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 A B S T R A C T  
 

The study examines the relationship between job stress and turnover intentions with the 

moderating role of emotional intelligence. The questionnaire survey is conducted with a sample 

of 153 employees of banking sector in Pakistan. Two methods are used in this study to test the 

moderation effect i.e. Baron and Kenny’s (1986) technique and the Process method of Andrew 

F. Hayes (2013). The results show that job stress and turnover intentions are positively related 

to each other whereas emotional intelligence has no moderating role between them. Based on 

the findings, it is proposed that organizations should focus on making active policies towards 

stress management so that employees’ turnover intentions can be reduced ensuring an 

encouraging working environment.    

Keywords: Job stress; Turnover intentions; Emotional intelligence, Banking Sector, Pakistan. 

1.  INTRODUCTION 
 

Human resource has always been a significant part of any organization; therefore, 

it is equally important that the human capital of a firm should be utilized in a way that 

would bring maximum productivity. It is necessary to compensate employees according 

to their skills, abilities and efforts to provide a workplace environment that is free of 

stress. A mental strain or pressure is stress. The reaction of an individual to his work 

environment characteristics that appear to be physically and emotionally threatening is 

called job stress (Jamal, 2005). The mental pressure that an employee experiences due to 

his employment is job stress. It is an accustomed practice in many different organizations 

that management puts extraordinary stress on employees which can unfavourably impact 
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the organization’s performance. 

Stress might be created due to different reasons. It might be because of financial 

damage faced by the firms and also when employees are tirelessly and continuously 

given high targets which they are hopeless about to achieve (Chen et al., 2011). This 

further leads to adverse health conditions which result in employee absenteeism, poor 

employee performance and high turnover (Avey et al., 2009). Lazarus and Folkman 

(1984) developed Hans Selye’s (1975) work and stated that stress is of two types i.e., 

positive stress and negative stress. They stated that stress which motivates an individual 

to achieve a certain goal is called positive stress and the stress which a person cannot 

handle and panics one to achieve any goal is called negative stress. This paper focuses on 

the negative stress. According to Longo & Mura (2011) the process of thinking, planning 

and leaving the job is called turnover intention. Price (2001) defined turnover as “the 

movement of employees across the membership boundary of an organization.” A mindful 

willingness to look for other alternatives in the organization is known as turnover 

intentions (Tett & Meyer, 1993). Segal & Smith (2013) stated that the capability to 

positively manage, utilize, comprehend, and observe your emotions to resolve conflicts, 

conquer challenges, communicate properly, have empathy, and ease stress is called 

Emotional Intelligence (EI). 

1.1. Rationale of the Study 

Camara et al. (2015) conducted a research on "Exploring the Relationship 

between Perceptions of Organizational Emotional Intelligence (OEI) and Turnover 

Intentions amongst Employees: The Mediating Role of Organizational Commitment and 

Job Satisfaction.” Their research provides strong support for the impact of OEI on 

employee job satisfaction and the consequent role of job satisfaction in driving down 

turnover intentions. They suggested that future research could be conducted in 

investigating the relationship between different variables such as individual Emotional 

Intelligence, organizational commitment (absenteeism and turnover) and job satisfaction. 

Wen et al. (2020) conducted study on stress and turnover intention in hotel industry and 

find strong support. They suggested that other variables such emotional inteeligence, 

psychological hardiness and personality trait can be used as moderating variables. A 
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related study also suggested that turnover intention level can be overcome by using other 

factors such leader member exchange, psychological empowerment and emotional 

intelligence which buffer the effect of job stress on turnover intention (Kim et al., 2020). 

A recent study in pakistani context suggested that emotional intelligence can be used as a 

game changer (Shah, Shah, Ullah & Shah, 2020).  Furthermore, study point out that job 

stress and employee turnover intention relationship can be decreased by using a buffering 

effect of organizational climate, emotional intelligence and self core-evluation (Lan et al., 

2020).  Previously the concept of Job stress has widely been used with job performance, 

job satisfaction, organizational commitment and turnover intentions in Pakistan but no 

research has been carried out where moderating role of EI is tested to find the 

relationship between job stress and turnover intentions within the banking industry of 

Pakistan. The banking industry is chosen in this study because bankers have to work 

overtime without getting paid for those extra hours which might result in causing stress at 

work and ultimately leading to turnover intentions. Besides, banking industry also widely 

contributes in the economy of Pakistan, therefore, it is an important sector to be chosen in 

terms of conducting research. EI is all about regulating emotions, therefore, this variable 

has been chosen to analyze whether it helps in mitigating the employee job stress and 

turnover intentions or not.  

The remainder of the paper is as follows. Section two is about the literature 

review which is followed by methodology in section three. Section four reports the 

results and conclusion is given in section five. 

2. LITERATURE REVIEW 
 

2.1. Job Stress 

In modern years for the human resource managers, workplace stress has become 

an important issue (Avey et al., 2009). In the stress theory, a fundamental hypothesis is 

that stressors in the workplace are psychosocial such as lack of social support, role stress, 

lack of control, pressure related to high targets and the interaction of such situations. 

These stressors may have detrimental effects on the health of an individual which 

resulted in low productivity (Karasek & Theorell, 1990). Stressors also detrimental effect 
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on work life balance, job satisfaction and well-being (Kelly et al., 2020). According to 

Kim et al. (2020) teachers can be retained while reduing the level of stress through their 

well-being. Job stress is a response of an employee against the workplace characteristics 

that seem threatening both physically and emotionally (Jamal, 2005). According to the 

Conservation of Resources theory of stress (Hobfoll, 1989; 2001) the loss of a resource or 

its threat experienced by employees contributes to stress. It describes the motivation 

which forces individuals to conserve their current resources and to pursue new resources. 

This maintains that when employees have a fear of losing organizational resources, it 

contributes to stress at work. 

2.2. Turnover Intentions 

A mindful willingness to look for other alternatives in the firm is known as 

turnover intentions (Tett & Meyer, 1993). Moreover, job stress influences the 

individual’s job satisfaction which results in low performance (Applebaum et al., 2010; 

Chen et al., 2010). According to Longo & Mura (2011) the process of thinking, planning 

and leaving the job is called turnover intention. It is necessary to understand the two 

different types of turnover, namely voluntary and involuntary turnover. Voluntary 

turnover is when the employee takes a decision to quit the job with his own will whereas 

involuntary turnover is when the employee is terminated from the job by the employer 

(AlMazrouei & Zacca, 2020; Griffeth & Hom, 2004). As voluntary turnover is more 

meaningful and controllable for organizations, therefore, most studies focus on voluntary 

turnover instead of involuntary turnover (Price, 1977). Firth et al. (2004) said that 

turnover intention is actually a solid sign for actual turnover and also turnover intention 

refers to the intent to voluntarily quit the job. According to Falkenburg & Schyns (2007) 

the intent of changing companies voluntarily or quitting the labor market altogether is 

defined as turnover intention. Price & Mueller (1981) and Suifan et al. (2020) mentioned 

that it is a better option to use turnover intention over actual turnover because it is more 

practical. They illustrated that there are countless external factors that have an influence 

on the behavior of actual turnover. 

