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Abstract  

Service employees, particularly nurses need to be professional in dealing with clients and maintaining their 
emotion. Moreover, they should have a sufficient level of knowledge and experience in order to enhance the 
healthcare service without any damage in their emotion and the level of their job satisfaction. This study aims to 
examine the impact of emotional intelligence on job burnout mediated by job satisfaction. The research model 
has six constructs, which are: self-emotion appraisal, others’ emotion appraisal, use of emotion, regulation of 
emotion, job satisfaction and job burnout. Respondents in this study are nurses in public hospitals in Gaza strip. 
A self-administered questionnaire was used to collect data. The sample size for this study is 450 respondents. 
The validity and reliability of scales will be examined using Average Variance Extracted (AVE), AVE square 
root, Fornell and Larcker’s (1981) measure of composite reliability and Cronbach’s alpha. The findings of this 
study will provide invaluable input to all healthcare providers in understanding the main role and importance of 
service employee’s emotion status in providing a superior service to patients in the unstable environment such as 
Gaza strip by managing his/her emotions during the interaction process with patients to avoid any damage in 
their emotion status. 
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1. Introduction 
In service areas, employees and workers are always in contact with their clients directly or indirectly (Salmi and 
Kinnunen, 2015). Davenport (2013) stated that staffs try to perform their work in a proper way and they might 
have a small choice to show off positive emotions at their profession. According to Preksha and Maheshwari 
(2018), healthcare workers, especially nurses are more likely to experience higher levels of stress, anxiety and 
depression; they also suffer the consequent psychosocial and biological effects of stress more than people in 
other professions. Nabirye et al. (2011) stated that healthcare workers in hospitals suffer from depression more 
than workers in other work fields. Thus, when nurses make a contact with patients, emotions, gestures, and 
postures of employees have a boundless importance so always there is a stress on staff from the administration to 
learn, train, and apply the learned emotions while dealing with clients (Salmi and Kinnunen, 2015). Ministry of 
Health (2019) stated that 2364 nurses are working in public hospitals in Gaza strip, which is distributed over 13 
public hospitals. In the past, researchers ignored emotions role in their studies of organizational behavior (Arvey 
et al., 1998). They considered workplace as a rational environment where employees’ emotions have no effect 
(Putnam and Mumby, 1993). This view has been changed by researchers because they found that employee’s 
emotions in the workplace affect individual and organizational outcomes (Arvey et al. 1998).  

2. Emotional Intelligence 
The concept of Emotional Intelligence was first introduced nearly a century ago. The published literature has 
acknowledged that the work conducted by Thorndike (1920) on social intelligence was the earliest work on 
emotional intelligence (Bar-On 2006; Gardner 1983). Gardner (1983) proposed the presence of different types of 
intelligences in individuals including the concepts of emotional intelligence and intrapersonal intelligence. 
Emotional Intelligence is the ability of knowing, understanding, managing and reacting to emotions among 
others. Intrapersonal Intelligence is the ability of knowing, understanding, managing and responding to one’s 
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own feelings and emotions. Gardner (1983) thought that these types of intelligences are as important as the type 
of intelligence typically measured by intelligence quotient (Petrides 2011). Furthermore, emotional intelligence 
term was coined for the first time by Salovey and Mayer (1990). This concept was given currency by Daniel 
Goleman in his book, emotional intelligence, published in 1995. Goleman (1995) claimed that Emotional 
Intelligence could be more powerful than Intelligence Quotient, caught the attention of scholars and made his 
book the bestseller of the time (Goleman 1995). Many researchers started to develop models and theories of 
emotional intelligence as it received wider acceptance from the scholarly community. In addition, the research 
literature on emotional intelligence has categorized these models into ability and trait/mixed models. The ability 
emotional intelligence models concentrate on mental abilities which enable people to use emotions-laden 
information with the aim of cognitive processing. That is, the ability models conceptualize emotional 
intelligence as a set of mental abilities for solving emotion-related problems. The mixed emotional intelligence 
models are the combination of mental abilities and personality traits such as enthusiasm, optimism, self-
confidence, etc. (Daus and Ashkanasy 2003; Fernandez-Berrocal and Ruiz 2008). Salovey and Mayer (1990) 
defined emotional intelligence as: the ability to monitor one’s own and others' feelings and emotions, to 
discriminate among them, and to use this information to guide one’s thinking and actions. Mayer and Salovey 
divided emotional intelligence skills and abilities into four areas and called it as four-branch model which is 
conceptually arranged from more basic psychological processes to higher psychologically integrated processes: 
Perception and Expression of Emotion, Emotional facilitation of thinking, Understanding emotions and 
Regulating/Managing emotions (Mayer and Salovey 1997). In 1998, Goleman introduced the Emotional 
Competence Framework, which grouped emotional intelligence competencies into two major categories: 
Personal Competencies and Social Competencies. Each of these, in turn, contains several domains or clusters 
(Goleman 1998). The Goleman’s model considered emotional intelligence as an array of emotional and social 
competencies and is known as competency model of emotional intelligence. It has been categorized as a mixed 
model which is specifically designed for workplace applications (Mayer, Salovey and Caruso 2000). 

