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Abstract
This paper examines the relations among emotional intelligence, work-family conflict and
organizational citizenship behavior of nurses and the mediating effect of work-family conflict
between emotional intelligence and organizational citizenship behavior among nurses. a
questionnaire survey was carried out to explore the relations among emotional intelligence,
work-family conflict and organizational citizenship behavior. a 51-item questionnaire which
consist of emotional intelligence, work-family conflict and organizational citizenship behavior
parts was carried out to investigate the relations among these variables. Some basic sociodemographic questions were included. The study resulted emotional intelligence was
significantly and negatively related to work-family conflict(r=-0.26, p ≤ 0.01) and significantly
and positively related to organizational citizenship behavior(r= 0.62, p ≤ 0.01). The negative
relation between work-family conflict and organizational citizenship behavior was also
significant(r=-0.27, p ≤ 0.01). it was found that work-family conflict is a partial mediator
between emotional intelligence and organizational citizenship behavior. The other finding of
the study was that emotional intelligence, work-family conflict and organizational citizenship
behaviors and some of their dimensions are significantly related to each other.
Keywords - emotional intelligence, mediating effect, nurses, organizational citizenship
behavior and work-family conflict.
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1. Introduction
Emotional intelligence, work-family conflict and organizational citizenship
behavior are of particular importance to healthcare organizations. Since nurses
give an important primary-care-giver function within hospitals, and hospitals are
the major pillars of an important health care system, the behavior of nurses in
hospital environments remain a critical research issue (Tallman and Bruning,
2005). This research focuses on the investigation of the relations among
emotional intelligence, work-family conflict and organizational citizenship
behavior; and the mediating effect of work-family conflict between emotional
intelligence and organizational citizenship behavior; as well as the behavioral
model of relations among emotional intelligence, work-family conflict and
organizational citizenship behavior dimensions.
Emotional intelligence is an interesting issue for research, and many
academic studies have focused on how emotional intelligence affects nontask related behaviors of employees (Cote and Miners, 2006; Cartwright and
Pappas, 2008). Non-task related behaviors are those that are not employee
duties, but employees do these tasks voluntarily. The concept of emotional
intelligence as a type of social intelligence first was introduced by Salovy
and Mayer (1990). They defined emotional intelligence as the ability of an
individual to perceive accurately, appraise, and express emotion; the ability
to access and 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. According to Turner
(2004) the emotional intelligence is the softer component of total intelligence
and it helps both personal and professional lives. Thus emotional
intelligence is necessary for employees who perceive and control their own
emotions and those of customers in the course of performing their emotional
labor (Mayer and Salovy, 1997). According to Abraham (1999) emotional
intelligence would have a positive effect on the employee performance,
organizational commitment, congruence between self and supervisor
appraisals of performance and organizational citizenship. Emotional
intelligence is conceptualized as composed of four distinct dimensions
(Wong and Low, 2002).
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(1) Self-emotional appraisal (SEA), appraisal and expression of emotion in
the self: the ability of individual to understand their emotions and
naturally to express these emotions.
(2) Others' emotional appraisal (OEA), appraisal and recognition of emotion
in others: the ability of individuals to perceive and understand the
emotions for others those are around them.
(3) Regulation of emotion (ROE), regulation of emotion in the self: the
ability of individuals to regulate their emotions when they face
psychological distress.
(4) Use of emotion (UOE), use of emotion to facilitate performance: the
ability of people to make use of their emotions by directing them towards
personal performance and constructive activities.
The second variable of the study, work-family conflict, is a form of interrole conflict between the competing demands of family and work roles
(Greenhaus and Beutell, 1985). Three types of conflict; time, strain and
behavior based conflict; were proposed specifically. Each conflict occurs bidirectionally from family-to-work and work-to-family. This study considers
just time and strain conflicts bi-directionally. Previous studies on workfamily conflict using the big-5 model showed that neuroticism is a predictor
of both directions of work-family conflict (Wayne et al, 2004). And it is
related to work-family conflict positively (Bruck and Allen, 2003). Studies
have shown that people with low work-family conflict have greater
organizational commitment (Thompson; Beauvais and Lyness, 1998), and
increased job satisfaction (Kossek and Ozeki, 1998).While other studies have
shown these same variables to be antecedents of greater engagement in
organizational citizenship behavior (Organ and Ryan, 1995). Work-family
conflict and organizational citizenship behavior are two highly important
issues in organizational literature today (Levy, 2003). These research issues
are very important in modern organizations because of their effects on
personal lives of employees and on organizational success (Kossek and
Ozeki, 1998; Organ and Ryan, 1995). Today with the various use of
telecommunication technologies and information and the use of flexible
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working patterns, family and work life have become increasingly interrelated
(e.g., Valcour and Hunter, 2005). According to Brawn and Brooks (2002) "an
understanding of emotion, both our own and those of other people, plays an
important part in organizational life". In this study we want to show
employees with high in emotional intelligence have lower conflict between
their work and family.
The third variable, organizational citizenship behaviors, refers to the
individual contributions in the workplace that go beyond role requirements
(Organ and Ryan, 1995). Organizational citizenship behavior has been shown
to have favorably contributed to organizational outcomes, such as
organizational commitment (Podsakoff, Mckenzie and Bommer, 1996),
service quality (Bell and Mengue, 2002), job involvement (Dimitriades,

