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ABSTRACT

This paper investigates how moods or feelings of librarians can contribute to the
effective discharge of their traditional rolesinthelibrary system. Maslow'stheory
of human needs, concept of job satisfaction, and emotional intelligence are
explained. Relationship between job satisfaction and job performance,
correlation between emotional intelligence and job performance of librarians
are reviewed. The paper established the fact that library contributes immensely
totheliterary growth and overall devel opment of anyonethat usesits collections.
Therefore, librarians are not machines their psychological needs and feelings
are to be catered for in order to enhance their optimal productivity. The paper
postulates some factors that could contribute to the job satisfaction of librarians
and shows how their emotions could relatively be managed so as to enhance
their productivity.

Keywords: Job Satisfaction, Emotional Intelligence, Productivity, Job
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INTRODUCTION
Thework of thelibrarianisaservicedelivery one, ondaily basis; herendersservicesto
peoplefrom different background, culture, feelings/emotions, skillsand characters. Asa
result of thishe must haveknowledge on how to managehisemotionsand renderseffective
sarvicesto these"wonderful” library usersthat consult hiscollectionsfor aninformation
need or the other. Researchersacrossdi sciplineshavewritten countlessarticlesconcerning
thejob satisfaction of their professions. Authors have borrowed from psychol ogy, business
administration, human resources management, and the wide umbrellaof organizationd
scienceto define, measure, andinterpret thesgnificanceof job satisfactioninther discipline.
Whileasignificant body of literature has not been sufficiently written concerning job
satisfactioninthefield of librarianship. Themajority of someliteraturesinlibrary science
haveonly focused onthelibrary users: what do patronswant, how dothey useit, how can
librarians best provideit for them?Whet issometimesforgottenisthat information providers
are not machines; in spite of predictionsto the contrary, the day hasnot comeinwhich
computers have taken the place of human beingsin providing information servicesto
patrons. Assuch, librariansand information professionalsof all types should remember
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that the organizational psychology that affectsall other fields appliesto them, too. Itis
imperativeto recognizethat factorsthat impact thelibrary employeeasanindividua can
impact hisor her performance asaserviceprovider aswell. Job satisfactionis, then, as
key tolibrarianship asto any other profession. Theaim of thispaper isto examineemotiona
intelligence, job satisfaction and librarians performance. Specificaly, thepaper intendsto
investigate how moodsor fedingsof librarians can contributeto the effective discharge of
their traditiona rolesinthelibrary system, especidly inthiscontemporary ageof information
communicationtechnology (ICT). However, theultimate god of theauthorsisto examine
if there is any correlation between job satisfaction, emotional intelligence and job
performanceof librarians. Therefore, variousfactorsthat could contributeto job satisfaction
of librariansand reinforcetheir productivity arereviewed.

Model of Emotional Intelligence: Before continuing in the overview of emotional
intelligence, it may beuseful to takeadight detour and look at theword emotion. While
the precise definition of emotion may bedebated by psychologists, Goleman (1995) uses
thetermto refer to "afeeling and itsdistinctive thoughts, psychol ogical and biological
states, and range of propensitiesto act.” He notesthat the main categoriesor families of
emotionsare: anger, sadness, fear, enjoyments, love, surprise, disgust, and shame. These
corefamiliesarethe key componentsto consider when examining emotional intelligence
andformtheframefor further analyss.

Therefore, emotiona intelligence (El) referstotheability to perceive, control and
eval uate emotions. Someresearchers suggest that emotiona intelligence can belearned
and strengthened, whileothersclamitisaninborn characteristic. Since 1990, Peter Sdovey
and John D. Mayer have been theleading researcherson emational intelligence. Intheir
influentid article"Emotiond Intelligence," they defined emotiond intelligenceas, "thesubset
of socid intelligencethat involvestheability to monitor one'sown and others feelingsand
emotions, to discriminate among them and to usethisinformation to guide one'sthinking
andactions’ (1990). Besides, emotiona intelligence could be measured using thefollowing
instruments. Reuven Bar-On'sEQ-1, Multifactor Emotional Intelligence Scae (MEILS),
SdigmanAttributiona Style Questionnaire (SA SQ) and Emotional Competencelnventory
(ECI). Sdlovey and Mayer (1990) proposed amodel that identified four different factors
of emationd intelligence: the perception of emotion, reasoning with emotions, theahility to
understand emotion and the ability to manage emotions.

