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ABSTRACT

This study examines the effects of perceived organizational and social support and emotional intelligence
of banking sector employees’ on job satisfaction. Survey responses from 223 bank employees in Turkey
were analyzed and which factor effects job satisfaction more was determined. When the research results
are examined, the H1 hypothesis established on the assumption that perceived organizational support has
a positive effect on job satisfaction has been supported. The H2 hypothesis based on the assumption that
perceived social support has a positive effect on job satisfaction is rejected. H3 hypothesis based on the
idea that emotional intelligence has a positive effect on job satisfaction has been rejected. The findings of
this research have important theoretical and practical implications for banking sector. Applied
implications of the results are discussed.

INTRODUCTION

In the literature several studies have been conducted to look into the relationship between employees’
level of job satisfaction and performance (Miller and Muthard, 1965; Judge, et al., 2001; laffaldano and
Muchinsky, 1985). According to these studies it has been accepted that employee satisfaction correlates
with employee performance, as in the case with firm performance. But there isn’t any certain formula for
job satisfaction.

Job satisfaction is a great problem especially in many sectors like banking sector. Stressful working
conditions come together with the stress of money and effect employees negatively. So it is difficult but
at the same time important to keep banking sector employees satisfied. Job satisfaction of bank
employees and also their performance and intention to leave the organization are specific outcomes
associated with physical, psychological and social variables.

An increasing body of research has linked poor working conditions in banks and poor job outcomes in
general. On the other hand, there is no evidence that work conditions guarantee the employee well-being
or performance. In this case why do some employees feel good with their work and accomplish better
than others? Lots of studies searched the answer of this question on physical factors and work
environments. In this study we researched a factor that is not physical side, also the psychological side of
the work environment, perceived organizational support. Together with perceived organizational
support, the effects of personal characteristic, emotional intelligence and social interaction ability
perceived social support on job satisfaction had been studied. So we researched that which factors shapes
the job satisfaction of banking employees?

An ongoing focus on job satisfaction of bank employee’s outcome is needed because of the current
problems of banking sector about unsatisfied employees. Specially, this paper set out to answer the
following questions; (a) What is the overall satisfaction level of employees at the bank? (b) Does the
perceived organizational support, perceived social support, and emotional intelligence affect job
satisfaction? (c) Which variable affect the job satisfaction level of bank employees more?

The context of the Turkish banking system may pose unique challenges for employees depending on the
banks in which they work. It is important to understand the effects of the variables on bank employees’
job satisfaction.
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Literature Review
Job Satisfaction

The concept of job satisfaction was developed by Elton Mayo and his colleagues in Hawthorne study, in
Chicago Western Electric Company. The study was conducted in the late 1920s and early 1930s. The
result of this study showed that behaviors of employees in the workplace can be impacted upon by their
feelings. So the social interactions and personal characteristics of the employees are the core bases of
their satisfaction, and their personal performance (Robbins, Odendaal, and Roodt, 2003).

Job satisfaction is a combination of psychological, physical and environmental factors that allow the
people who work in organization to feel satisfied with his/her work or not. Job satisfaction refers to the
degree to which people like their job (Spector, 1997: uv) or an individual’s general attitude toward his or
her job. A person with a high level of job satisfaction holds positive attitudes toward the job, while a
person who is dissatisfied with his or her job holds negative attitudes toward the job (Pranit, 2010: 67).
Job satisfaction is described by Mirzaii and this colleagues (2014) as one of the crucial ingredients for job
accomplishment which related to higher productivity and also intrinsic motivation of an employee.

There are several studies showing that the physical factors are crucial factors which influence the level of
satisfaction of employees (Agbozo, et al., 2017). These studies asserts that the productivity of employees
is determined by the physical factors in the work places. The physical factors that are crucial for job
satisfaction are working environment, management practices, organizational culture, etc. ( Agbozo, et al.,
2017). But together with physical conditions, the psychological, social and the personal characteristics
play more important and persistent role on job satisfaction. This study examines the effects of them on
banking sector employees’ job satisfaction.