2.3. Emotional Intelligence 

EI can be defined as a social intelligence which assists people to recognize their 
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personal emotions and also the emotions of people around them. Furthermore, it allows 

people to distinguish between those emotions and helps them in making suitable choices 

related to thinking and action (Mayer & Salovey, 1993; Cooper & Sawaf, 1997). 

According to Perkins (1994) & Sternberg (1996), an intelligence which can first be 

learned, then developed and can be improved further is known as EI. It enables us to 

think in a creative way and to utilize our emotions intelligently to fix our problems. 

Goleman (1998) and MacCann, et al.  (2020) is of the view that EI is a significant set of 

psychological abilities that relates to successful life. It is the ability to handle stress and 

manage feelings which is proven to be significant for success. It enables an individual 

about how and when to be expressive in emotions and also how to control them. Empathy 

is mainly a key aspect of EI. Cooper (1997) stated that those employees who possess high 

level of EI can better deal with stress at workplace. EI contributes in reduction of 

occupational stress by properly pinpointing the feelings of stress and frustration and 

therefore works in regulations of those emotions (Cooper & Sawaf, 1997). 

2.4. Job Stress and Turnover Intention 

Job stress influences the individual’s job satisfaction, this further results in low 

performance, low commitment, high anxiety and in the quitting intention (Caillier, 2020; 

Applebaum et al., 2010). A research was conducted in a university hospital to examine 

the association between job stress and the type of turnover of nurses. The results showed 

that job stress had an important role in the turnover of those nurses, and a few job 

stressors like inadequate authority at work and lack of autonomy, time urgency and work 

overload were more linked to the type of turnover (Lee & Chang, 2007). A study was 

conducted by researchers in Negeri Sembilan which showed that a significant positive 

relationship between stress and turnover intention was experienced by teachers (Nizam et 

al., 2007). Leka & Cox (2008) and Boudrias et al.  (2020)  stated that organizations are 

affected by stress as it results in decreasing commitment to work, increasing absenteeism, 

high burnout level, deviance behaviour and increasing staff turnover. Jamal (2005) 

mentioned that work stress among Canadian and Chinese employees was significantly 

and positively associated with turnover intention. 

Due to stress and mental work demands, it was reported that 51% of workers 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   105 

 

were less productive in the workplace (American Psychological Association, 2009). 

Stress related to work among American companies was assumed to cost more than $300 

billion per annum, which leads to absenteeism and turnover. Stress, company benefits, 

wages, job performance and employee attendance are all elements that play a vital role in 

employee turnover (Mobley, 1982). According to Hsien-Che Lee & Tsai-Hua Chuang 

(2010) if the occupational stress is higher among employees, the higher is the quitting 

intention. Thus, stress among employees causes an increase in the turnover intention. 

Mostert et al. (2008) stated that occupational stress likely increases employee’s tendency 

to quit their existing job or employer. Layne et al. (2001) mentioned that occupational 

stress is thought to contain a great influence on turnover intention whereas occupational 

stress was a considerable predictor of intents to quit their present employer and job. 

There are a number of researchers who found a direct association between job stress and 

turnover intention (Noor & Maad, 2008; Chen et al., 2010; Applebaum et al., 2010; 

Saadeh & Suifan, 2020). The hypothesis in this case is: 

H1: There is a strong positive relationship between job stress and employee turnover 

intentions in the banking industry of Pakistan. 

2.5. EI and Turnover Intention 

A very strong relationship between EI and turnover intention has been witnessed 

in a field survey that was being conducted on the nurses of different organizations, who 

were offering care services for health in Greece. In this particular survey the use of 

emotions on turnover intentions is observed specifically (Trivellas et al., 2013). 

According to Langhorn’s (2004) empirical study, leaders possessing the ability to have a 

control over their emotions, chiefly in the challenging and dynamic environment, would 

successfully reduce turnover in the organization. According to a study conducted by 

Siddiqui & Hassan (2013) and Huang, Wu, & Zhang, (2019) an insignificant relationship 

was observed between EI and turnover rate of employees. EI has found to be a construct 

that could help out organizations in decreasing the turnover, improving organizational 

culture, identifying transformational leaders, enhancing employee acceptance of radical 

change and stimulating creativity (Carson et al., 2000). Meisler (2013) found that 

employees possessing a higher level of EI are less expected to quit jobs whereas workers 
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who possess lower level of EI are more inclined to leave jobs. According to the earlier 

findings, the relationship between turnover intention and EI has proven to be negative 

(Wong & Law, 2002; Goleman, 1998).  

2.6. Emotional Intelligence as a Moderator between Job Stress and Turnover 

Intentions 

According to Gowing et al., (2006) those organizations that have high level of EI 

have high employee satisfaction, customer service and employee commitment, which 

therefore with the passage of time result in substantial saving of costs related to job 

turnover in organizations. 

The emotionally intelligent employee may reduce the leaving intentions due to 

the ability to better control emotions. The ones with the higher EI deal with hardships in 

smart ways and are more motivated to stay in the organization (Carmeli, 2003). Carmeli 

(2003) chose a sample of senior managers in public sector organizations and found a 

connection between their EI and withdrawal intentions. Managers who possessed high 

level of EI had a strong ability in managing stress which resulted in their withdrawal of 

turnover intention. High emotionally intelligent employees are better able to build and 

preserve quality relationships (Lopes et al., 2003; Wen et al., 2020). According to Saks 

(2006) if the relationship between a supervisor and subordinate is good, it eventually 

results in better engagement of employee at work and in lower turnover intentions. The 

individuals who possess high EI are way too devoted to their organizations (Carmeli, 

2003; Kim et al., 2020), their relationships with their supervisors are much better (Jordan 

& Troth, 2011; Lan et al., 2020) and such employees will have less intentions to quit. 

However, employees with low EI are more intended towards leaving their organizations 

(Carmeli, 2003), and if they have worse relationships with their supervisors (Jordan & 

Troth, 2011). 

H2: EI moderates the relationship between Job stress and employee turnover 

intentions. 

