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Abstract

The present study has catered to one of the major issues faced by organizations across the globe, employee retention.
Therein, the study attempted to examine the relationship of leaders’ emotional intelligence with employee retention.
In parallel, the study also tested to underline if job satisfaction could mediate this relationship. Through targeting
non-managerial employees working in the four- and five-star hotels in Jordan, the present study sampled 380
employees from the 56 hotels. Through using structural equation modelling approach via Smart PLS 2.0 M3, the
present study found significant relationship between leaders’ emotional intelligence and employee retention hence
suggesting that leaders’ emotional awareness and management of employees whilst enriching their emotional
expression and skills can significantly help boost employee retention. Accordingly, the study also reported
significant mediation of job satisfaction in the relationship between leaders’ emotional intelligence and employee
retention. The study has reported that leaders’ emotional intelligence can induce sense of belongingness leading to
enhance job satisfaction which further results in harnessing employee retention. The study forwards notable
implications for practice and scope for future studies in light of the findings.

Keywords: leadership, emotional intelligence, job satisfaction, employee retention, mediation
1. Introduction

Employee retention is a major issue these days across the globe (Mahmood & Nasir, 2017) particularly in the
service-based industries (Msengeti & Obwogi, 2015) whereby, little is known how to address this issue holistically
(Aruna & Anitha, 2015). Particularly, the hotel industry has been critically underlined facing this issue with little
known to help companies resolve these issues (Economies across the globe are facing this issue which costs them
millions of dollars in recruitment, training and loosing cycle due to poor retention rates. For example, United Arab
Emirates lost 2.7 billion dollars in 2015 because of it (Harhara & Singh, 2015) and similar figures from other
neighboring economies wont surprise. Notably, leaders way of behavior, work and dynamism has been much
appreciated recently to help employees retain in the company (e.g., Aruna & Anitha, 2015; Fulmer & Ostroff, 2017).
Particularly, their emotional intelligence has been much appreciated to help employees show better behaviors and
outcomes such as job satisfaction (Miao, Humphrey & Qian, 2016; Zhu, et.al 2018); team performance (Neil,
Wagstaff, Weller & Lewis, 2016); Creativity (Parke, Seo & Sherf, 2015) and so on. Accordingly, in the light of
employee behaviors and outcomes job satisfaction has been reported to mediate several relationships (e.g.,
Tongchaiprasit & Ariyabuddhiphongs, 2016) which underlined an important arena to investigate pertaining to
understand and resolve employee retention issues. Therefore, keeping these evidences beforehand, the present study
attempted to examine how leaders’ emotional intelligence can enhance employee retention thus eliminating this
grave concern and to whether or not job satisfaction can mediate.

1.1 Employee Retention

Many researchers have addressed the issue of turnover intention (Krishnan & Singh, 2010 and Mobley, 1982).
Meanwhile, some of researchers have studied employee retention dependent variable, calling it either employee
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intentions to stay in the company and deciding not to quite too soon (Mitchell, MacKenzie, Styve & Gover, 2000).
As per Mondy (2012), the term employee retention can be referred as perspective of an organization to retain its
employees. Studies have suggested that employee retention is an issue across the globe and majority of the
organizational authorities are not aware of how to ensure employee retention (Juhdi, Pa’wan & Hansaram, 2013).
Organizations have diverse perspective about employee retention whereby, there is lack of research pertaining to
how top authorities and more importantly individuals on higher positions can contribute towards keeping the people
with the business (Eshiteti, Okaka, Maragia, Odera & Akerele, 2013). The issue of employee retention according to
Hwang & Chang, 2008) requires attention. more importantly, it is essential to understand that when organizations
fails to retains its people because if they lose them, they don’t just end up wasting resources but also knowledge,
skills and expertise critical for organizational performance. Past studies have also mentioned severe reparations of
low employee retention e.g., Khilji & Wang, 2007; Abbasi & Hollman, 2000; Yoke, et.al 2018).