Perceived Organizational Support and Job Satisfaction

Perceived organizational support as a psychological work environment factor that can be considered as an
element of the workplace which affect how the worker feels. These psychological work environment
factors affect the level of contentment of an employee and in effect impacts on his/her performance
(Agbozo, et al., 2017).

The concept of perceived organizational support has been developed in early 80’s, and researched in the
field of psychology and management (Rhoades and Eisenberger, 2002). Based on social exchange theory
perceived organizational support is defined as employees’ formation of global beliefs pertaining to how
much the organization cares about their well-being and values their contributions (Martin, 1995; Randall
et al., 1999), or shortly how much the organization values its employees. Eisenberger and his colleagues
(1986) described the perceived organizational support as the extent to which the organization values
employees’ contributions and cares about their well-being.

In today’s organizations because of the recognized importance of human resource, intensive competition
and the new generation’s unique characteristics, the concept of perceived organizational support is more
important than before. Because nowadays employees prefer to work in organizations which value its
employees, rather than just working for a particular organization only for earning money (Osman et al.,
2015: 176). Perceived organizational support includes the aspects of justice, support from supervisors,
reward and desirable job conditions.

The organizational support perception has been the crucial aspect of understanding why individuals have
job satisfaction. In other words, researches showed that one of the important factors that affect the
satisfactions of employees is perceived organizational support (Rhoades, Eisenberger and Armeli, 2001).
It seems that if an organization gives adequate training, resources and support from management, it is
more likely that members of these organization would be pleasant to work in that organization. In various
researches, it was proven that there is a positively relationship between perceived organizational support
and job satisfaction (Patrick and Laschinger, 2006; Gillet, et al., 2013). Further, the results of the
researches determine that when the organization values its employee’s, the tendency of the employees to
satisfy from the job will be higher. In the lights of these researches it can be hypothesized that:

H1: Perceived organizational support positively effects job satisfaction.
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Perceived Social Support and Job Satisfaction

Social factors affecting workers are significantly influential on the relationships in work and private lives.
Social environment factors like relationships with others in workplace and rest of the life, communication
styles, work-life balance of worker, resistance to conflict and negative situations is crucial for employees
on their feelings, attitudes, perceptions and behaviors. As a social factor, the perceived social support is
important for an employee’s feeling about work and private life, and about the performance he/she exhibit
in all areas.

Unlike the perceived organizational support, perceived social support comes not from the organization or
working conditions, but from worker’ family, friends and social networks. The most important social
support source is the family, then the social relations and friends comes.

Researchers suggested that high levels of perceived social support positively related with organizational
commitment, job satisfaction, motivation, performance, life satisfaction, coping with difficult conditions,
and negatively related with job stress, burnout and conflict (Cieslak, et al., 2007: 85; Lindorff, 2001: 281,
Bhaunthumnavian, 2003: 80; Daalen, et al., 2006: 464-465; Kirmeyer ve Lin, 1987: 138; Clara, et al.,
2003: 265).

Focusing on the factors which effect the job satisfaction, perceived social support is another variable that
also play significant role. The researchers determined positive relationship between perceived social
support and job satisfaction (Singh and Singhi, 2015; Brandley and Cartwright, 2002; Brough and Pears,
2004; Adams, et al., 1996). This can be assessed as follows: employees are more satisfied with their job
when they perceive support from their social environment. Therefore the hypothesis below was
developed:

H2: Perceived social support positively effects job satisfaction.

Emotional Intelligence and Job Satisfaction

Emotions are the important parts of human beings, and they affect the actions and motivations for
behaviors (Stanley and Burrows, 2005). Mayer and Salovey (1997: 10) described the emotional
intelligence as “the ability to perceive accurately, appraise, and express emotion; the ability to access
and/or generate feelings when they facilitate thought; the ability to understand emotion and emotional
knowledge; and the ability to regulate emotions to promote emotional and intellectual growth”.