Perceiving Emotions. Thefirst stepin understanding emotionsisto accurately perceive
them. In many cases, this might involve understanding nonverbal signalssuch asbody
languageandfacia expressons.

Reason for using Emotions. The next stepinvolvesusing emotionsto promotethinking
and cognitive activity. Emotions help prioritize what we pay attention and react to; we
respond emotionaly to thingsthat garner our attention.

Under standing Emotions: The emotionsthat we perceive can carry awide variety of
meanings. If someoneisexpressing angry emotions, the observer must interpret the cause
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of their anger and what it might mean. For example, if your bossisacting angry, it might
mean that heisdissatisfied with your work; or it could be because he got aspeeding ticket
on hisway towork that morning or that he'sbeen fighting with hiswife.

Managing Emotions. Theability to manage emotionseffectively isakey part of emotiond
intelligence. Regul ating emotions, responding gppropriately and responding totheemotions
of othersareall important aspect of emotional management.

The major impact that thismodel hason thisstudy isthat it helpslibrariansto
know, monitor and control their feelingsand emotions, discriminate among them and use
theinformationto guidetheir thinking and actionsin dealing with various peoplethat visit
thelibrary for their educational needs. These peopleare of different character, someare
highly temperamental and lousy; while someare quiet and easy going. Hence, with the
knowledge of emotional intelligence, librarian must be able to manage these peopl€e's
behaviour and render efficient servicesto them.

Maslow's Hierarchy of Needs Theory and Job Satisfaction: Abraham Maslow's
hierarchy of needstheory wasoriginally publishedin 1943. Hispropositionisthat human
being areinsatiabl e they alwayswant more and what they want depends on what they
already have. Human needs are arranged in ahierarchical order of importance. These
rangefrom physiologica needs, safety need (lower/primary level), loveneeds, self esteem
(ego) needs and sdlf-actualisation needs (highest/secondary level). Mad ow connectsthe
creation of the existence of peopl€'s sense of satisfaction with the maintenance of the
classified needs. Theseare: physiological needs (eating, drinking, resting, etc.), security
needs(pension, hedthinsurance, tc.), theneed tolove (good re aionswith theenvironment,
friendship, fellowship, to love and to beloved), need to self-esteem (sel f-confidence,
recognition, adoration, to be given importance, status, etc.) need of self-actualization
(maximization of thelatent [potential] power and capacity, devel opment of abilities, etc).
Insufficient education, inability to select qudified workersfor thejob, lack of communications,
lack of job definitions, al affect job satisfaction negatively.

It has been asserted that participating in the management, having the decision
making power, independence on the job and the unit where theindividua works, have
positive impact upon the job satisfaction. The job itself (the work conducted), and
achievement and recognition at work result in satisfaction while the management policy,
relationswith themanagersand colleaguesresult in dissati sfaction. Factorsrelated to the
jobitsalf suchasusing talents, creativity, responsbility, recognition haveinfluenceon the
job satisfaction. Maslow later modified hisviews by noting that satisfaction of self-
actudisation needsby growth-motivated individua scan actualy enhancetheseneedsrather
than reducethem. Al so he accepted that some higher level needsmight till emerge after
long deprivation of lower level needs, rather than only after the satisfaction. However, it
should be emphasi zed here that with theknowledge of Mad ow hierarchy of needstheory,
librarianswill beabletoidentify variouslevelsof hisclienteleneeds, putin placerelevant
library collectionsthat could possibly meet those needsand thiswill eventually enhance
their productivity asinformation providers.
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Job satisfaction hasbeen definedin severd different waysand adefinitivedesgnation
for thetermisunlikely tomateridise. A smpleor genera way todefineit thereforeisasan
attitudinal variable: Job satisfactionissmply how peoplefed about their jobsand different
aspects of their jobs. It is the extent to which people like (satisfaction) or dislike
(dissatisfaction) their jobs. (Spector,1997). An aternative approach isthat proposed by
Sousa-Pozaand Sousa-Poza (2000), based on the assumption that there are basic and
universa human needs, andthat, if anindividud'sneedsarefulfilledinther current Stuation,
thenthat individua will be happy. Thisframework postul atesthat job sati sfaction depends
on the bal ance between work-roleinputs - such aseducation, working time, effort - and
work-roleoutputs- wages, fringe benefits, status, working conditions, intrinsi ¢ aspects of
thejob. If work-role outputs (‘pleasures) increaserel ative to work-roleinputs (‘pains),
then job satisfaction will increase (Sousa-Pozaand Sousa-Poza, 2000).