1.2 Concept of Leadership

As Antonakis, Cianciolo and Sternberg (2004) wrote: “Leadership researchers had struggled for most of the last
century to put together an integrated, theoretically cohesive view of the nature of leadership.” Nevertheless, a better
and promising picture of leadership has begun to surface in the last two decades and studies have been revived in a
lot of fields that were considered as lacking in the aspect of consistency.

However, an analysis on existing leadership literature reveals that a lot of the study on the initial “behavioral”
schools was integrated into “new” research on leadership method (Bryman, 1992). Further, theories of the “new”
leadership school, such as charismatic and transformational leadership theory, evidently stressed upon the categories
of behaviors (e.g., compelling manners, transactional manners) that envisage leadership efficacy.

1.3 Need for Emotional Intelligence for Leaders

The Ability Model of EI presents an appropriate means to examine the reason behind the leaders’ necessity for El by
enquiring as to the causes leaders have to be able to (1) recognize, (2) adopt, (3) comprehend, and (4) handle
emotions. In relation to this, Caruso, Mayer, and Salovey (2002) claimed that researchers have discovered the fact
that the capability of a leader to recognize emotions and feelings in themselves also permits them to precisely
discover the emotions of associates and team, to relate the exact emotions, and to make a distinction between sincere
and false emotional demonstration. Further, in discussing empathy, it was stated that it is an important element of El
where it involves a person’s capability to comprehend and experience other people’s feelings or emotions. Empathy
aids a leader’s social support and positive inter-personal relationships (George, 2000).

Leaders’ recognition of emotions can improve cognitive development and judgment-making (George, 2000), and
assist leaders to value other people and inspire them by making emotions accessible, adopting various perspectives
that facilitate more adaptable arrangement, and encourage them to be more creative, understanding, and have wider
thoughts and outlook (Caruso et al., 2002; George, 2000). Additionally, George (2000) revealed that studies have
found that those who are in favorable moods are likely to be more positive and have more favorable views and
outlook in comparison to those in unfavorable moods, and, the latter moods result in the pessimistic and negative
attitude.

Further, leaders’ El has stronger influence on their victory as leaders as well as on the functioning of their group
compared to their intelligent ability (Goleman et al., 2002; Yamaguchi, 2018). This empirical proof has depicted the
firm connections between emotional intelligence and job execution, the truth of a connection between emotional
intelligence and leadership approach, and the requirement to merge emotional intelligence capabilities and aptitude
with leadership abilities. In fact, it was Goleman et al. (2002) who presented the connection to the El-based approach
of leadership.

1.4 Leaders’ Emotional Intelligence and Job Satisfaction

There are many studies that explain the relationship between El, leaders’ El and employees’ job satisfaction. Some
of these studies, e.g. by Dong and Howard (2006) indicated that EI impacts employees’ job satisfaction positively.
Furthermore, Sy, Tram and O’Hara (2006) emphasized that leaders’ El significantly influences employees’ job
satisfaction with AR® = .06 statistical result. Also, Samanvitha and Jawahar (2012) asserted that El has a positive
relationship with job satisfaction. This is evidenced when the Beta value obtained by Samanvitha and Jawahar’s
(2012) study is 0.357. Moreover, Kafetsios and Zampetakis (2008) underlined that El influences positively on job
satisfaction. Their result produced standardised total effects of El on job satisfaction of 0.49 (95 percent percentile
confidence interval: 0.40-0.58, p<0.01) (Kafetsios & Zampetakis, 2008). In contrast, Fortner (2013) found that there
is insignificant relationship between leader’s El and employees’ job satisfaction. This study was conducted in the
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health sector in the USA.
1.5 Leaders’ Emotional Intelligence and Employee Retention

The productivity in the organization can be affected by employee retention (Rust et al., 1996). Furthermore, Momeni
(2009) emphasized that the EI of leaders impacts positively on the outcomes such as improving the performance and
decreasing the employees’ turnover rates thus, enhancing employee retention. Nonetheless, understanding the recent
development on the turnover rate, i.e., employees’ turnover intention is considered as one the major problems that
are faced among organizations (Frank, Finnegan & Taylor, 2004). In addition, Vigoda-Gadot and Meisler (2010)
demonstrated that El has a negative relationship with negative outcomes like burnout, negligent behavior, and
turnover intention. Meanwhile, Stephens (2007) has emphasized that leaders’ El influences employee turnover
intention. Therefore, the following hypothesis was tested:

H1: There will be a positive relationship between Leaders’ emotional intelligence and Employee Retention.
1.6 Relationship Between Job Satisfaction and Employee Retention

Job satisfaction is considered as one of the significant predictors of employee retention (Mosadeghrad, Ferlie &
Rosenberg, 2008). Furthermore, Griffeth, Hom and Gaertner (2000) and Amah (2009) stated that employees’ job
satisfaction has direct negative relationship with turnover intention (-.17, p < 0.01). In addition, Goldman and Tabak
(2010) indicated that low job satisfaction affects high employees Retention. Additionally, Tian-Foreman (2009)
emphasized that job satisfaction is strongly correlated with intention to leave with r=0.188. This result from
Tian-Foreman is supported by earlier studies that examined the relationships between job satisfaction and intention
to leave by Cotton and Tuttle (1986); Price (2001); Hayes, O’Brien, Duffield, Shamian, Buchan, Hughes, Laschinger,
North and Stone (2006) and Shields and Ward (2001). Besides that, another recent study found that there is a
significant relationship between job satisfaction and employees’ turnover intention in residential youth-caring in the
USA (Fein, 2014).

From the discussion, it was found that leaders’ El and organizational commitment significantly impact job
satisfaction, and in addition, job satisfaction significantly affects employees’ turnover intention. Hence, this study
assumes that job satisfaction has a positive character as mediating variable that has influence in this framework.
Looking at the significant influence of leaders’ El and organizational commitment on job satisfaction and the
significant influence of job satisfaction on employees’ turnover intention, job satisfaction will be focused on as a
mediator in this research study in the Jordanian hotel industry. Therefore, this study comes out with the following
hypotheses:

1.7 Job Satisfaction as the Mediating Variable

Experimental studies in psychology seldom involve both operation of the mediator and measurement of mediating
variables. Fiske, Kenny, and Taylor (1982) demonstrated that the mediation can be investigated statistically if a
research study includes measures of a mediating variable as well as the independent and dependent variable.
Meaning that, the mediation analysis can be suitable method to increase an in knowledge can be obtained from a
research study when measures of the mediating process are available. Hence, it is not necessary for this study to
conduct an experimental study to investigate the mediating role of job satisfaction. Therefore, this study relies on
Baron and Kenny (1986) in testing the mediating variable. They indicated that to test the mediation effect, the
mediator should be regressed with the independent variable IV, while the dependent variable DV should be regressed
with the 1V, and the DV should be regressed with the IV and the mediator.

H2: Job satisfaction will mediate the relationship between leaders’ emotional intelligence and employee retention.
2. Research Methodology
2.1 Instrumentation and Operationalization of Constructs

For the case of employee retention, the present study adapted the scale by Kyndt et al. (2009) with regards to
Haskins (2008)’s instrument was used to assess leaders’ emotional intelligence whereby, Minnesota Satisfaction
Questionnaire (MSQ) was deployed to research the mediation of job satisfaction in the relationship between leaders’
emotional intelligence and employee retention (Weiss, Dawis, England & Lofquist, 1967). Respondents were
required to respond through 5-point likert scale.
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Figure 1. Conceptual framework

2.2 Methodology
2.2.1 Sample

Non-managerial employees working in the Four- and Five-Star hotels in Jordan were sampled for this study. The
operational employees in five-star and four-star hotels include employees who work in front office, food production,
food & beverage service, and housekeeping department. Accordingly, the operational employees in five-star and
four-star hotels were chosen instead of the managerial employees due issues with regards to employee retention
(Al-Ababneh & Lockwood, 2010). Hotel industry was chosen due to the fact that it contributes heavily towards the
gross national income of the country. These operation-level employees were selected by using the disproportionate
stratified random sampling technique because this technique is more efficient to cater to large sample. The
disproportionate stratified random sampling technique was conducted to select the respondents on the basis of 56 of
hotels divided into 45 strata of hotels due to merging all the branches of the same hotels’ brands (four-star and
five-star hotels). Therein, for a total of 10788 employee, krejcie and Morgan (1970)’s table underlined a minimum
sample of 380.