Emotional intelligence (EI) can play a significant role in the work environment (Goleman, Boyatzis, and
McKee, 2002; Wong and Law, 2002). Specifically, researchers assert that employees’ emotional
intelligence can predict work related outcomes, especially job satisfaction (Brunetto, et al., 2012;
Kafetsios and Zampetakis, 2008; Giileryiiz, et al., 2008; Bachman, Stein, Campbell, and Sitarenios, 2000;
Prati, Douglas, Ferris, Ammeter, and Buckley, 2003; Wong and Law, 2002). Even Daus and Ashkanasy
(2005) and Van Rooy and Viswesvaran (2004) pointed out that emotional intelligence is an important
predictor of key organizational outcomes including job satisfaction. Employees with high levels of
emotional intelligence are more likely to have higher levels of job satisfaction because they are more
adept at appraising and regulating their own emotions than employees who have low levels of emotional
intelligence. Employees who are emotionally intelligence are better at identifying feelings of frustration
and stress, and subsequently, regulating those emotions to reduce stress. Employees with high emotional
intelligence are more resilient because they are able to understand the causes of stress and develop
strategies and perseverance to deal with the negative consequences of stress (Cooper and Sawaf, 1997).

Sy and his colleagues (2006) examined the relationships among employees’ emotional intelligence, their
manager’s emotional intelligence, employees’ job satisfaction, and performance. They found that
employees’ emotional intelligence was positively associated with job satisfaction and performance. In
addition, manager’s emotional intelligence had a more positive correlation with job satisfaction for
employees with low emotional intelligence than for those with high emotional intelligence. Therefore we
expected that there would be a relationship between banking sector employees’ emotional intelligence
and job satisfaction.

H3: Emotional intelligence positively effects job satisfaction.
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RESEARCH METHODOLOGY
Research Sample

The study sample consisted of bank employees in Corum province from Turkey. According to the data of
the Banks Association of Turkey that has a total of 12 banks and 29 bank branches in the city center.
According to the information received from bank branch officials, there are 400 employees in banking
sector in the province center. It was determined that the sample size to represent this universe was 209 in
95% confidence interval and 261 in 99% confidence interval (Giirbiiz and Sahin, 2014: 126). Based on
volunteerism, 249 questionnaires returned from the employees. Incorrect or incompletely filled out
questionnaires were removed and 223 questionnaires were analyzed. 58.6% (133) of the sample were
male, the average age was 34 and the ages ranged from 18 to 57 years. 67.7% (151) of the participants
were married, 42.6% (95) undergraduate graduates and 35.9% (80) have 6-10 years of professional
experience.

Measures

The survey form used in the research consists of five parts. In the first part, “Perceived Organizational
Support Scale”; “Perceived Social Support Scale” in the second section, “Emotional Intelligence Scale”
in the third section and “Job Satisfaction Scale” in the fourth section; used. The fifth part of the
questionnaire form, contains questions about the demographic characteristics of the participants. A 5-
point Likert scale is used for all scales.

Perceived Organizational Support Scale: The 8 items scale developed by Eisenberger et al. (1997) was
used to determine the level of perceived organizational support of participants in the study. In the
reliability analysis performed by Eisenberger et al. (1997), the Cronbach's alpha coefficient was found to
be 0.90. The Turkish version of the scale was used by Polatci (2015) and the Cronbach alpha coefficient
was 0.84. In this study, the Cronbach alpha coefficient of scale was determined as .908.

Confirmatory factor analysis was conducted to test the validity of the perceived organizational support
scale. According to the confirmatory factor analysis, "X2: 38,070 (df: 16) - X2 / df: 2,379 - RMSEA :,
079 - GFI :, 960 - CFI :, 984 - NFI :, 973". It is possible to say that the values of goodness of fit of the
scale are acceptable. (Good Fit: X2 /df: <5, RMSEA <0.08, GFI >0.90, CFI >0.90, NFI >0.90 - Cokluk,
etal., 2014: 271-272).

