesized model in H4. 
 

Table 5 
Total Effects of mediator in the Research Model  

Endogenous Variable (Organizational commitment) 
 Indirect effect Direct effect Total effect 
Emotional intelligence 0.360 0.237** 0.597** 

 
Table 6 
Regression Wight for Hypothesized Model Testing Result 

Hypothesis Estimate Critical ratio Result 
H1: Emotional intelligence → Job satisfaction 0.19 3.54*** Asserted 
H2: Emotional intelligence → Organizational commitment 0.21 5.11*** Asserted 
H3: Job satisfaction → Organizational commitment 0.29 7.31*** Asserted 
H4: Emotional intelligence → Job satisfaction → Organizational commitment 0.71 14.20*** Asserted 

Goodness of fit indices: CMIN/df = 3.38; CFI = 0.976; GFI = 0.967; AGFI = 0.903; NFI = 0.965; IFI = 0.976; TLI = 0.942; RMSEA = 0.07; SRMR = 0.04 
*** P < 0.001 and ** P < 0.01. 
 

5. Discussion and Conclusion 
 

The recent study is aimed at exploring the impact of emotional intelligence on the job satisfaction of customer service em-
ployees working in banks in the Kingdom of Saudi Arabia. It further investigates the interactive and mediatory role that job 
satisfaction imparts on organizational commitment. 
The study attempted to contribute to the literature of organizational behavior by displaying a model, especially for managers 
and researchers to recognize the potential interrelationships between emotional intelligence, job satisfaction, and organiza-
tional commitment. Study results showed that scales of Western countries are relevant to an developing economy and eastern 
country – Saudi Arabia. Measures of these scales indicated that the high validity, reliability, and model results were similar 
to various studies conducted across developed countries. This study specifically demonstrated the role of emotional recogni-
tion. In this study, we found that emotional recognition is related to both job satisfaction and organizational commitment in 
positive and significant manner. The findings of the structural equation modeling also provided support to this research pro-
posed hypotheses model. This was in accordance with other previous works (Javed et al., 2019; Mérida-López et al., 2019; 
Papadimitri et al., 2019; Rai & Tandon, 2018; Naz et al., 2019; Albarq & Al Doghan, 2020). Emotionally intelligent customer 
service employees of Saudi commercial banks demonstrated high psychological empowerment visible in how they perceive 
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their work as meaningful, increased feeling of competence, guaranteed freedom of choice, and a strong impact on the bank. 
This finding supports previous works related to this dimension such as Karimi et al. (2018) indicating how emotional intelli-
gence is needed for customer service employees to thrive in the organization. They also seemed to be more engaged in their 
work, as they believe they are more vigorous, dedicated, and absorbed in their work (Mérida-López et al., 2019, Albarq 2014) 
as well as more committed to their affiliated banks (Al-khrabsheh et al., 2018; Jain & Duggal, 2018). Emotional intelligence 
is an ongoing topic in business and organizational literature, gaining significant attention in both research studies and psycho-
logical discussion. Most of these works are directed towards the importance of emotional intelligence to managers and organ-
izational leaders (Kotsou et al., 2018). This study complements the ongoing trend and sheds light on the impact of customer 
service employees’ emotional intelligence on their work. 
 
Further limitations can be addressed by incorporating economic environments, markets, or different demographics. The sam-
ple is relatively small and does not represent different sectors of the financial industry. However, the study results can be 
employed as hypotheses for further studies involving a large number of samples across various geographies in the Saudi 
economy. It is pertinent to note that future research should emphasize the study of emotional intelligence in the context of 
customer service employees in banks. This context is of paramount importance for the financial aspect of nations. Banks are 
the safe-house of residents and a strong engagement and relationship with customers means pleased investment funds. Another 
opportunity for future research can be the re-application of the study in a different industrial and geographical context. It can 
also be replicated but with the use of multiple indicators for job satisfaction along with the assessment of all three dimensions 
of organizational commitment, including affective, continuance, and normative. Possible antecedents of job satisfaction such 
as stress and organizational justice provide yet another opportunity for upcoming future works. 
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