2007) and leader-member exchange (Bhal, 2006).in the previous studies
organizational citizenship behavior has been vastly used as it has been
shown to affect the whole organizational effectiveness (Walz and Niehoff,
1996). Organizational citizenship behavior is famous as extra-roles behaviors
that go beyond the employment contract, and do non-obligatory task without
to want recognition and explicit rewards (Organ, 1988). So, understanding
reasons and determining conditions that lead to such behaviors are useful to
generate an insight in to when and how these behaviors happen. A great deal
of studies have studied that there are five basic factors that affect most of the
variance in personality (e.g., Costa and McCrae, 1992). This research, adopts
Organ's definition of organizational citizenship behavior with five factors
and each dimension is discussed more in the following part:
(1) Altruism (ALT): altruism refers as voluntary behaviors that an employee
helps an individual with a particular problem to cover her or his task
under unusual statues.
(2) Courtesy (COUR): courtesy refers to an individual encourage other
workers when they feel discouraged about their professional
development. According to Padsakoff et al (2000) employees with high
courtesy would reduce inter-group conflicts.
(3) Civic virtue (CIV): civic virtue refers to the responsibility of the
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employees to participate in the life of the organizations such as keeping
up with the changes in the firm and attending meetings that are not
required by the organization (Organ, 1988).
(4) Conscientiousness (CON): Conscientiousness refers to as dedication to
the job that goes beyond formal requirements such as volunteer to
perform jobs besides duties and working long hours (Organ, 1988).
(5) Sportsmanship (SPO): sportsmanship refers to the behavior of warmly
tolerating the irritations which main parts of nearly every organizational
are setting (Organ, 1988). Good sportsmanship would increase the moral
of the work group (Podsekaff and Mackenzie, 1997).
The main hypotheses of the study are the following:
Hypothesis 1. Nurses' emotional intelligence associates negatively and
significantly with their work-family conflict.
Hypothesis 2. Nurses' emotional intelligence associates positively and
significantly with their organizational citizenship behavior.
Hypothesis 3. Nurses' work-family conflict associates negatively and
significantly with their organizational citizenship behavior.
Hypothesis 4. Work-family conflict is a mediator between emotional
intelligence and organizational citizenship behavior.
Hypothesis 5. Nurses' emotional intelligence dimensions are related to the
aspects of work-family conflict.
Hypothesis 6. Nurses' emotional intelligence dimensions are related to the
dimensions of organizational citizenship behavior.
In this study, structural equation modeling (SEM) was used to investigate
the effect of emotional intelligence and work-family conflict on
organizational citizenship behavior. SEM is a family of statistical techniques
that integrates and incorporates factor analysis and path analysis. SEM can
do a large number of exogenous and endogenous variables, as well as latent
variables as linear combination of observed variables specifically. It has
been vastly used in number of disciplines including healthcare, information,
management, banking, marketing, logistics, tourism management and
psychology.
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2. Method
2.1. Study setting
There are total of five university hospitals in Kashan, Iran. Since Dr.
Beheshti university hospital has more nursing staff (465) than the other
university hospitals, it was chosen as the place for the questionnaire survey.
The nursing were informed by the Nursing Room1 of the hospital about the
objective of the research and that their participation is voluntary. All the
nursing staff was invited to participate voluntarily to do so. The data was
gathered in June 2012.