Perceived Social Support Scale: In order to measure the level of perceived social support, a 12 items
social support perception scale developed by Zimet et al. (1988) was used. The scale examines the
perceived social support in 3 dimensions as support from the family, friends and a special person. The
total Cronbach's alpha coefficient of the scale developed by Zimet et al. (1988) is 0.88. The Turkish
version of the scale was developed by Eker et al. (2001) and the total scale was found to be above the
Cronbach alpha coefficient of .80. The Cronbach alpha coefficient of this scale was 0.965 in this study.

Confirmatory factor analysis was conducted to test the validity of the perceived social support scale.
According to the confirmatory factor analysis, “X2: 85,007 (df: 36) - X2 / df: 2,361 - RMSEA :, 078 -
GFI :, 945 - CFI :, 984 - NFI :, 973”. It is possible to say that the values of goodness of fit of the scale are
acceptable.

Emotional Intelligence Scale: The scale used to measure levels of emotional intelligence Schutte et al.
(1998). However, in this study, the 12 items version abbreviated by Chan (2006) was used. The scale
consists of 4 dimensions; emotional evaluation, empathic sensitivity, positive emotional management and
positive use of feelings. The reliability coefficients of the scale were 0.74 for emotional evaluation, 0.76
for empathic sensitivity subscale, 0.75 for positive emotional management subscale, and 0.72 for positive
emotion subscale in Chan (2006) study. In this study, the Cronbach's alpha coefficients for the subscales
were determined to be 0.935 for empathic sensitivity, 0.924 for positive emotional management, and
0.908 for positive emotional use for emotional evaluation. The overall reliability coefficient of the scale
was .896. In the reliability analysis conducted by Polatci and Ozyer (2015), the general Cronbach alpha
coefficient was found to be 0.94.

Confirmatory factor analysis was conducted to test the validity of the emotional intelligence scale.
According to confirmatory factor analysis with four factor structure, “X? 138,961 (df: 48) - X2 / df:
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2,896 - RMSEA :,072 - GFI :,910 - CFI :,960 - NFI :,940” . It is possible to say that the values of
goodness of fit of the scale are acceptable.

Job Satisfaction Scale: The 5 items scale developed by Brayfield and Rothe (1951) was used to determine
the job satisfaction level of participants in the study. In the reliability analysis conducted by Brayfield and
Rothe (1951), the Cronbach alpha coefficient was found to be 77. The scale was adapted by Turkish
Keser (2003) and the Cronbach alpha coefficient was 75. In this study, Cronbach alpha coefficient of
scale was found to be 0.852.

Confirmatory factor analysis was conducted to test the validity of the job satisfaction scale. According to
the confirmatory factor analysis, "X2: 3,630 (df: 3) - X?/ df: 1,210 - RMSEA:, 031 - GFI :, 993 - CFI :,
999 - NFI :, 994". It is possible to say that the values of the appropriateness of the scale are acceptable.

Results

The mean and standard deviations of the variables and the correlation coefficients are shown in Table 1.

Table 1: Mean, Standard Deviation and Correlation Values of Variables

Mean SD. 1 2 3 4
Perceived Organizational Support 3,20 ,905 (,908)
Perceived Social Support 3,80 874 ,065 (,965)
Emotional Intelligence 3,64 ,651 -,057 ALT** (,896)
Job Satisfaction 3,25 ,934 \374** ,142* ,047 (,852)

*p<0.05, **p<0.01, () Reliability

In Table 1, there are positive relationships between perceived social support and emotional intelligence,
perceived social support and job satisfaction, perceived organizational support and job satisfaction, as a
result of the correlation analysis between variables. No statistically significant relationship was found
between the other variables.