2.7. Diagrammatic representation 

We can diagrammatically represent the relationship between variables as 

follows: 
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3. RESEARCH METHODOLOGY 
 

The sampling technique used in this research is non-probability convenient 

sampling. The questionnaires are distributed among banking employees of all levels (top, 

middle and lower) within the Peshawar city of Pakistan. A total of 190 questionnaires 

were distributed both online and manually and overall 153 bankers responded with 80% 

response rate.1 

For this research, banking sector is targeted to collect data from employees 

working in all the lower, middle and higher levels of management in the banks of 

Peshawar. Since it is known that banking employees have to experience long working 

hours almost on a daily basis which might be considered as the most prior reason for 

facing high job stress (Sahibzada et al., 2018). Therefore, banks within the vicinity of 

Peshawar are chosen to collect the data.  

A 5-point likert scale is used in the questionnaire through which the respondents 

expressed their levels of agreement and disagreement related to each question with 

options including Strongly Disagree (1), Disagree (2), Neutral (3), Agree (4) and 

Strongly Agree (5). This likert scale has been recommended by most of the researchers as 

it is known to reduce the frustration level of respondents and increases the response 

quality and rate (Sachdev & Verma, 2004). Moderation analysis are performed through 

latest technique of Preacher and hayes (2013) which is considered a perfect model for 

                                                           
1 A statistical software named as G*Power was used to choose the appropriate sample size for this 

research. The minimum number of respondents for the research survey calculated by G*Power 3.1 

online tool (Faul, Erdfelder & Buchner, 2007) is 107. For the improvement of rigor of the study 

there is a desire for a larger sample. Therefore, the researcher sought to increase the sample size to 

190 against which 153 questionnaires are returned. 

 

Emotional Intelligence 

Turnover Intentions              Job Stress 
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moderation. Three different instruments are used for gathering the data. The independent 

variable being the Job stress is measured by a 5 items scale developed by Parker and 

Decotiis (1983), turnover intentions being the dependent variable is measured with a 3 

items scale established by Lance (1988); Khatri, Fern & Budhwar (2001) whereas 

moderating variable EI is measured with a 16 items scale developed by Wong & Law 

(2002).   

4. RESULTS 
 

Table 1. Reliability Analysis (N = 153) 

     Description Cronbach’s Alpha No. of items 

Job Stress 0.75 5 

Turnover Intentions (TI) 0.71 3 

Emotional Intelligence 0.88 16 
  

In order to determine the reliability of variables, Cronbach’s alpha test was run 

on the entire data set of the research. The alpha value of independent variable i.e., Stress 

is α=0.75, dependent variable i.e., Turnover Intentions has the value of α=0.71 and 

moderating variable i.e., EI has α=0.88. The overall alpha reliability value is 0.85 which 

gives an indication to run further statistical tests related to the research. 

Table 2. Linear Regression 

 
Hypothesis 1 

Variables β t-test Sig 

       Step 1      JS (IV) TI (DV)  0.516         7.39                 0.000 

R= 0.516, R2=0.266, ∆R2=0.266, F=54.67    

  

H1: There is a significant positive relationship between job stress and employee 

turnover intentions. 

For hypothesis 1, the value of R2 is 0.266 which refers that 26% fluctuation is 

due to turnover intentions. β represents the beta value which means one unit change in 

job stress leads to an increase in turnover intentions by 0.51 units. F-statistics shows 

fitness of the model. It has a standard value of 4 and in the above table it is 54.67 which 

is greater than 4 which confirms the model’s fitness. The t-value and P-statistics support 

the acceptance of alternative hypothesis at five percent level of significance. Therefore, 

the above values prove that job stress has a significant impact on employee turnover 
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intentions. The results of the first hypothesis are similar to the results of studies put 

forward by Cote & Morgan (2002); Layne et al., (2004); Leka & Cox (2008); Applebaum 

(2008), Noor & Maad (2008) which also show a positive relationship between job stress 

and employee turnover intentions. 

Variables β 

  
   t-test Sig 

Step 2   JS x EI (Interaction term) TI (DV)  0.199     1.26    0.209 

R=0.523, R2=0.274, ∆R2=0.008, F=28.24 

 

Table 3. Moderation - Method I 

 
Hypothesis 2 

Variables β t-test Sig 

Step 2   JS x EI (Interaction term) TI (DV)  0.199 1.26 0.209 

R=0.523, R2=0.274, ∆R2=0.008, F=28.24 
 

H2: EI moderates the relationship between job stress and employee turnover 

intentions. 

For testing the second hypothesis an interaction term is created by multiplying 

the independent variable job stress with the moderating variable EI. This interaction term 

is tested with the turnover intentions which shows an insignificant result i.e., p = 0.209. 

The value of R2 has increased from 0.266 to 0.274 and R2 change has a value of 0.008 in 

the second step which shows 0% change in the strength of relationship between 

dependent and independent variable after incorporating the moderating variable (EI). F-

value of the model is 28.24 which is greater than the standard value and confirms the 

fitness of the model. On the other hand, t-statistics has a value of 1.26 which indicates the 

rejection of hypothesis at five percent significance level. Also, the significance value of P 

is 0.209 which is greater than 0.05 and shows the acceptance of null hypothesis and 

rejection of alternate hypothesis. Therefore, the above analysis confirms that EI does not 

moderate the relationship between job stress and turnover intentions. The insignificant 

value may be due to the small sample size of 153 as (Kelloway, 1998) documented that 

moderation effect can be best explained with the minimum sample size of 200.  

Process Moderation - Method II 

In order to further confirm the moderating effect of EI in changing the strength of 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   110 

 

relationship between job stress and turnover intentions, the Process method of testing 

moderation effect by Andrew F. Hayes (2013) is also used. It is an observed variable 

OLS (Ordinary Least Squares) and logistic regression path analysis modeling tool for 

SPSS and SAS. This method is widely used for estimating direct and indirect effects in 

single and multiple mediator models and two and three way interactions in moderation 

models. Following results were obtained after running this moderation test: 

Table 4. Model Summary 

R R2 MSE F df1 df2 P 

0.5231 0.2737 0.7480 17.2088 3.0000 149.0000 0.0000 

 

The model summary indicates the significance of the overall model since p = 

0.00 which is less than 0.05 but the moderating variable EI and the interaction term are 

not independently significant in their separate models. Table 5 shows the values of each 

variable separately. 

Table 5.            