According to Bar-On (2006), emotional intelligence is composed of several intrapersonal and interpersonal 
competencies, skills and facilitators that jointly determine effective human behavior. Therefore, he labeled this 
concept as Emotional-Social Intelligence. The emotional and social competencies in this conceptualization are 
grouped into five key components each with a number of other closely related sub-competencies and skills (Bar-
On 2006). Mixed models of emotional intelligence (e.g. Goleman’s model and Bar-On’s model) are more 
suitable for work place applications to study leadership traits, managerial skills and organizational commitment 
etc. of professionals. Whereas, the ability models (e.g. Mayer and Salovey’s model) are more suitable for 
studying the student population with respect to their academic characteristics. 

3. Job Satisfaction and Job Burnout 
The most used meaning of job satisfaction in organizational research is that of Locke (1976), who depicted job 
satisfaction as a pleasurable or positive emotional state resulting from the appraisal of one's job or job exercises. 
According to Weiss (2002), Cognitive and effective of job dissatisfaction are probably going to pervade and 
influence an individual's imagination from the minute he or she wakes to the minute the individual returns home 
from work.  

The notion of burnout was firstly coined by Freudenberger (1974) as exhaustion, disappointment, loss of power 
and energy as a result of exhaustion or overloading in person’s internal resources and energy as an outcome of 
unfulfilled desires. Amongst physical, behavioral and psychological problems affected by organizational stress, 
some diverse responses were noticed in 1970s and they were denominated as burnout (Freudenberger, 1974). 
With a view to reveal levels of burnout, Burnout Inventory created by Maslach (1981) was used by this study. 
According to Maslach (1981), burnout is defined as the condition which is experienced individually, is resulting 
from working in atmospheres with intense emotional anticipations for a long term, and is accompanied by 
symptoms such as desperation, disappointment,  physical exhaustion,  hopelessness, increase of negative 
behavior toward work, workplace, colleagues and life (Çokluk, 2000).  

4. Theoretical and Conceptual Framework 
The main goal of the conceptual framework of this study is to examine the effect of emotional intelligence on job 
satisfaction, which in return, affect job burnout in nurse in public hospitals in Gaza strip. This study is primarily 
based on well-established models and theories, which are employed to develop the framework of this study. this 
study relies on the ability model (Salovey and Mayer 1990) and affective theory, which states that emotions are 
the one contribute to defining work satisfaction to examine the relationship between emotional intelligence and 
job satisfaction (Sy et al. 2006). In addition, this study relies on job demand-control (JDC) theory to examine the 
relationship between job satisfaction and job burnout. 
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Figure 1 illustrates the research framework for this study, where the independent variables are self-emotion 
appraisal, others’ emotion appraisal, use of emotion and regulation of emotion, job satisfaction as a mediator 
variable and job burnout as the dependent variable. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1. Research’s Framework 

 

 

Various researches have been conducted on association between Employees’ emotional intelligence and level of 
job satisfaction in their working environment (Asvio et al. 2019; Liu 2016). Tagoe and Quarshie (2016) 
produced significant amount of evidences pertaining to affirmative alliance between higher emotional 
intelligence and job satisfaction. 

Hypothesis 1: 

1a: Emotional intelligence is positively related to job satisfaction. 

2b: Emotional intelligence is negatively related to job burnout. 