The research in banking sector determined that there is no significantly difference between female and
male workers’ job satisfaction levels (t=-1,417; p=0,556; F=.348). On the contrary, Hunjra and his
colleagues (2010) conducted the research in banking sector and determined that female and male workers
in banking sector have significantly different level of job satisfaction.

Regression analyzes were conducted to determine whether perceived organizational and social support
and emotional intelligence affected job satisfaction. The study results are given in Model 1.

Perceived H1
Organizatio
H2 Job
Satisfaction
Emotional H3
Intelligence

Model 1: Research Model
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Table 2: Results of Multiple Regression Analysis (N = 223)

Variables B S.E. B
Perceived Organizational Support .370 .068 .346**
Perceived Social Support .096 .072 .093
Emotional Intelligence .034 .100 .023
Job Satisfaction 1.579 415

R?=0.123, F=11,395, p<0.01, **p<0.01

Multiple regression analysis was performed to test hypotheses of the study. The effect of perceived
organizational support on job satisfaction was examined in order to test the first hypothesis of the
research. As a result of regression analysis, perceived organizational support positively effects job
satisfaction level. According to this result, H1 hypothesis is supported. To test the second hypothesis of
the study, the effect of perceived social support on job satisfaction was examined. As a result of
regression analysis, social support does not have a significant effect on job satisfaction. To test the third
hypothesis of the research, the effect of emotional intelligence on job satisfaction was examined. As a
result of the regression analysis, it was found that emotional intelligence had no effect on job satisfaction.
According to this result, H2 and H3 hypotheses are rejected.

Tolerance and VIF values are examined to determine whether there is a multi collinearity problem
between variables. This value is determined by evaluating the value "1 — R*" (Giirbiiz and Sahin, 2014:
269). It was 0.865 in this study (Tolerance, respectively, 989 -, 807 -, 810). When we look at the tolerance
values, the values for the independent variables are greater than 0.865. For this reason, our model showed
that there was no multi collinearity problem (Tolerance> .2, VIF <10).

CONCLUSION AND DISCUSSIONS

The purpose of the study was to determine the impact of perceived organizational support, social support
and emotional intelligence on job satisfaction. When the research results are examined, the H1 hypothesis
established on the assumption that perceived organizational support has a positive effect on job
satisfaction has been supported. According to this conclusion, if the organization values the employees
and makes them feel that, it will affect their perceptions regarding job satisfaction.

The H2 hypothesis based on the assumption that perceived social support has a positive effect on job
satisfaction is rejected. According to this result, perceived social support has no significant effect on job
satisfaction. It is thought that this situation is related to bank employees. Compared with other sectors, it
can be assumed that the bank employees are working intensively in the temp desk until the end of
working hours. This situation prevents employees from taking the time to socialize. On the other hand,
exactly determined job descriptions prevent employees from social interactions, too. It is thought that
there is no significant effect of perceived social support on job satisfaction because of these. In addition to
the nonsensical effect of perceived social support on job satisfaction, it can be suggested that social
support perception on the same sample can be examined comparatively with the effect on life satisfaction.

Finally, the H3 hypothesis based on the idea that emotional intelligence has a positive effect on job
satisfaction has been rejected. According to this result, emotional intelligence has no significant effect on
job satisfaction. Emotional intelligence is expressed as the ability of emotions to be used effectively in
social relations, as well as being able to manage own emotions and the emotions of others. According to
the results, the high or low levels of emotional intelligence of employees do not affect job satisfaction.
This result showed that, the solid job descriptions prevent employees’ job satisfactions according to their
emotional intelligence.

Due to time and financial constraints, the research was limited to Corum province center. In this respect,
it can be expressed as a suggestion to analyze this model in different country and sectors, in terms of
determining possible differences in the model. Due to the constraints about the sample, it is not possible
to generalize the results. Repeating the study on different and larger samples makes it possible to achieve
generalizable results. The results of research models can be determined by comparing studies on different
sectors.
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