3. Data Analysis and Findings
3.1 Assessment of Measurement Model

Prior to examining the hypothesized relationships, the study assessed the individual item reliability via ensuring
loading greater than or equal to 0.5; internal consistency through ensuring composite reliability scores above 0.7 and
convergent validity through confirming average variance extracted to be 0.5 or above as per the recommendations of
Hair et al. (2013). Therein, the individual item loadings ranged between 0.54 to 0.90 and CR scores between 0.87
and 0.95. Overall, 13 items from leaders’ emotional intelligence scale and 7 items from job satisfaction scale were
retained after deleting lower loading items. Table 2 provides more details in this regard.

Table 1. Measurement model

latent variable items loadings AVE CR R-square
Job Satisfaction: 0.505 0.877 0.389

Js1 0.701

Js10 0.7033

Js11 0.699

Js2 0.771

JS3 0.733

Js5 0.634
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Js9 0.726
Leader’s Emotional Intelligence 0.606 0.951 0.571
LEI1 0.502
LEI2 0.752
LEI3 0.650
LEI15 0.646
LEI16 0.763
LEI17 0.883
LEI18 0.900
LEI11 0.840
LEI12 0.877
LEI13 0.545
LEI6 0.890
LEI8 0.818
LEI9 0.905
Employee Retention 0.659 0.927

ER1 0.680
ER2 0.866
ER3 0.864
ER4 0.780
ER5 0.828
ER6 0.700
ER7 0.865
ER9 0.892

Accordingly, discriminant validity was ensured based on the recommendations of Fornell and Larcker (1981)
whereby, the square root of AVE scores is required to be greater than the compared values in the cross loadings table.

Table 2 provides further details in this regard.

Table 2. Discriminant validity

JS LEI ER
Job Satisfaction: 0.711
Leader’s Emotional Intelligence 0.623 0.778

0.665 0.695 0.772

Employee Retention

3.2 Structural Model Assessment

Following the confirmation of the psychometric properties of the conceptualized framework, the study examined the
structural model whereby, level of significance of the hypothesized relationships was assessed. Through deploying
bootstrapping procedures, 500 bootstraps were applied to test the significance of the path coefficients. The proposal
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resulted in significant relationship between leaders’ emotional intelligence and turnover intention (B=0.686; t=14.845)
hence supporting hypothesis 1. Accordingly, the study also found significant mediation of job satisfaction between
leaders’ emotional intelligence and turnover intention (f=0.713; t=4.826) at 95% confidence level thus, landing
support to hypothesis 2 as well. Table 3 provides further details in this regard.

Table 3. Results

Hypothesis Relationship Beta Standard Error T-Value 95% LL 95% UL
H1 LEI ->ER 0.686 0.0462 14.845
H2 LEI ->JS-> ER 0.713 0.049 4.826 0.14 0.333

4. Discussion

The present study attempted to examine the relationship between leaders’ emotional intelligence and turnover
intention followed by the mediation of job satisfaction in this relationship. The findings have underlined notable role
and contribution of leaders’ emotional sensibility and competence at work towards facilitating employee to
overcome their issues that could potentially lead them towards quitting. The findings have helped us understand that
employees at the workplace need people in the position of authority to be emotionally talented to handle work
situations and tempting issues in order to provide subordinates a better working environment, thus resulting in
pushing them to stay with the organization. The findings are parallel to the scholarly assertions of Momeni (2009)
outlining the notable contribution of leaders’ emotional intelligence and its impact on employee retention. There is a
need to understand that leaders’ competence in recognizing the emotional aspects of the individual subordinates and
working to uncover their feelings to help empathize.