   Coeff       se      t       p    LLCI   ULCI 

        EI    0.15     0.11   1.30     0.19    -0.07    0.38 

        JS    0.59     0.09   6.57     0.00     0.41    0.77 

      int_1                  0.03     0.15   0.23     0.81    -0.26    0.33 
 

In the table job stress shows a significant P value of 0.00 whereas P value for EI 

is 0.19 and for interaction term it is 0.81. The results of this method explain that job stress 

has a significant effect on turnover intentions but EI plays no role in moderating the 

relationship between job stress and turnover intentions. The study conducted by Siddiqui 

& Hassan (2013) provides support for the results of the second hypothesis which also 

documented an insignificant relationship between EI and turnover rate of employees. On 

the other hand, findings of the second hypothesis are not in accordance with the results of 

studies carried out by Carmeli (2003); Jordan et al., (2002); Wolfia & Kim (2013); 

Trivellasa et al., (2013) which show a significant negative relationship between EI and 

turnover intentions. 
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Figure 1. Process moderation Graph 

The values of variables that the process method showed were plotted on the excel 

sheet for building the above graph which shows that job stress and turnover intentions 

have relationship with each other whereas the graph of moderating variable EI i.e. the 

green line shows no relationship with the other two variables as it lies at quite a far 

distance above them. 

5. DISCUSSION AND CONCLUSION 
 

This study is conducted in order to find the relationship between job stress 

experienced by banking employees and their turnover intentions with the moderating role 

of EI inoder to weakening the relationship between job stress and employee turnover 

intentions. The main objective of the study was to find the effect of job stress on 

employee turnover intention. The analysis of results show that job stress has a strong 

direct significant relationship with employee turnover intentions i.e., an increase in job 

stress leads to an increase in the employee intents about leaving the organization and vice 

versa. The results of the first hypothesis are similar to the results of studies put forward 

by Cote & Morgan (2002); Layne et al., (2004); Leka & Cox (2008); Applebaum (2008), 
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Noor & Maad (2008) which also show a positive relationship between job stress and 

employee turnover intentions.  

On the other hand, the role of EI is tested as moderation effect of relationship 

between the independent variable job stress and turnover intentions as the dependent 

variable. The second objective was to find the moderating effect of emotional intelligence 

on the relationship between job stress and employee turnover intention. The results show 

that EI plays insignificant role in reduction of turnover intentions of employees in the 

banks operating within Pakistan. A study conducted by Siddiqui & Hassan (2013) 

provides support for the results which also documented an insignificant relationship 

between EI and turnover rate of employees. On the other hand, the findings of the second 

hypothesis are not in accordance with the results of studies carried out by Carmeli (2003); 

Jordan et al., (2002); Wolfia & Kim (2013); Trivellasa et al., (2013) which show a 

significant negative relationship between EI and turnover intentions. The insignificant 

value of EI does not mean that banking employees do not have any level of EI. The 

limitation of this study may be because of lack of enough employment opportunities in 

Pakistan as the unemployment rate in the country is 5.79%, therefore, employees do not 

bother whether they are highly emotionally intelligent or not and are compelled to 

continue working in their existing jobs no matter what level of stress they might be going 

through to earn a living. Also, different areas possess different cultural backgrounds due 

to which EI may reveal significant results in some places and insignificant in others. 

Another important factor in EI showing insignificant value is that there exists exempted 

employment in Pakistan, this is why EI has no effect on employee job stress.  Moreover, 

the sample size of the study is (n=153) which is less than 200, while studies show that for 

moderation minimum sample size must be greater than 200 (Kelloway, 1998).  

The results show that organizations must recommend device active policies 

towards stress management. Many organizations do not use stress management 

techniques and if they do it will be beneficial for the firm in the long run as it would help 

them in retaining their competent employees. Also, employee grievances must be 

addressed thoroughly to maintain a healthy working environment free of stressors. 

Regular training sessions for stress management can mitigate the level of stress before it 
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reaches to the level of job burnout. In addition, the results provide an idea for the 

researchers to ponder on variables other than EI that might play a role of moderation in 

changing the strength of relationship between stress and turnover intentions.  

Alternatively, the sectors other than banking industry can also be targeted for 

future research to check variability in the results of different sectors. The sample size 

(N=153) is only conducted in a single city of Peshawar, the results may be different while 

collecting data from different cities with idiosyncratic cultures. There are some other 

factor which might decrease the turnover intention level of employees which can be used 

as mediator variables such as leader member exchange, organizational justice, challenge 

stress. Moreover, in future researchers can used healthy workplace climate as a moderator 

to overcome the turnover intention level of employees.    

REFERENCES 

Al Shobaki, M., Abu-Naser, S. S., El Talla, S. A., & Amuna, Y. M. A. (2018). Performance 
Reality of Administrative Staff in Palestinian Universities. 

Alcoforado, F. (2018). In The Second Machine Age , its authors claim that the 
combination of massive computing power with comprehensive networks , 
machine learning , digital mapping , and the " Internet of Things " are producing a 
complete industrial revolution in the same scal. 1–16. 

Allen, D., & Simpson, C. (2019). Inquiry Into Graduate Attributes: Reviewing the Formal 
and Informal Management Curricula. Journal of Management Education, 43(4), 
330–358. 

Altbach, P. H. E. T. and V. in C. P. G. (2005). Private Higher Education: Themes and 
Variations in Comparative Perspective. In Private Higher Education (pp. 17–22). 
Brill Sense. 

Anshari, M., Alas, Y., Yunus, N., Sabtu, N. I., & Hamid, M. H. (2015). Social customer 
relationship management and student empowerment in online learning systems. 
International Journal of Electronic Customer Relationship Management, 9(2–3), 
104–121. 

Arnould, E. J., Price, L. L., & Malshe, A. (2006). Toward a cultural resource-based theory 
of the customer. The Service-Dominant Logic of Marketing: Dialog, Debate and 
Directions, 34(3), 320–333. 

Athakkakath, M., Al-Maskari, A., & Kumudha, A. (2015). Coproduction of knowledge: a 
literature review and synthesis for a university paradigm. Quality Approaches in 
Higher Education, 6(1), 37–46. 

Baik, C., Naylor, R., & Arkoudis, S. (2015). The First Year Experience in Australian 
Universities: Findings from Two Decades, 1994-2014. Melbourne Centre for the 
Study of Higher Education. 

Barile, S., & Polese, F. (2010). Smart service systems and viable service systems: 
Applying systems theory to service science. Service Science, 2(1–2), 21–40. 

Barney, J. (1991). Firm resources and sustained competitive advantage. Journal of 
Management, 17(1), 99–120. 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   114 

 

Beckman, T., & Khare, A. (2018). A Service-Dominant Logic and Value Co-creation 
Approach for Online Business Education. In On the Line (pp. 21–35). Springer. 