As mentioned earlier, employees with high level of emotional intelligence are capable to regulate their emotions, 
which in return make an influence on their level of psychological well-being and job satisfaction (Gholipour and 
Einolahzadeh, 2017; Zhang, et al., 2018). According to Laborde et al. (2016), emotional intelligence affects job 
satisfaction positively. In addition, job satisfaction has a negative impact on job burnout (Peng, et al., 2016; 
Salehi and Gholtash, 2011; Griffin, et al., 2009). No study examined the mediating role of job satisfaction on the 
relationship between emotional intelligence with job burnout. Therefore, it would be insightful to examine the 
indirect effect of emotional intelligence on job burnout through job satisfaction as a mediating variable. Thus, 
this study formulates the below hypothesis: 

Hypothesis 2: 

Job satisfaction mediates the relationship between emotional intelligence and job burnout. 

Job satisfaction, defined as evaluative judgments employees hold toward their occupational duties (Meyer et al., 
1993). Job satisfaction is important because it has strong implications for attendance, turnover, sabotage, job 
performance and the mental and physical health of employees (Miao, Humphrey and Qian, 2016). 
Sangganjanavanich and Balkin (2013) examined the correlation along with burnout and job satisfaction. The 
result came out to shed light on the importance of the link between job satisfaction and job burnout. Moreover, 
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Khamisa, et al. (2015) conducted a research to investigate the relationship between different variables such as 
work stress, job satisfaction, job burnout and general health of nurses. The research showed a negative effect of 
job satisfaction on job burnout. Many of the studies such as (Hunsaker, et. al. 2015; Leung, et. al. 2015; Jasperse 
and Dungey 2014; Scanlan and Still 2013) emphasized importance of the relationship between job burnout and 
employee’s satisfaction of various organizations.  

Studies on nurses’ job satisfaction in different countries revealed that job satisfaction is usually moderate or low 
in nursing profession (Akgöz et al. 2005; Asegid, Belachew and Yimam, 2014; Sabanciogullari and Dogan, 
2015; Yılmaze, 2013). In addition, researchers explored some factors that lead to job dissatisfaction. These are 
low public appreciation for nursing profession or poor image of the profession, low wages, inadequate social 
opportunities, poor relationship with the management, lack of job security, inadequate involvement in decision-
making processes, and inflexible working hours (Aiken, et al., 2013; El-Jardali, et al., 2009).  

Hypothesis 3: 

Job satisfaction is negatively related to job burnout. 

 

5. Research Design 
According to Creswell (2009), there are three common approaches that contribute to forming a research design 
including quantitative, qualitative and mixed-method. The quantitative approach was applied in obtaining the 
appropriate data to answer the questions of the study. In this study, an individual is considered as a unit of 
analysis. Only individuals who met the following criteria will be included in the analysis: 

Above 21 – of both gender, all age groups, socio-economic status and educational status. 

Only nurses who work in public hospitals in Gaza Strip. 

A self-administrated questionnaire was selected as a research instrument to examine the relationship between the 
variables. According to Weinberger et al. (1996), Researchers get two advantages by using self-administrated 
questionnaire to collect the data from respondents. The first advantage is enabling the researcher to gather the 
required information from a large number of respondents within a specific time. The second advantage is 
reducing the errors that may have come from improper research design or misuse of some vocabulary. 

5.1 Measures 

A four-point Likert scale was used to determine the things, ranging from “1” as “highly disagree” to “4” as 
“highly agree”. Researchers can get several gains from utilizing a four-point range such as boosting the validity 
of the inquiry, minimizing the neutral prejudice that occurs with a solution in the middle and cutting the 
possibility of answering without taking into consideration the things of measurement (Chomeya, 2010). All 
items utilized to determine emotional intelligence were adapted from Wong and Law (2002). A total number of 
16 items; four items for each variable (self-emotion appraisal, others’ emotion appraisal, use of emotion and 
regulation of emotion). This research made use of 12 items to gauge job satisfaction, the Minnesota Satisfaction 
Questionnaire (MSQ) developed by Weiss et al., (1967) was used to measure job satisfaction levels. Job burnout 
was measured by utilizing 9 items, which adapted from (Maslach and Leiter, 2008). 

5.2 Sample 

This study used non-probability sampling because it is impossible for the researcher to collect data from all 
nurses, as suggested by Saunders et al. (2009). The snowball-sampling technique was applied for two reasons. 
Firstly, it is impossible to obtain a list of all nurses contacts, the researcher could not have access to such data. 
Secondly, it is cheap, easy and subjects are always available (Etikan et al. 2016). According to Krejcie and 
Morgan (1970), 331 respondents is enough for a population of 2364 by using Krejcie and Morgan table. The 
researcher targeted more respondents as a margin of invalid and not returned respondents’ questionnaire. The 
total number of planned respondents is 450. 