Rose (2003) viewsjob satisfaction asabi-dimensional concept consisting of
intrinsic and extring ¢ sati sfaction dimensions. Intrinsic sources of satisfaction depend on
theindividua characteristicsof the person, such astheability touseinitiative, relaionswith
supervisors, or thework that the person actualy performs; thesearesymbolic or quditetive
facets of the job. Extrinsic sources of satisfaction are situational and depend on the
environment, such aspay, promotion, or job security; thesearefinancial and other materia
rewardsor advantagesof ajob. Both extring candintring ¢ job facets should berepresented,
asequally aspossible, inacomposite measure of overall job satisfaction. Job satisfaction
isthelevel towhichworkersliketheir work andit isthedifference between what employees
expect and what they receive. Itisagenerd attitude toward thejob; the difference between
theamount of rewardsempl oyeesreceive and the amount they believethey shouldreceive
(Roccaand Kostanki, 2001).

Job satisfaction according to Buchanan (2006) isacomplex and multifaceted
concept, which can mean different thingsto different people. Job satisfactionisusually
linked with motivation. Satisfactionisnot thesameasmotivation. " Job satisfactionismore
an attitude, aninterna state. It could, for example, be associated with apersona fedling of
achievement, either quantitative or qualitative." Inrecent yearsattention tojob satisfaction
has become more closely associated with broader approachesto improved job design
and work organization, and the quaity of working lifemovement. Inthelibrary set up,
librarians render some services such as: selection and acquisition of relevant library
collections, organizing these collectionsfor easy access bility and quick retrieva, managing
and maintenance of book shelves, reference services, current awareness services, inter-
library loan, provision of e-booksor e-journalsto readersand other essential servicesto
their users. All these servicesif they arefaithfully rendered createjoy inthemind of librarians
and makethem to be satisfied with thelevel of their job.

Relationship between Job Satisfaction and Job Performance: The relationship
between job satisfaction and performanceisanissueof continuing debate and controversy.
Oneview, associated with the early human relation’'sapproach, isthat satisfaction leadsto
performance. An alternative view isthat performanceleadsto satisfaction. However, a
variety of studies suggest that research hasfound only alimited rel ationship between
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satisfaction and work output and offer scant comfort to those seeking to confirmthat a
satisfied worker isal so aproductive one. Labor turnover and absenteei sm are commonly
associated with dissatisfaction, but although there may be some correlation, thereare
many other possiblefactors. No universal generalizations about worker dissatisfaction
exigt, to offer easy management solutionsto problemsof turnover and absenteeism. The
study suggeststhat itisprimarily intherealm of job design, where opportunity residesfor
acondgructiveimprovement of theworker'ssatisfaction level.

Also, Buchanan (2006) positsthat individua performanceisgeneraly determined
by threefactors: motivation - the desireto do thejob; ability, the capability to do thejob,
and thework environment, thetools, materia's, and information needed to do thejob. If an
employeelacksability, the manager can providetraining or replacetheworker. If thereis
an environmental problem, the manager can a so usually make adjustmentsto promote
higher performance. But if motivationisthe problem, themanager'staskismorechdlenging.
Individual behavior isacomplex phenomenon, and the manager may not be abletofigure
out why theempl oyeeisnot motivated and how to changethebehavior. Thus, dsomoativation
playsavitd rolesinceit mightinfluence negatively performanceand becauseof itsintangible
nature.