2.2. The questionnaire survey

A total of 465 questionnaires were submitted to the Nursing Room of the

hospital to collect data, and 293 questionnaires were returned. 15
questionnaires were incomplete (there was no pattern between incomplete
questionnaires) and were excluded from analysis and 278 questionnaires
were fully completed and were included.
Following Brislin (1976)'s guidelines, by two different bilingual
researchers structured questionnaire consisting of three separate surveys, was
back and forward translated. Back and forward translated questionnaire by
related experts was recommended without adaptions or changes. The
response format was a 5-point Likert-type scale ranging from "strongly
disagree" to "strongly agree".
"Emotional intelligence questionnaire" developed by Wong and Law
(2002) was used to assess emotional intelligence. To measure the different
dimensions of emotional intelligence: OEA; SEA; UOE; ROE, the 16-item
emotional intelligence questionnaire was classified into 4 of 4 questions.
1. Nursing Room is a center in a hospital that manages and organizes the nurses in the hospital different
parts.
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The 24-item scale developed by Padsakoff, Mackenzie, Moorman and
Fetter (1990) was used to measure the five dimensions of organizational
citizenship behavior: Altruism; Sportsmanship; Courtesy; Civic virtue and
Conscientiousness.
Stephens and Sommer (1996) developed a work-family conflict scale to
measure three types of conflict; time, strain and behavior-based conflicts.
Each conflict occurs bi-directionally from family to work and work to
family. We used this questionnaire but in this study we omitted questions
related to behavior-based conflict (to limit our study in this part) and
measured just two types of conflict: time and strain.

2.3. Data analysis
Data analysis was done by using Amos 18. And the statistical program
package SPSS. P- Value equal or lower than 0.05 were considered significant
statistically. Exploratory factor analysis was carried out on all 16 items of the
emotional intelligence. Principle component analysis (PCA) pointed out four
factors, dimensions of emotional intelligence, each indicator loading
significantly to its hypothesized construct. Exploratory factor analysis on all
12 items of work-family conflict pointed out four factors, time-based workfamily conflict (T.WFC); strain-based work-family conflict (S.WFC); timebased family-work conflict (T.FWC); strain-based family-work conflict
(S.FWC), consistently with hypothesized items. Each indicator item loadings
were significant. Exploratory factor analysis on all items of organizational
citizenship behavior excluded five factors with significant item loadings too.
Confirmatory factor analysis was used on Amos 18 to evaluate
convergent validity. The measurement model with three variables was
assessed. To evaluate the fit of the model to the data, several indices were
calculated: chi-square statistic (χ2), χ2/d.f., p, root mean square error of
approximation (RMSEA), CFI and IFI. With the following indices: χ2 =

1770, p = 0; χ2/d.f. = 1.483; RMSEA = 0.059; PClose = 0.604; CFI = 0.899; IFI
= 0.902, the measurement model exhibited a good fit to data. All the loadings
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of the indicators to their constructs were significant at 0.01 levels, referring
convergent validity (Gϋldal Gϋleryϋz et al., 2008). None of the correlation
coefficients between the indicators of the constructs (emotional intelligence,
work-family conflict and organizational citizenship behavior) was greater
than 0.7 and indicator items for each construct were significantly correlated
to each other (Fig. 1).