Bharti, K., Agrawal, R., & Sharma, V. (2015). Literature review and proposed conceptual 
framework. International Journal of Market Research, 57(4), 571–604. 

Boyatzis, R. E., & Saatcioglu, A. (2008). A 20-year view of trying to develop emotional, 
social and cognitive intelligence competencies in graduate management 
education. Journal of Management Development, 27(1), 92–108. 

Boyatzis, R. E., Stubbs, E. C., & Taylor, S. N. (2002). Learning cognitive and emotional 
intelligence competencies through graduate management education. Academy of 
Management Learning & Education, 1(2), 150–162. 

Brighouse, H., & McPherson, M. (2015). The aims of higher education: Problems of 
morality and justice. University of Chicago Press. 

Brodie, R. J., Fehrer, J. A., Jaakkola, E., & Conduit, J. (2019). Actor engagement in 
networks: Defining the conceptual domain. Journal of Service Research, 22(2), 
173–188. 

Bui, H., & Baruch, Y. (2010). Creating learning organizations: a systems perspective. The 
Learning Organization, 17(3), 208–227. 

Burch, G. F., Heller, N. A., Burch, J. J., Freed, R., & Steed, S. A. (2015). Student 
engagement: Developing a conceptual framework and survey instrument. Journal 
of Education for Business, 90(4), 224–229. 

Cabral, S., Mahoney, J. T., McGahan, A. M., & Potoski, M. (2019). Value creation and 
value appropriation in public and nonprofit organizations. Strategic Management 
Journal, 40(4), 465–475. 

Canada, S. (2012). North American Industry Classification System (NAICS) Canada 
2012. Statistics Canada Ottawa. 

Caridà, A., Edvardsson, B., & Colurcio, M. (2019). Conceptualizing resource integration 
as an embedded process: Matching, resourcing and valuing. Marketing Theory, 
19(1), 65–84. 

Caza, A., & Brower, H. H. (2015). Mentioning the unmentioned: An interactive interview 
about the informal management curriculum. Academy of Management Learning 
& Education, 14(1), 96–110. 

Chalcraft, D, & Lynch, J. (2011). Value Propositions in Higher Education: an SD logic 
view. 44th Academy Of Marketing Conference. 

Chalcraft, David, Hilton, T., & Hughes, T. (2015). Customer, collaborator or co-creator? 
What is the role of the student in a changing higher education servicescape? 
Routledge. 

Corsaro, D. (2019). Capturing the broader picture of value co-creation management. 
European Management Journal, 37(1), 99–116. 

Datar, S. M., Garvin, D. A., & Cullen, P. G. (2011). Rethinking the MBA: business 
education at a crossroads. Journal of Management Development, 30(5), 451–
462. 

Deaconu, A., Osoian, C., Zaharie, M., & Achim, S. A. (2014). Competencies in higher 
education system: An empirical analysis of employers’ perceptions. Amfiteatru 
Economic, 16(37), 857–873. 

Díaz-Méndez, M., & Gummesson, E. (2012). Value co-creation and university teaching 
quality: Consequences for the European Higher Education Area (EHEA). Journal 
of Service Management, 23(4), 571–592. 

Díaz-Méndez, M., Paredes, M. R., & Saren, M. (2019). Improving Society by Improving 
Education through Service-Dominant Logic: Reframing the Role of Students in 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   115 

 

Higher Education. Sustainability, 11(19), 5292. 
Edvardsson, B., Klaus, P., Payne, A., & Frow, P. (2014). Developing superior value 

propositions: a strategic marketing imperative. Journal of Service Management. 
Elliott, K. M., & Healy, M. A. (2001). Key factors influencing student satisfaction related to 

recruitment and retention. Journal of Marketing for Higher Education, 10(4), 1–
11. 

Fehlner, W. (2019). Educating for Sustainability: The Crucial Role of the Tertiary Sector. 
Journal of Sustainable Development, 12(2), 18. 
https://doi.org/10.5539/jsd.v12n2p18 

Gadrey, J., & Gallouj, F. (2002). Productivity, innovation and knowledge in services: New 
economic and socio-economic approaches. Edward Elgar Publishing. 

Garrison, D. R., Anderson, T., & Archer, W. (1999). Critical inquiry in a text-based 
environment: Computer conferencing in higher education. The Internet and 
Higher Education, 2(2–3), 87–105. 

Gilani, Z. P., Kim, S. L. U. S., Landoni, P. U., & Musisi, N. U. (n.d.). NCS-Group 4. 
Hackman, J. D. (1985). Power and centrality in the allocation of resources in colleges and 

universities. Administrative Science Quarterly, 61–77. 
Halai, N. (2013). Quality of private universities in Pakistan. International Journal of 

Educational Management. 
Hammervoll, T. (2012). Managing interaction for learning and value creation in exchange 

relationships. Journal of Business Research, 65(2), 128–136. 
Harris, L., Russell‐Bennett, R., Plé, L., & Cáceres, R. C. (2010). Not always co‐creation: 

introducing interactional co‐destruction of value in service‐dominant logic. 
Journal of Services Marketing. 

Hayden, M., & Van Khanh, D. (2010). Private higher education in Vietnam. In Reforming 
higher education in Vietnam (pp. 215–225). Springer. 

Hollebeek, L. D. (2019). Developing business customer engagement through social 
media engagement-platforms: an integrative SD logic/RBV-informed model. 
Industrial Marketing Management, 81, 89–98. 

IfM, I. B. M. (2008). Succeeding through service innovation: a service perspective for 
education, research, business and government. In University of Cambridge 
Institute for Manufacturing, Cambridge. 

Katzan, H. (2009). Principles of service systems: An ontological approach. Journal of 
Service Science, 2(2), 35–52. 

Katzan Jr, H. (2008). Foundations of service science-management and business. Journal 
of Service Science, 4th Q, 1(2). 

Klein, P. G., Mahoney, J. T., McGahan, A. M., & Pitelis, C. N. (2019). Organizational 
governance adaptation: Who is in, who is out, and who gets what. Academy of 
Management Review, 44(1), 6–27. 

Knight, J. K., & Wood, W. B. (2005). Teaching more by lecturing less. Cell Biology 
Education, 4(4), 298–310. 

Kowalkowski, C., Persson Ridell, O., Röndell, J. G., & Sörhammar, D. (2012). The co-
creative practice of forming a value proposition. Journal of Marketing 
Management, 28(13–14), 1553–1570. 

Lin, M., Miao, L., Wei, W., & Moon, H. (2019). Peer Engagement Behaviors: 
Conceptualization and Research Directions. Journal of Service Research, 22(4), 
388–403. 