Job stisfactionisacritical issuefor every organization because sati sfied employees
arereportedly known for good performanceand viceversa. Several factorscometogether
to determine the job satisfaction including the basic factor (pay, work, supervision,
promotion, coworkersand work environment), the demographi c attributes of theemployees
and thebroader socia, organizational, and human contexts congtituting thetotality of work
environment (Shah and Jalees, 2004). Changein context changestherole of al other
determinants of job satisfactionin any type of the organization. Both public and private
sector organizationsof advanced and devel oping countriesare susceptibleto the contextua
implicationswhich substantially changethelevel of job satisfaction or otherwise (Sattar
and Nawaz, 2011).Job satisfactionisthe degree of "favorableness or unfavourableness
with which employeesview their work (Werther and Davis, 1999)." It refersto aworker's
generd attitudetowardshigher job, for example, apersonwith highlevel of satisfaction
hasapositiveattitudetowards hisjob, whileonewho is dissatisfied with thejob can hold
anegativeattitude (Robbinsand Coulter, 2005). Someresearchersarguethat job satisfaction
isthe emotional state created by the bal ance between rewards and expectations of a
worker from hisg’her job, for example, if employeesfeel that they aretreated unfairly,
recelvelessrewards, they aremorelikely to have anegative attitude toward their work,
boss or coworkers (Luthans, 2005).

Job satisfaction of thelibrarian naturally depends on the economic, social and
cultural conditionsinagiven country (Ebru, 1995). A librarian who cannot get asufficient
wagewill befaced with the problem of maintaining hisor her family'slife. Thisproblem
putsthelibrarian far from being satisfied. Especially the socia facilities (transportation
services, and consumer cooperatives-cash boxes) are sufficient because of the economic
conditions. Low wages and lack of status and social security affect motivation. Job
sati sfaction cannot betalked of wherethereisabsence of motivation. Job satisfaction of
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thelibrarianwho hasanimportant placein theinformation society will affect thequality of
the service herenders. Inthisrespect, the question of how the material and moral element
affect thejob satisfaction of thelibrariansgainsimportance (Ebru, 1995).

Correlation between Emotional Intelligence and Job Performance of Librarians
Akinboye (2003) describes Emotiona Intelligence asaset of non-cognitiveactivitiesthat
influence human ability to succeed in life and workplace. It must be emphasized that
emotiond intelligence does not and should not bethought of asareplacement or substitute
for ability, knowledge or job skills. Emotional intelligenceis hypothesized to enhance
workplace outcomes but does not guaranteeit in the absence of suitable skills. Emotional
Intelligencein the workplace can play amajor rolein making staff more committed,
motivated, productive, profitable, and thereforeamore enjoyableworkplace (Anneet d.,
2007). Study conducted by Anneet al., (2007) showed that individual swith ahigher
perceived ability to regulatetheir emotionsweremorelikely to report being motivated by
achievement needs. Thus, librarianswho regularly receive positivefeedback (achievement
orientation) from management and usersfor their contributions are motivated to think
about how they can perform evenmoreintheir library (Tellaet al, 2007).

The ability of librarian's emotions and the feelings of others are pivota to
relationshipsor interactionsthat are: engaging, exciting, fulfilling, creetive, and productive
(Birdi et al, 2009). Moreover, it isessential for aconnection or communication to be
established between library staff and patrons (Sanderback, 2009). The achievement of
theserelationshipswill depend on theimportance of the rel ating approaches used by
library staff. Onelikely indicator of thestaff'sability toreatetotheir usersistheir level of
emotional intelligence and to be ableto build, cultivate, sustain and occasionally patch
relationshipswith library patrons (Mills& Lodge, 2006).

According to Downing (2009), the changing and evol ution of theinformation
landscape, requireslibrary staff be able to making right decision and understand user
demands, in order to retain their usersin the competitive environment. Library services
therefore, must be ableto recognize and combine potentia interpersonal, intrapersonal
(Emotional intelligenceskills) and technical skillsin order to makebetter or right decisons
( Goleman, 1995; Harmon, 2000). Librarians can sense and perform morerationaly in
the moment by developing self-regulation skills that enable him or her to quickly
metamorphose negative, weakening emotionsinto more positive, productive ones (Stock,
2009). Furthermore, E | claimed to affect awide area of work behaviours, including
employee commitment, teamwork, and devel opment of talent, innovation, qudity of service
and customer loyalty. According to Cooper and Sawaf (1998), research atteststhat people
with highlevelsof emotional intelligence experience more career success, build stronger
personal rel ationshipslead more effectively, and enjoy better health than those with low
emotiond intelligence, thefollowing reasonsattest tothis: First, moreemotiondly intelligent
individual s presumably succeed at communicating their ideas, goalsand intentionsin
interesting and assertiveways, thus making othersfeel better suited to the occupational
environment (Goleman, 1998). Second, emotiond intelligencemay berelated tothesocia
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skillsneeded for teamwork, high emotional intelligenceindividual s particularly adopt at