In terms of cronbach's α and composite reliabilities, reliability analysis
was conducted for all the study variables. Cronbach's α coefficient went
beyond 0.7 for all cases. The results of the reliability analysis for emotional
intelligence and its dimensions, work-family conflict and its aspects as well
as organizational citizenship behavior and its aspects are given in table 1.

3. Results
3.1. A profile of the nurses
The participants were about 90℅ female with age ranging from 20 to 40
years old. About 90℅ of them were four years university graduate and had
been working at Dr. Beheshti university hospital between 1 to 15 years. The
sample of the nurses in this study was all registered nurses. About 80℅ of
the nurses were married.

3.2. Correlation analysis
The correlation coefficient for the study variables are given in table 1. A
look on the dimensions of emotional intelligence showed that, not all the
dimensions of EI have significant correlation with work-family conflict and
organizational citizenship behavior and not all the aspects of work-family
conflict have significant correlation with organizational citizenship behavior.
There was evidence in table 1 that all the dimensions of emotional
intelligence have negative correlation with work-family conflict and all the
aspects of work-family conflict have negative correlation with organizational
citizenship behavior, but there is a positive correlation between dimensions
of emotional intelligence and organizational citizenship behavior. A closer
240

The behavioral model of emotional intelligence effect on ...

look revealed that emotional intelligence is correlated with work-family
conflict negatively significant; the correlation between emotional
intelligence and organizational citizenship behavior is positively significant;
and the correlation between organizational citizenship behavior and workfamily conflict is negatively significant confirming the first three hypotheses
of this study.

Table 1
Correlation matrix and reliability result for study variables
variables
OEA UOE SEA ROE T.WFC T.FWC S.FWC S.WFC ALT CON COUR CIV
OEA

1

UOE

.246**

SEA

.462** .566**

ROE
T.WFC
T.FWC
S.FWC
S.WFC
ALT
CON

1

-.167

.060

1

-.178

**

-.055

.249

**

1

-.158

**

.253

**

.616**

-.076

.318

**

**

.401** .290** .360** .173**

.019

-.192

**

.024

.219

**

COUR

.380

**

CIV
SPO
EI

.362

**

-.022 -.209
-.356

**

-.190

**

-.160

**

-.221

**

.363

**

-.153

*

-.216**

**

1

-.171**

-.013

1

-.045

-.338

.134*

.217** .319** .211**

.079

-.026

-.061

-.022

.438** .275**

.306**

1

-.048

.037

-.223**

-.157**

-.335**

-.355**

-.016

-.110

-.076

.028

*

**

**

*

**

**

**

.057
.864

**

.082
.632

**

.161

**

.455

.159

.765

.392

**

.222

1

**

**

.182

**

-.085

.246

.630

.183

**

.419

**

**

WFC OCB

1

**

**

EI

1

**

.135

*

SPO

-.130

.044

-.268

**

.017
-.211

-.206

*

.381**

.029

.501

**

.140

**

-.154

.424

1
.378**

.280

1

.452

.307

**

1
.044

1

WFC

-.194** -.262** -.220** -.075

.500**

.732**

.849**

.745**

-.145*

.111

-.196**

-.028 -.379** -.264**

OCB

.353** .365** .444** .273**

-.036

-.263**

-.284**

-.109

.756** .520**

.706**

.692** .330** .498** -.257**

0.702

0.892

0.891

0.890

0.892

0.820

0.762

0.762

Cronbach's
α

0.769

0.801

0.708
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1
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1
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1

**
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-.110
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*

.424
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**

**
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**
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**
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*

-.157

-.335

**

*

-.268

**

-.206

**

-.154

**
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**

.849

**
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**

-.036

-.263

**

-.284

**

-.109

.756

0.708
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0.891
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0.820