Lusch, R. F. (2011). Reframing supply chain management: a service‐dominant logic 
perspective. Journal of Supply Chain Management, 47(1), 14–18. 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   116 

 

Lusch, R. F., & Vargo, S. L. (2006). Service-dominant logic: reactions, reflections and 
refinements. Marketing Theory, 6(3), 281–288. 

Lusch, R. F., Vargo, S. L., & O’brien, M. (2007). Competing through service: Insights from 
service-dominant logic. Journal of Retailing, 83(1), 5–18. 

Lusch, R. F., Vargo, S. L., & Wessels, G. (2008). Toward a conceptual foundation for 
service science: Contributions from service-dominant logic. IBM Systems 
Journal, 47(1), 5–14. 

Lusch, R. F., & Webster Jr, F. E. (2011). A stakeholder-unifying, cocreation philosophy 
for marketing. Journal of Macromarketing, 31(2), 129–134. 

Lusch, R., & Wu, C. (2012). A service science perspective on higher education linking 
service productivity theory and higher education reform. 

Lyons, K., & Tracy, S. (2013). Characterizing organizations as service systems. Human 
Factors and Ergonomics in Manufacturing & Service Industries, 23(1), 19–27. 

Maglio, P. P., Kieliszewski, C. A., Spohrer, J. C., Lyons, K., Patrício, L., & Sawatani, Y. 
(2010). Handbook of service science. 

Maglio, P. P., & Spohrer, J. (2008). Fundamentals of service science. Journal of the 
Academy of Marketing Science, 36(1), 18–20. 

Maglio, P. P., Srinivasan, S., Kreulen, J. T., & Spohrer, J. (2006). Service systems, 
service scientists, SSME, and innovation. Communications of the ACM, 49(7), 
81–85. 

Maglio, P. P., Vargo, S. L., Caswell, N., & Spohrer, J. (2009). The service system is the 
basic abstraction of service science. Information Systems and E-Business 
Management, 7(4), 395–406. 

Maria, T., Dimitris, P., & Garyfallos, F. (2014). Value Co-Creation And University 
Teaching Services. The Case Of Teachers’ Evaluation Process. International 
Journal of Scientific & Technology Research, 3(2), 243–249. 

Mintzberg, H. (1994). The fall and rise of strategic planning. Harvard Business Review, 
72(1), 107–114. 

Mintzberg, H. (2004). Managers, not MBAs: A hard look at the soft practice of managing 
and management development. Berrett-Koehler Publishers. 

Mintzberg, H., & Lampel, J. (2001). Matter of degrees: Do MBAs make better CEOs. 
Fortune, February, 19(2001), 244. 

Mouzas, S., & Henneberg, S. C. (2015). Inter-cognitive representations in business 
networks. Industrial Marketing Management, 48, 61–67. 

Normann, R., & Ramirez, R. (1993). From value chain to value constellation: Designing 
interactive strategy. Harvard Business Review, 71(4), 65–77. 

Overkamp, T., Blomkvist, J., Rodrigues, V., Arvola, M., & Holmlid, S. (2018). Resource 
integration as a perspective on value in interaction design. British HCI 2018. 

Phillips, P. A. (2019). A Framework For Sustainable Service System Configuration: 
Exploring Value Paradoxes With Examples From the Hospitality Industry. Journal 
of Service Management. 

Sandström, S., Edvardsson, B., Kristensson, P., & Magnusson, P. (2008). Value in use 
through service experience. Managing Service Quality: An International Journal, 
18(2), 112–126. 

Schatzki, T. R., & Schatzki, T. R. (1996). Social practices: A Wittgensteinian approach to 
human activity and the social. Cambridge University Press. 

Smith, A. (1776). An Inquiry into the Nature and Causes of the Wealth of Nations (W. 
Strahan and T. Cadell, London). Glasgow Edition (RH Campbell and AS 
Sherman, General Eds. 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   117 

 

Spohrer, J., Fodell, D., & Murphy, W. (2012). Ten Reasons Service Science Matters to 
Universities. EDUCAUSE Review, 47(6), 52. 

Spohrer, J., Maglio, P. P., Bailey, J., & Gruhl, D. (2007). Steps toward a science of 
service systems. Computer, 40(1). 

Spohrer, J., Vargo, S. L., Caswell, N., & Maglio, P. P. (2008). The service system is the 
basic abstraction of service science. Hawaii International Conference on System 
Sciences, Proceedings of the 41st Annual, 104. 

Sutarso, Y., Halim, R. E., Balqiah, T. E., & Tjiptoherijanto, P. (2019). UNDERSTANDING 
CUSTOMER CO-CREATION ACTIVITIES IN HIGHER EDUCATION: 
GROUPINGS, CHARACTERISTICS AND IMPLICATIONS. International Journal 
of Business & Society, 20. 

Taillard, M., Peters, L. D., Pels, J., & Mele, C. (2016). The role of shared intentions in the 
emergence of service ecosystems. Journal of Business Research, 69(8), 2972–
2980. 

Trakman, L. (2008). Modelling university governance. Higher Education Quarterly, 
62(1‐2), 63–83. 

Ullah, M. H., Ajmal, M., & Rahman, F. (2011). Analysis of quality indicators of higher 
education in Pakistan. Canadian Journal of Social Sciences, 1(1), 1–5. 

Usman, S. (2014). Governance and Higher Education in Pakistan: What Roles do Boards 
of Governors Play in Ensuring the Academic Quality Maintenance in Public 
Universities versus Private Universities in Pakistan? International Journal of 
Higher Education, 3(2). https://doi.org/10.5430/ijhe.v3n2p38 

Vargo, S. L., & Lusch, R. F. (2004). Evolving to a new dominant logic for marketing. 
Journal of Marketing, 68(1), 1–17. 

Vargo, S. L., & Lusch, R. F. (2008). Service-dominant logic: continuing the evolution. 
Journal of the Academy of Marketing Science, 36(1), 1–10. 

Vargo, S. L., & Lusch, R. F. (2016). Institutions and axioms: an extension and update of 
service-dominant logic. Journal of the Academy of Marketing Science, 44(1), 5–
23. https://doi.org/10.1007/s11747-015-0456-3 

Vargo, S. L., & Morgan, F. W. (2005). An historical reexamination of the nature of 
exchange: The service-dominant perspective. Journal of Macromarketing, 25(1), 
42–53. 

Venkatesan, R. (2017). Executing on a customer engagement strategy. Springer. 
Weathersby, R., & White, J. (2004). Ethics and community in management education. 