6. Data Analysis 
This study uses Partial Least Squares Structural Equation Modelling (PLS-SEM) course modelling making use 
of Smart PLS 3.0 software using a two-step procedure to assess the study model (measurement model and 
structural model) as recommended by Henseler et al. (2009). Lots of research studies in the social scientific 
research domain used SmartPLS for statistical analysis, such as (Salem and Alanadoly 2020). 
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6.1 Demography of Respondents 

As mentioned before, 450 questionnaires have been distributed to the nurses in public hospital in Gaza Strip. 
However, only 381 usable questionnaires were returned to the researchers. Appendix 1 shows that the majority 
of participants were males (57%), aged between 25 to 30 years old (46.5%), bachelor’s degree holders (70.9%) 
and their monthly salary is below than NIS 2,000 (76.1%). 

6.2 Assessment of Internal Consistency Reliability 

This study applied Cronbach‟s alpha and composite reliability (CR) checks to analyse the reliability of the 
internal consistency of the framework. As a trustworthy research tool, the worths of Cronbach‟s alpha and 
composite reliability must be at least 0.7 for each and every construct (Hair et al., 2016). The outcomes indicated 
that all the constructs have an acceptable level of internal consistency reliability, as illustrated in Table 1. 

Table 1. Internal Consistency Reliability 

Construct  Cronbach‟s Alpha  Composite Reliability  

Other’s emotion appraisal 0.773 0.855 

Regulation of emotion 0.814 0.876 

Self-emotion appraisal 0.804 0.872 

Use of emotion 0.858 0.904 

Job Satisfaction 0.936 0.945 

Job Burnout 0.849 0.910 

 

6.3 Assessment of Convergent and Discriminant Validity 

This study assessed the convergent validity by examining the average variance extracted (AVE) value. The 
satisfactory level of (AVE) is 0.5 or more for each construct (Hair et al., 2016; Salem and Salem 2019). The 
AVE of each construct in this study ranges from 0.588 to 0.882, which is considered higher than the 
recommended value. On the other hand, the Cross-Loading Output test was applied to assess discriminant 
validity. The results showed that the indicators‟ loadings in the original variable are higher than all other 
loadings. Therefore, the measurement model of this study has a satisfactory level of convergent and discriminant 
validity, as illustrated in Appendix 2. 

6.4 Hypothesis Testing 

The bootstrapping procedure was applied with a number of 5,000 bootstrap samples and 381 cases to generate t-
statistics for all paths in order to test the significant level. The following sections explain the results related to 
each hypothesis. 

The findings demonstrate that EI has a positive effect on JB (β = 0.174, t = 3.621, p = 0.01). Hence, H1a is 
accepted. The findings demonstrate that EI has a negative significant impact on JB (β = -0.198, t = 4.432, p = 
0.01). Hence, H1b is accepted. 

Table 2 presents the path coefficients of the relationship between EI as an independent variable with JS as a 
mediator associated with its significance and the relationship between the mediator (JS) with dependent variable 
(JB) associated with its significance. Furthermore, it shows the path coefficients of the total effect and indirect 
effect of the relationship between EI, JS and JB associated with their significance. The findings show that EI has 
a positive significant effect on JS (β = 0.174, t = 3.621, p = 0.01). Moreover, the path coefficient of the 
relationship between JS and JB is significant (β = -0.184, t = 3.573, p = 0.01). Furthermore, the path coefficient 
of the direct relationship between EI and JB is also significant (β = -0.198, t = 4.432, p = 0.01). Hence, the 
relationship between EI and JB is partially mediated by JS and H2 is accepted. 
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Table 2. Path coefficients of EI a 

 

Table 3 presents the path coefficient and significance level findings of the relationship between JS and JB. The 
findings demonstrate that JS has a negative significant impact on JB (β = -0.184, t = 3.573, p = 0.01). Hence, H3 
is accepted. 

Table 3. Path Coefficient 

Hypothesis Relation Significance Sign Path Coefficient 
(β) 

T Statistics 

H6 JS-> JB 0.01 - 0.184 3.573 

 

7. Discussion 
emotional intelligence defined as “a set of interrelated abilities at the interface of emotion and cognition, 
including perceiving, understanding, using, and managing emotions” (Lopes 2016, p. 316). This study used 
Wong and Law (2002) sixteen-item scale to measure emotional intelligence. The findings showed that emotional 
intelligence has a positive impact on job satisfaction, which match the findings of previous studies that examined 
the relationship between emotional intelligence and job satisfaction (Liu 2016; Soleimani and Einolahzadeh 
2017; Wen et al. 2019). 