.082
**

.632

**

-.075

**

.273

-.223

**

.044

-.171

**

**

0.801

.161

**

**

1

-.130
.500

-.355

0.890

*

**

.280

.111
.520

**

0.702

1

.452

-.196
.706

0.762

**

**

0.762

1
.044

.330

1

**

-.264

**

.498

0.704

**

**

0.787

1
-.257

**

0.813

1
0.749

**. Correlation is significant at the 0.01
level (2tailed).
* . Correlation is significant at the 0.05
level (2tailed).

EI=emotional intelligence; WFC=work-family conflict; OCB=organizational citizenship
behavior; SEA=self-emotional appraisal; OEA=others' emotional appraisal; UOE=use of
emotion; ROE=regulation of emotion; T.WFC=time-based work-family conflict;
S.WFC=strain-based work-family conflict; T.FWC=time-based family-work conflict;
S.FWC=strain-based family-work conflict; ALT=altruism; CON=conscientiousness;
COUR=courtesy; CIV=civic virtue; SPO=sportsmanship.
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3.3. The mediating effect of work-family conflict between emotional intelligence
and organizational citizenship behavior

There are several methods to assess the mediating effect of variables
using SEM techniques and regression (Holmbeck, 1997). The mediating
effect in this study was measured according to the SEM suggestions of
Holmbeck. Model was constructed from the view that emotional intelligence
predict lower work-family conflict(e.g., Laura Biggart, 2010) and workfamily conflict cause low organizational citizenship behavior (e.g., Barbara,
2010). In this study, standardized direct path coefficients tested for the model
are given in table 2. In the figures, error terms are presented with circles,
indicator variables are presented with rectangle and latent variables are
presented with ellipse.
The direct path between emotional intelligence and work-family conflict;
emotional intelligence and organizational citizenship behavior; work-family
conflict and organizational citizenship behavior were tested (for example to
test the direct path from emotional intelligence to organizational citizenship
behavior the coefficient of path from work-family conflict to organizational
citizenship behavior was constrained to zero). The direct path coefficients
were all significant in the predicted directions (table 2). Next the result of the
following was compared: (a) fit of the model in fig. 1 when the direct path
from emotional intelligence to organizational citizenship behavior is
constrained to zero (full mediated model); (b) fit of the model in fig. 1 when
direct path from emotional I intelligence to organizational citizenship
behavior is not constrained (partial mediated model).
Table 2, Direct paths tested for analysis.
Model 1: direct path

Coefficient

a
**

EI

-0.26

EI

0.62

WFC

**
**

-0.27

OCB
WFC
OCB
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Note: EI=emotional intelligence; WFC=work-family conflict; OCB=organizational citizenship behavior.
a
standardized values are presented.
*
p ≤ 0.05.
**

p ≤ 0.01

The result revealed that, addition of the direct path between emotional
intelligence and organizational citizenship behavior to the model improved
the overall fit of the partial mediated model. According to finding, workfamily conflict is a mediator between emotional intelligence and
organizational citizenship behavior, confirming the forth hypothesis of this
study. The partial mediational model in fig. 1 indicated a good fit to the data
with appropriate goodness of fit indices and significant path coefficients.
(table 3)
Table ٣. Comparing fit indices of the partially mediated and fully mediated models
Model
AIC RMSEA PCLOSE
CFI
IFI RMR
χ٢
χ٢/DF
Partially
٢٠٣٤.٥٤٧
.٠٥٩
.٦٠٤ .٨٩٩ .٩٠٢
.٠٩٩ ١٧٧٠.٥٤٧
١.٤٨٣
mediated
model
Fully
٢٠٦٠.٧١٦
.٠٦١
.٤٠٢ .٨٨٩ .٨٩٢
.٠٧٥ ١٧٩٨.٧١٦
١.٥٠٥
mediated
Model