Academic Exchange Quarterly, 8(1), 229–333. 
Wieland, H., Polese, F., Vargo, S. L., & Lusch, R. F. (2012). Toward a service (eco) 

systems perspective on value creation. International Journal of Service Science, 
Management, Engineering, and Technology (IJSSMET), 3(3), 12–25. 

Wilden, R., Gudergan, S., Akaka, M. A., Averdung, A., & Teichert, T. (2019). The role of 
cocreation and dynamic capabilities in service provision and performance: A 
configurational study. Industrial Marketing Management, 78, 43–57. 

Zuboff, S., & Maxmin, J. (2004). The support economy: Why corporations are failing 
individuals and the next episode of capitalism. Penguin. AlMazrouei, H., & Zacca, 
R. (2020). Cultural intelligence as a predictor of expatriate managers turnover 
intention and creative self-efficacy. International Journal of Organizational 
Analysis. 

American Psychological Association, & American Psychological Association. (2009). 
Stress in America 2009. Retrieved October, 10, 2010. 

Andrew F. Hayes (2013). Introduction to Mediation, Moderation, and Conditional Process 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   118 

 

Analysis: A Regression‐Based Approach. New York, NY: The Guilford Press. 
Applebaum, D., Fowler, S., Fiedler, N., Osinubi, O., & Robson, M. (2010). The impact of 

environmental factors on nursing stress, job satisfaction, and turnover intention. 
The Journal of Nursing Administration, 40(7–8), 323–8.  

Avey, J. B., Luthans, F., & Jensen, S. M. (2009). Psychological capital: A positive 
resource for combating employee stress and turnover. Human resource 
management, 48(5), 677-693. 

Boudrias, V., Trépanier, S. G., Foucreault, A., Peterson, C., & Fernet, C. (2020). 
Investigating the role of psychological need satisfaction as a moderator in the 
relationship between job demands and turnover intention among nurses. 
Employee Relations: The International Journal. 

Caillier, J. G. (2020). The Impact of Workplace Aggression on Employee Satisfaction 
With Job Stress, Meaningfulness of Work, and Turnover Intentions. Public 
Personnel Management, 0091026019899976.  

Carmeli, A. (2003). The relationship between emotional intelligence and work attitudes, 
behavior and outcomes: An examination among senior managers. Journal of 
managerial Psychology, 18(8), 788-813. 

Carson, K. D., Carson, P. P., & Birkenmeier, B. J. (2000). Measuring emotional 
intelligence: Development and validation of an instrument. Journal of Behavioral 
and applied Management, 2(1), 32-44. 

Chen, M.-F., Lin, C.-P., & Lien, G.-Y. (2011). Modelling job stress as a mediating role in 
predicting turnover intention. The Service Industries Journal, 31(8), 1327-1345. 

Cooper, R. K., & Sawaf, A. (1998). Executive EQ: Emotional intelligence in leadership 
and organizations. Penguin. 

Da Camara, N., Dulewicz, V., & Higgs, M. (2015). Exploring the relationship between 
perceptions of organizational emotional intelligence and turnover intentions 
amongst employees: the mediating role of organizational commitment and job 
satisfaction. In New Ways of Studying Emotions in Organizations (pp. 295-339). 
Emerald Group Publishing Limited 

Falkenburg, K., & Schyns, B. (2007). Work satisfaction, organizational commitment and 
withdrawal behaviours. Management Research News, 30(10), 708–723.  

Faul, F., Erdfelder, E., Lang, A. G., & Buchner, A. (2007). G* Power 3: A flexible 
statistical power analysis program for the social, behavioral, and biomedical 
sciences. Behavior research methods, 39(2), 175-191. 

Firth, L., Mellor, D. J., Moore, K. A., & Loquet, C. (2004). How can managers reduce 
employee intention to quit? Journal of Managerial Psychology, 19(2), 170–187.  

Goleman, D. (1998). Working with Emotional Intelligence. Bloomsbury: London. 
Gowing, M. K., O'Leary, B. S., Brienza, D., Cavallo, K., & Crain, R. (2006). A 

practitioner's research agenda: exploring real-world applications and 
issues. Linking emotional intelligence and performance at work: Current research 
evidence with individuals and groups, 245-265. 

Griffeth, R. W., & Hom, P. W. (2004). Innovative theory and empirical research on 
employee turnover. IAP. 

Hobfoll, S. E. (1989). Conservation of resources: A new attempt at conceptualizing 
stress. American psychologist, 44(3), 513. 

Hobfoll, S. E. (2001). The influence of culture, community, and the nested‐self in the 
stress process: advancing conservation of resources theory. Applied 
psychology, 50(3), 337-421. 

Huang, C., Wu, K., & Zhang, Y. (2019). Understanding precedents for frontline employee 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   119 

 

turnover in luxury hotels: Emotional intelligence as a unifying factor. Journal of 
Human Resources in Hospitality & Tourism, 18(1), 26-46. 

Jamal, M. (2005). Burnout among Canadian and Chinese employees: a cross‐cultural 
study.         European Management Review, 2(3), 224-230 

Jordan, P. J., & Troth, A. (2011). Emotional intelligence and leader member exchange: 
The relationship with employee turnover intentions and job 
satisfaction. Leadership & Organization Development Journal, 32(3), 260-280. 

Karasek, R., & Theorell, T. (1992). Healthy work: stress, productivity, and the 
reconstruction of working life. Basic books. 

Kelloway, E. K. (1998). Using LISREL for structural equation modeling: A researcher's 
guide.     Sage. 

Kelly, M., Soles, R., Garcia, E., & Kundu, I. (2020). Job Stress, Burnout, Work-Life 
Balance, Well-Being, and Job Satisfaction Among Pathology Residents and 
Fellows. American Journal of Clinical Pathology, 153(4), 449-469. 

Khatri, N., Fern, C. T., & Budhwar, P. (2001). Explaining employee turnover in an Asian 
context. Human Resource Management Journal, 11(1), 54-74. 

Kim, J., Shin, Y., Tsukayama, E., & Park, D. (2020). Stress mindset predicts job turnover 
among preschool teachers. Journal of School Psychology, 78, 13-22. 

Kim, J., Shin, Y., Tsukayama, E., & Park, D. (2020). Stress mindset predicts job turnover 
among preschool teachers. Journal of School Psychology, 78, 13-22. 

Lan, Y. L., Huang, W. T., Kao, C. L., & Wang, H. J. (2020). The relationship between 
organizational climate, job stress, workplace burnout, and retention of 
pharmacists. Journal of Occupational Health, 62(1), e12079.  