Accordingly, the findings have also outlined that the ability of a leader to recognize the emotions can significantly
help improve the overall judgement and decision making. In addition, it can also help people to gain inspiration to
become more creative in the work environment thus enhancing behaviors and outcomes. The findings have also
landed support to the empirical outcomes of Goleman et al. (2002) which suggested that leaders’ strong or positive
emotional intelligence can help them to be responsively effective in functioning well in the organization and
motivating people to give the desired outcomes.

Accordingly, the current study also found mediation of job satisfaction in the relationship between leaders’
emotional intelligence and employee retention. This suggests that when leaders are emotionally intelligent, they
facilitate their subordinates well whilst keeping their feelings at work intact which enables them to boost their
satisfaction with the jobs which leads them to retain with the company. In other words, the findings suggest that in
order to retain employees, leaders should work on capitalizing their emotional intelligence in order to enhance
employees’ job satisfaction to result in employee retention. The finding has underlined that making employees to
remain with the organization, it is essential that they work to connect their satisfaction with leaders’ emotional
intelligence. This also suggests that employees who are satisfied with their job tend to be in a better position to
capitalize upon leaders’ emotional intelligence to enhance retention. Henceforth, job satisfaction is a critical prospect
for organizations and researchers for boosting employee retention.

4.1 Implications

Several implications can be drawn from the present study. On a practical note, the results forward implications for
the leaders and people managing people to work on being emotionally intelligent. Therein, the findings assert leaders
to look into prospects that could help them understand emotions, the art of understanding individual and employees’
emotions and working with a creative approach to make work environment more productive and satisfactory.
Training interventions (Cherniss & Adler, 2000) could be of great help in this regard to educate and learn on this for
people in leadership roles. In parallel, the implications for practice also underline that emotionally intelligent leaders
will obtain more resource and facilitation to the help employees (subordinates) experience a sense of belongingness
at work which will result in further promising outcomes for the business. Similarly, the findings imply for general
management to look into the aspect of job satisfaction to ensure employee retain. In simple, organizations need to
look at prospects alongside leaders’ emotional intelligence to boost their satisfaction with the jobs so that they stay in
the organization for longer such as revising compensation (e.g., Lee & Wilbur, 1985); training (Schmidt, 2007
Wonyra,2018); colleagues at work (Ducharme & Martin, 2000; Zhu & Chen 2018) and so on. Referring back to
leaders, apart from emotional intelligence, they can also look into their style of leadership as some like
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Transformational style of leadership has been reported to be highly significant in predicting job satisfaction
(Hanaysha et al., 2012; Medley & Larochelle, 1995) thus furthering employee retention.

4.2 Limitations and Scope for Further Studies

Despite notable contributions, the present study has some limitations to be highlighted as well. At first, the present
study attempted to examine the relationship between leaders’ emotional intelligence and employee retention
followed by the mediation of job satisfaction with a cross sectional approach thus limiting the causal references.
Therefore, future studies may investigate examining these relationships with a longitudinal approach. Accordingly,
the present study only examined the framework across the hotel industry in Jordan hence, future studies may look
into testing similar framework in other occupation settings. Likewise, there is a room for further enhancing the
framework via incorporating more independent variables to study their relationship with employee retention in a
mediated model. Pertaining to leaders, several other factors such as personality, style of leadership and individual
values may also be taken into consideration to see how they relate with job satisfaction and employee retention.

Likewise, there are several studies testing the moderation of different variables which could also be taken as a n
avenue for further research to see what buffering impact some of the variables can make on these relationships to
help better understand the issue of employee retention and its effective resolution.

5. Conclusion

In conclusion, the present attempted to examine the role of leaders’ emotional intelligence towards employee
retention. The Study also tested the mediation of job satisfaction in this relationship and found significant
intervention results. The study has concluded that leaders’ emotional intelligence is vital to retain employees
whereby, job satisfaction mediates this relationship across service staff in the hotel industry of Jordan.
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