3.4. Behavioral model of the relation of emotional intelligence dimensions with
the aspects of work-family conflict

To assess the extent to which the dimensions of emotional intelligence
affect the aspects of work-family conflict as well as the behavioral model of
this relation, according to the findings, study hypotheses and the literature
the structural model was constructed. Direct paths from each dimension of
emotional intelligence to each aspects of work-family conflict were tested
simultaneously. All the direct path coefficients from the dimensions of
emotional intelligence to the aspects of work-family conflict were significant
in proposed directions, except for the paths between pairs, ROE-S.WFC;
ROE-S.FWC; ROE-T.FWC and SEA-T.WFC. After eliminating the
insignificant paths, the fit of the model without direct path from ROE to
S.WFC, S.FWC and T.FWC; and from SEA to T.WFC was assessed.
According to fit indices, the model exhibit a good fit to data (fig. 2). As a
result, all the dimensions of emotional intelligence have significant relation
with the aspects of work-family conflict except the pairs, ROE-S.WFC;
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ROE-S.FWC; ROE-T.FWC and SEA-T.WFC.
So, fifth hypothesis of the study was confirmed except for the pairs,
ROE-S.WFC; ROE-S.FWC; ROE-T.FWC and SEA-T.WFC.

3.5. Behavioral model of the relation of emotional intelligence dimensions with
the dimensions of organizational citizenship behavior

To assess the extent to which the dimensions of emotional intelligence
affect the dimensions of organizational citizenship behavior as well as the
behavioral model of these relations, the structural model was constructed
according to the finding, study hypotheses and the literature. Direct paths
from each dimension of emotional intelligence to the each aspect of
organizational citizenship behavior were tested simultaneously. None of the
dimensions of emotional intelligence were related significantly to
"sportsmanship", so "sportsmanship" was omitted from the model. Also
UOE and SEA, were not significantly related to the dimensions of OCB, so
these two were omitted from the model too. All the other dimensions were
tested simultaneously.
After eliminating the insignificant paths, the fit of the model without
insignificant direct paths was assessed. According to fit indices, the model
exhibit a good fit to data (fig. 3). As a result ROE, has significant relation
with CON, and OEA has significant relation with CON, COUR, CIV and
ALT.
So, sixth hypothesis of the study was confirmed for the pairs, CON-ROE;
OEA-CON; OEA-COUR; OEA-CIV and OEA-ALT.

4. Discussion
According to the literature review, this study is the first study that
considers emotional intelligence, work-family conflict and organizational
citizenship behavior simultaneously and the only study that focuses on the
mediating effect of work-family conflict between emotional intelligence and
organizational citizenship behavior. In the literature there are few studies
analyzing the relation between emotional intelligence-work-family conflict
(e.g., Laura Biggart, 2010; Nancy J. Yanchus, 2010); emotional intelligenceorganizational citizenship behavior (e.g., Yaghoubi, 2011); and work-family
conflict-organizational citizenship behavior (Jennifer Denicolis, 2005;
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Barbara Beham, 2010). The current study found a positive relationship
between emotional intelligence and work family conflict of the nurses.
Nurses with high in emotional intelligence are more likely to have higher
levels of organizational citizenship behavior. The result supports the findings
of Hayo Sun (2010). As mentioned above, Barbara Beham (2010) studied the
relation between work-family conflict and

Fig. 1. Structural Model

246

The behavioral model of emotional intelligence effect on ...

2

2

Note: χ = 1770.547, p = 0; χ /d.f. = 1.483; RMSEA = 0.059; PClose = 0.604; CFI
= 0.899; IFI = 0.902. EI=emotional intelligence; WFC=work-family conflict;
OCB=organizational citizenship behavior; SEA=self-emotional appraisal;
OEA=others' emotional appraisal; UOE=use of emotion; ROE=regulation of
emotion; T.WFC=time-based work-family conflict; S.WFC=strain-based workfamily conflict; T.FWC=time-based family-work conflict; S.FWC=strain-based
family-work conflict; ALT=altruism; CON=conscientiousness; COUR=courtesy;
CIV=civic virtue; SPO=sportsmanship.

organizational citizenship behavior and the findings of this study showed
that employees with low work-family conflict are more likely to have higher
levels of organizational citizenship behavior, so Barbara's study is along
with current study. This finding is also supported by Jennifer's study (2005)
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in management literature.
The first three hypotheses of the study were about the existence of
significant relationship between emotional intelligence, work-family conflict
and organizational citizenship behavior. As the result of the analysis,
emotional intelligence has significant negative relationship with work-family
conflict. This finding is also supported by Laura Biggart (2010) in
management literature. Nurses who are high in emotional intelligence are
less likely to have work-family conflict. Analysis for the two other
Fig. 2. Structural Model