Langhorn, S. (2004). How emotional intelligence can improve management 
performance. International Journal of Contemporary Hospitality 
Management, 16(4), 220-230. 

Layne, C. M., Singh, K., Getz, H., Layne, C. M., Hohenshil, T. H., & Singh, K. (2001). The 
Relationship of Occupational Stress, Psychological Strain, and Coping 
Resources to the Turnover Intentions of Rehabilitation Counselors. 

Lazarus, R. S., & Folkman, S. (1984). Stress, appraisal, and coping: Springer publishing 
company. 

Lee, E. H., Chang, S. J., Kim, H. O., Roh, J., Park, E. J., & Won, J. U. (2007). 
Relationship between job stress and turnover of registered nurses in a university 
hospital. Korean Journal of Occupational and Environmental Medicine, 19(2), 93-
104. 

Lee, H. C., & Chuang, T. H. (2009). The impact of leadership styles on job stress and 
turnover intention: Taiwan insurance industry as an example. Effects of 
Leadership Style on Organizational Performance: A Survey of Selected Small 
Scale Enterprises in Ikosi-Ketu Council Development Area of Lagos State, 
Nigeria. Australian Journal of Business and Management Research, 1(7), 100-
111. 

Leka, S., & Cox, T. (2008). Guidance on the European Framework for Psychosocial Risk    
Management. 

Longo, M., & Mura, M. (2011). The effect of intellectual capital on employees’ satisfaction 
and retention. Information & Management, 48(7), 278-287.  

Lopes, P. N., Salovey, P., & Straus, R. (2003). Emotional intelligence, personality, and 
the perceived quality of social relationships. Personality and individual 
Differences, 35(3), 641-658. 

MacCann, C., Jiang, Y., Brown, L. E. R., Double, K. S., Bucich, M., & Minbashian, A. 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   120 

 

(2020). Emotional intelligence predicts academic performance: A meta-analysis. 
Psychological Bulletin, 146(2), 150–186. 

Mayer, J. D., & Salovey, P. (1993). The intelligence of emotional intelligence. Intelligence, 
17(4), 433–442. https://doi.org/10.1016/0160-2896(93)90010-3 

Meisler, G. (2013). Empirical exploration of the relationship between emotional 
intelligence, perceived organizational justice and turnover intentions. Employee 
Relations, 35(4), 441-455. 

Mobley, W. H. (1982). Some unanswered questions in turnover and withdrawal research. 
Academy of Management Review, 7(1), 111-116.  

Mostert, F., Rothmann, S., Mostert, K., & Nell, K. (2008). Outcomes of occupational 
stress in a higher education institution. Southern African Business Review, 12(3), 
102–126. 

Nizam, S., Salahudin, B., Madi, M., Abdullah, B., Hitam, S. B., & Nasional, U. T. (2000). 
Personal Characteristics , Occupational Stress and Turnover Intentions Among 
School Teachers in Negeri Sembilan, Malaysia . Framework. 

Noor, S., & Maad, N. (2008). Examining the relationship between work life conflict, stress 
and turnover intentions among marketing executives in Pakistan. International 
journal of Business and Management, 3(11), 93. 

Parker, D. F., & DeCotiis, T. A. (1983). Organizational determinants of job stress. 
Organizational Behavior and Human Performance, 32, 160-177.  

Perkins, D. (1995). Outsmarting IQ: The emerging science of learnable intelligence. 
Simon and Schuster. 

Price, J. L. (1977). The study of turnover. Iowa State Press. 
Price, J. L. (2001). Reflections on the determinants of voluntary turnover. International 

Journal of manpower, 22(7), 600-624. 
Price, J. L., & Mueller, C. W. (1981). A causal model of turnover for nurses. Academy of 

management journal, 24(3), 543-565. 
Saadeh, I. M., & Suifan, T. S. (2020). Job stress and organizational commitment in 

hospitals. International Journal of Organizational Analysis. 
Sachdev, S. B., & Verma, H. V. (2004). Relative importance of service quality 

dimensions: a multisectoral study. Journal of services research, 4(1), 93. 
Saks, A. M. (2006). Antecedents and consequences of employee engagement. Journal of 

managerial psychology, 21(7), 600-619. 
Shah, S. J., Shah, S. A. A., Ullah, R., & Shah, A. M. (2020). Deviance due to fear of 

victimization:“emotional intelligence” a game-changer. International Journal of 
Conflict Management.  

Segal, J., & Smith, M. (2013). Emotional Intelligence (EQ) Five Key Skills for Raising 
Emotional Intelligence. 

Selye, H. (1946). The general adaptation syndrome and the diseases of adaptation 
1. The Journal of clinical endocrinology & metabolism, 6(2), 117-230. 

Siddiqui, R. S., & Hassan, A. (2013). Impact of Emotional Intelligence on Employees 
Turnover Rate in FMCG Organizations. Pakistan Journal of Commerce and 
Social Sciences, 7(2), 394-404 

Sternberg, R. J. (1996). Successful intelligence: How practical and creative intelligence 
determine success in life. 

Suifan, T. S., Diab, H., Alhyari, S., & Sweis, R. J. (2020). Does ethical leadership reduce 
turnover intention? The mediating effects of psychological empowerment and 
organizational identification. Journal of Human Behavior in the Social 
Environment, 1-19. 



NICE Research Journal, Vol.13 No.1 (2020): January-March                            ISSN: 2219-4282       

   121 

 

Tett, R. P., & Meyer, J. P. (1993). Job satisfaction, organizational commitment, turnover 

intention, and turnover: path analyses based on meta‐analytic findings. 
Personnel psychology, 46(2), 259-293 

Trivellas, P., Gerogiannis, V., & Svarna, S. (2013). Exploring workplace implications of 
Emotional Intelligence (WLEIS) in hospitals: Job satisfaction and turnover 
Intentions. Procedia-Social and Behavioral Sciences, 73, 701-709. 

Wen, B., Zhou, X., Hu, Y., & Zhang, X. (2020). Role Stress and Turnover Intention of 
Front-Line Hotel Employees: The Roles of Burnout and Service Climate. 
Frontiers in Psychology, 11, 36.  

Wong, C. S., & Law, K. S. (2002). The effects of leader and follower emotional 
intelligence on performance and attitude: An exploratory study. The leadership 
quarterly, 13(3), 243-274. 

Zia, S. Y., Saeed, I. and Khan, N.U. (2018), “Moderating Role of Emotional Intelligence in 
Conflict Resolution Strategies and Organizational Citizenship Behaviour" Journal 
of Humanities and Social Sciences, Issue: XXVI (1), pp. 63-81 

 
 
 