Liu (2016) study used 33-item scale developed by Schutte et al. (1998) to examine emotional intelligence and 
they found that the emotional intelligence of Chinese employees from two middle-sized state-owned enterprises 
has a positive effect on their level of job satisfaction. Moreover, Soleimani and Einolahzadeh (2017) study 
proved that the level of job satisfaction of the staff of a company in Tehran in Iran is positively affected by 
emotional intelligence. In the same context, Wen et al. (2019) study used Wong and Law (2002) sixteen-item 
scale to measure emotional intelligence and they also confirmed that emotional intelligence of the hotel 
employees in Guangzhou and Shenzhen in China has a positive impact on job satisfaction. 

7.1 Contribution and Implications 

This study has made contributions to research by examining the impact of emotional intelligence on job 
satisfaction and job burnout. Furthermore, this study examined the mediating effect of job satisfaction on the 
relationship between emotional intelligence and job burnout in healthcare industry of Gaza Strip in Palestine. 
Many studies have been done to examine the effect of emotional intelligence on job satisfaction (Liu 2016; 
Soleimani and Einolahzadeh 2017; Wen et al. 2019) and the effect of job satisfaction on job burnout (Ali and Ali 
2014; Salehi and Gholtash 2011; Vousiopoulos et al. 2019) in different industries. However, no study examined 
the mediating effect of job satisfaction on the relationship between emotional intelligence and job burnout. 

This study applied the affective theory developed by Heise (1979) as the main theoretical foundation to examine 
the effect of emotional intelligence on job satisfaction. The findings confirmed that emotional intelligence has a 
positive effect on job satisfaction, which considered compatible with previous studies that indicated there is a 
positive relationship between emotional intelligence and job satisfaction (Liu 2016; Soleimani and Einolahzadeh 
2017; Wen et al. 2019). On the other hand, the findings showed that emotional intelligence has a negative impact 
on job burnout, which considered consistent with previous studies that indicated there is a negative relationship 
between emotional intelligence and job burnout (Ayala and Keren 2020; Barari and Jamshidi 2015; Iqbal and 
Abbasi 2013). Furthermore, the findings of mediation analysis showed that job satisfaction partially mediates the 
relationship between all emotional intelligence and job burnout. 

Mediation IV to Mediator Mediator to 
DV 

Direct Effect Total 
Effect 
(β) 

 

Indirect 
Effect (β) 

Indirect 
Effect 
Sig. 

Partial/
Full 

(β) Sig. (β) Sig. (β) Sig. 

EI->JS->JB 0.174 0.01 -0.184 0.0
1 

-0.198 0.01 -0.230 -0.032 0.01 Partial 
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This study contributes to the emotional intelligence literature by presenting the different dimensions of 
emotional intelligence, discussing affective theory, which was developed by Heise (1979), demonstrating the 
direct effect of emotional intelligence on job satisfaction and job burnout and being the first study that examined 
the mediating effect of job satisfaction on the relationship between emotional intelligence and job burnout of the 
nurses of the largest three hospitals in Gaza strip in Palestine. 

7.2 Limitation and Future Research 

First of all, the population of this research study was limited to the nurses in public hospitals in Gaza Strip. 
Future study needs to check out the impact of emotional intelligence on job satisfaction and job burnout in 
various other industries. Second, this research study took a look at the impact of emotional intelligence on job 
satisfaction and job burnout only. The future research study is recommended to focus extra on checking out the 
influence of emotional intelligence on other job outcomes such as employee performance and intention to quit. 

This study made use of the only quantitative method in the data collection procedure. Therefore, future study is 
advised to combine qualitative and quantitative techniques. 

 

7.3 Conclusion 

The primary objective of this research study is to take a look at the effect of emotional intelligence of the nurses 
in public hospitals in Gaza on job satisfaction and job burnout and the mediating role of job satisfaction in the 
connection between emotional intelligence and job burnout. The outcomes of Smart PLS course model exposed 
that emotional intelligence has a positive impact on job satisfaction and job burnout. On the other hand, findings 
validated that job satisfaction fully mediates the connection between emotional intelligence and job burnout.  
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