Note: χ٢ = ٥٩٣.٧٣٥, p = ٠; χ٢/d.f. = ١.٨٠٥; RMSEA = ٠.٠٦٧; CFI = ٠.٨٩٧; IFI =
٠.٩٠١. the insignificant paths were omitted and were not included in the calculation
of indices. SEA=self-emotional appraisal; OEA=others' emotional appraisal;
UOE=use of emotion; ROE=regulation of emotion; T.WFC=time-based workfamily conflict; S.WFC=strain-based work-family conflict; T.FWC=time-based
family-work conflict; S.FWC=strain-based family-work conflict.

variables, emotional intelligence and organizational citizenship behavior,
showed that emotional intelligence has significant positive relationship with
organizational citizenship behavior, this finding is also along with Hayo
Sun's study (2010) in literature. Nurses who are high in emotional
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intelligence are more likely to have higher organizational citizenship
behavior. The analysis of relation between work-family conflict and
organizational citizenship behavior that is a rare study in literature, showed
that work-family conflict has significant negative relationship with
organizational citizenship behavior as it has been studied in literature
(Barbara Beham, 2010). Nurses with work-family conflict are less likely to
have organizational citizenship behavior. Generally speaking, emotional
intelligence and organizational citizenship behavior are very important for
nurses specially in relation of patient satisfaction, nurses who can control
their emotions and can understand patient emotions and do more than their
duties for patients makes them happy and satisfied. Also nurses who can
understand, control and manage their emotions, are satisfied themselves in
the hospital as well as their work-family conflict will be decreased
subsequently. This study is a contribution to the literature on emotional
intelligence, work-family conflict and organizational citizenship behavior.
The forth hypothesis of the study was about the mediating effect of workfamily conflict between emotional intelligence and organizational citizenship
behavior. As the result of the analysis, the findings of this study showed that
emotional intelligence has effect on organizational citizenship behavior but
this effect appears partially through work-family conflict. Also emotional
intelligence has significant negative relationship with work-family conflict,
so nurses with high emotional intelligence have high organizational
citizenship behavior and their conflict will be decreased potentially. This
study makes a contribution to the literature on emotional intelligence and
organizational citizenship behavior through the findings on the mediating
effect of work-family conflict between the two variables.
The fifth hypothesis of the current study was the relationship between the
dimensions of emotional intelligence and the aspects of work-family
conflict. As a result of the analysis, all the direct path coefficients from the
dimensions of emotional intelligence to the aspects of work-family conflict
were significant in proposed directions, except for the paths between pairs,
ROE-S.WFC; ROE-S.FWC; ROE-T.FWC and SEA-T.WFC. So nurses who
can't regulate their emotions but can understand their emotions and other
emotions and can use their emotions to facilitate their work, decrease their
work-family conflict. This part of the study is a contribution to the literature
on the dimensions of emotional intelligence and work-family conflict
aspects.
The sixth hypothesis of the current study was the relationship between
the dimensions of emotional intelligence and the aspects of organizational
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citizenship behavior. Direct paths from each dimension of emotional
intelligence to the each aspect of organizational citizenship behavior were
tested simultaneously. None of the dimensions of emotional intelligence
were related significantly to "sportsmanship", one of the dimensions of
OCB, so "sportsmanship" was omitted from the model. Also UOE and SEA,
dimensions of emotional intelligence, were not significantly related to the
dimensions of OCB, so these two were omitted from the model too.
After eliminating the insignificant paths, the fit of the model without
insignificant direct paths was assessed. As a result, nurses who are
sportsmanship are not necessarily with high emotional intelligence, and
nurses who can just understand other emotions and control their emotions
have high organizational citizenship behavior. This part of the study is a
contribution to the literature on the dimensions of emotional intelligence and
the dimensions of OCB.
Overall, this research about Iranian nurses states that there is an effect of
emotional intelligence on work-family conflict as well as organizational
citizenship behavior partially through work-family conflict. Although this
study is not a cross-cultural one and the surveys and concepts used in this
research are western based ones, the results are along with other studies such
as Laura Biggart (2010); Hayo Sun's study (2010); Nancy J. Yanchus
(2010).due to cultural impact, each culture may response to the survey
questions differently. Nursing because of its job characteristics, demands
similar requirements among cultures and this can explain why the results of
this research are along with the results of other researches.
Emotional intelligence can play an important role in the behaviors of
nurses, so it is very important for nursing ,and improving the emotional
intelligence of nursing is a challenge. As emotional intelligence is an
important requirement for nursing, courses related to improving emotional
intelligence such as communication and self-management, psychology,
ethics and sociology have to be added to the nursing schools curriculum ;and
in the recruitment process to select potentially effective job applicants
measure of emotional intelligence must be considered (Palmer, 2003). As
emotional intelligence can be taught or learned, therefore development
programs and employee training have to design for nurses subsequently.
Nurses with good emotional capacity would be good at controlling their
feelings, dealing with other's feelings effectively, knowing their own
feelings and understanding their own behaviors and that of others. Because
of this, program about stress management, coaching, counseling, conflict
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management, anger management and time management can help nurses to
improve their emotional intelligence.