designing projectsthat involveinfusing productswith feelingsand aesthetics (S oberg,

2001). Third, emationa intelligencelead to career development. If aworker hasan gptitude

for understanding peopleand himself, perhapshewill consider peopleintensive career

and help the subordinate staff to develop it. Besides, El encourages management
devel opment. Managerswho focuseson their technical skillsdo not manage successfully
they arejust in charge. Therefore, understanding and enhancing emotiond intelligencemay
encourage certain management skillsand styles. Also, E | lead to team effectiveness.

Teamsaremorethan thesum of theindividual parts. Theglue, which holdsteamstogether,

may be supplied by emotiona intelligence. Finally, E | isclaimed toinfluenceonésability

to succeed in coping with environmental demandsand pressures, clearly and important set
of behavioursto harnessunder stressful work conditions. Aboveall, librarieswill also
benefit from applying El intermsof:

i Emotional Salf-awareness. Thiscompetenceincludesidentification of emotion
and understanding how emotionsarerelated to one'sgoal, thoughts, behaviours,
and accomplishments (Goleman, 1998).

i Regulation of emotionsinthe SAf: Thiscompetenceinvolvesintentiondly liciting
and sustai ning pleasant and unpleasant emotionswhen considered appropriate,
effectively channdling negativeeffect, and restraining negativeemationa outbursts
and impulses(Goleman, 1998).

i Social awareness of emotionsand empathy: Thisincludesawarenessof other's
fedlings, needsand concern, understanding and sympathising with othersemotions
and responding to other'sunspoken feelings (Goleman, 1998).

v Regulating emotionsin others: Thiscompetenceincorporatesinfluencing others,
effectively communicating with othersand managing conflicts (Weisinger, 1998).
v Motivational tendencies: Thisincludes such componentsasinternal strivings,

attributions and need for achievement.
] Character, whichincludestrust and integrity.

CONCLUSION
Thusfar, theauthorsof thispaper havebeen describing researches suggesting that "emotiona
intelligence" isanimportant ingredient of successinwork andinlife. However, thisnotion
actually issomewhat simplistic and mideading. Both Goleman (1998) and Mayer et a
(1998) haveargued that by itself emotional intelligence probably isnot astrong predictor
of job performance. Rather, it providesthe bedrock for competenciesthat are neededin
enhancing job performance of workersinany organisation. Goleman (1998) hastriedto
represent thisideaby making adistinction between emotional intelligence and emotional
competence. Emotional competencerefersto the personal and social skillsthat lead to
superior performanceintheworld of work. "The emotional competenciesarelinked to
and based on emotiond intelligence. A certainlevel of emotiond intelligenceisnecessary
to learn the emotional competencies’. For instance, the ability to recognize accurately
what another person isfeeling enables oneto devel op a specific competency such as
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influence. Similarly, peoplewho are better ableto regulatetheir emotionswill findit easier
to devel op acompetency such asinitiative or achievement drives. Ultimately, itisthese
socia and emotional competenciesthat we need toidentify and measureif wewant to be
ablepredict job performance of workersin any organisation. Aboveall, in the context of
librarians, thefollowing factors could enhance their job satisfaction: work environment
(peaceful and friendly environment), good salary, promotion, adegquate work equi pment
andfacilities, resourcesi.e. library collectionsand training opportunities. Whilethosefactors
that constituteemotional intelligenceof librariansare: know yoursdlf, emotions, feglings,
strength and weaknessesand that of their library clients, they should usetheseknowledge
toimprovetheir job performance. They should makelibrary an attractive placetovisit by
dl.
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