4.1. Study limitation
One of the limitations of the study is that emotional intelligence, workfamily conflict and organizational citizenship behavior were measured by selfreport questionnaires. With self-report measures, response distortion and social
desirability biases due to defense tendencies were a concern (Sy et al., 2006).
The study focuses on emotional intelligence, work-family conflict and
organizational citizenship behavior. It is a limitation that all other factors
affecting these variables were omitted. Also because of the nature of the job,
cultural effects were thought not to impact the results dramatically.
Therefore, if there are any possible outcomes of cultural impacts, were
neglected.
The relationship between emotional intelligence, work-family conflict
and organizational citizenship behavior was studied for the first time, but the
pairwise relations were widely considered. To compare the results of this
study, there were no other studies in the literature review.
By the fact that all the respondents belong to Dr. Beheshti university
hospital and the results cannot be generalized to all hospitals, the
generalizability of the findings is limited potentially. Nurses with stress and
heavy burden of job necessities have no time to complete the questionnaires
sincerely. The questionnaires in this study were filled voluntarily, however
the net response rate is still at the level of the literature (low).
Generally speaking, the limitation of this study mentioned above,
constrain its generalizability to other organizations. Because of this, a future
study has to be repeated in different hospitals or organizations.

5. Conclusion
Emotional intelligence, work-family conflict and organizational
citizenship behavior were found to have significant relationship with each
other. And work-family conflict is found to be a partial mediator between
emotional intelligence and organizational citizenship behavior. When the
dimensions of emotional intelligence and the aspects of work-family conflict
were taken in to account, all the direct path coefficients from the dimensions
of emotional intelligence to the aspects of work-family conflict were
significant in proposed directions, except for the paths between pairs,
"regulation of emotion" with "strain-based work-family conflict" , "strainbased family-work conflict" and "time-based family-work conflict" ; and
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"self-emotional appraisal" with "time-based work-family conflict". Finally
when the relations of the dimensions of emotional intelligence and the
dimensions of organizational citizenship behavior were analyzed, was found
that "regulation of emotion" has significant relation with
"conscientiousness", and "other emotional appraisal" has significant relation
with "conscientiousness", "courtesy", "civic virtue" and "altruism". This
study fills an important gap both in nursing literature and management,
although to make a generalization, further research is needed.
Fig. 3. Structural model

2

2

Note: χ = 350.771, p = 0; χ /d.f. = 1.314; RMSEA = 0.04; CFI = 0.925; IFI =

0.927. The insignificant paths were omitted and were not included in the calculation
of indices. SEA=self-emotional appraisal; OEA=others' emotional appraisal;
UOE=use of emotion; ROE=regulation of emotion; ALT=altruism;
CON=conscientiousness; COUR=courtesy; CIV=civic virtue; SPO=sportsmanship.
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