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ABSTRACT

The people who have high-level emotional intelligence are more successfull communication skills than others who have low
level emotional intelligence. Research in the literature is more focused on the relationship between these two concepts, but
effectiveness of organizational culture has been overlooked in among this relationship. Therefore, the Emotional Intelligence,
Communication Skills and Organizational Culture were examined theoretical framework and the relationship between them
were revealed in this research. The population of the research involves 613 health employees working at a Training, Research
Hospital and a Private Hospital in fzmir (doctor, nurse, health staff and ATT). The data set used for the research consists of
four parts. These are; Emotional Intelligence scale designed by Hall, Korkut’s Communication Skills Scale, Denison’s
Organization Culture scale and Demographics Features. Firstly, The obtained data have been entered into the SPSS 20.0
(Statistical Program for Social Sciences) package program. After that, Exploratory Factor Analysis was made and the
Cronbach's alpha coefficients were analyzed for reliability analysis. Also, confirmatory factor analysis was made, conceptual
model which was established in the research were tested with "structural equation model” (SEM). Finally, Results suggest a
positive and significant association between Emotional Intelligence, Communication Skills and Organizational Culture. Also,
Mediating Role of Organizational Culture was determined.
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OZET

Duygusal zekasi yliksek olan bireyler, iletisim becerileri konusunda duygusal zekasi diigiik olanlara gére daha basarilidirlar.
Literatiirdeki arastirmalar daha ¢ok bu iki kavram arasindaki iliskiye yogunlasmis, fakat bu iliskide orgiit kiiltiiriiniin etkili
olabilecegi goz ardi edilmistir. Bu nedenle, bu aragtirmada Duygusal zeka, iletisim becerileri ve orgiit kiiltiirii kavramlari teorik
cercevede incelenerek aralarindaki iliski ortaya ¢ikarilmaya calisilmustir. Arastirmanin evrenini Izmir ilindeki bir egitim
aragtirma hastanesi ve bir 0zel hastanede gorev yapan 613 saglik calisani (hekim, hemsire, saglik memuru ve ATT)
olusturmaktadir. Calismada kullanilan veri seti dort boliimden olusmaktadir. Bunlar; Hall tarafindan gelistirilen Duygusal Zeka
Olgegi, Korkut un Iletisim Becerileri Olgegi, Denison’m Orgiit Kiiltiirii 6lgegi ve Demografik ézelliklerdir. Elde edilen veriler
oncelikle, SPSS 20.0 paket programina girilmistir. Sonrasinda Aciklayici Faktor Analizi yapilarak, Giivenilirlik analizi i¢in
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Cronbach Alfa Katsayisina bakilmistir. Ayrica Dogrulayici Faktor Analizi yapilarak, arastirmada kurulan kavramsal model
“yapisal esitlik modeli” (YEM) ile test edilmistir. Sonucta, arastirma duygusal zeka, iletisim becerileri ve orgiit kiiltiirii arasinda
pozitif ve anlamli iligkileri desteklemis ve orgiit kiiltiirliniin araci rolii tespit edilmistir.

Anahtar Kelimeler: Duygusal Zeka, iletisim Becerileri, Orgiit Kiiltiirii ve Saglik Calisanlari.

1.INTRODUCTION

In recent years, emotional intelligence and its importance have been accepted by the companies. In
the same way, communication is another important issue that has been emphasized by the companies.
While emotional intelligence and communication skills are examined in the literature, there is not
much research on the importance of organizational culture in this relationship. Emotional intelligence
and communication skills cannot be considered separately, but organizational culture should not be
forgotten. The concept of emotional intelligence and communication is of great importance in
healthcare employees. Because their work requires direct communication with patients and service
can only be offered by teamwork. Therefore, the health sector, where the communication is intense,
is an important for this research. Recently, studies show that among the best performers in the
companies, there are people with high emotional intelligence who are able to communicate with their
colleagues in a healthy manner and are suitable for team work. Therefore, it is considered that the
result of the research will contribute to the literature and health companies.

2. LITERATURE REVIEW
2.1. Emotional Intelligence

The concept of emotional intelligence was first introduced in the literature in 1990 by Mayer and
Salovey. They originally defined emotional intelligence as the ability of an individual to monitor
one’s own and others’ emotions; to discriminate among the positive and negative effects of emotion;
and to use emotional information to guide one’s thinking and actions. Emotional intelligence can be
seen as a type of social intelligence, however, emotional intelligence is actually a more focused
concept that can be defined as the processing of emotions and knowledge related information (Grewal
& Salovey, 2005).

Mayer and Salovey (1997) conceptualized El in four dimensions: (1) appraisal of emotion in self, (2)
appraisal and recognition of emotion in others, (3) regulation of emotion in self, and (4) use of
emotion to facilitate performance. Self-emotion appraisal reflects the ability to accurately perceive
and appraise one's own deep emotions and to express these emotions naturally. Appraisal of others’
emotions is the ability to accurately perceive and understand the internal and external emotions of
others. Regulation of emotion involves managing, controlling, or altering emotions in specific
directions to facilitate pleasant feelings, to enhance positive affective states during psychological
distress. Use of emotion reflects the ability to make use of emotion for constructive activities and for
personal performance.

2.2. Communication Skills

Omololu (1984) defined that communication skills are listening, comprehensible speaking, eye
contact, encouraging speech, praising, and non-verbal behavior. Thamhain (1992) mentions that
effective established communication adds value to the organization. Communication skills can be
summarized as being sensitive to verbal and non-verbal messages, listening effectively and reacting
effectively (Korkut, 2004, p.80). Hersey et al. (2001) mentions that the existence of a direct
correlation between effectiveness and communication in some organizations.

The process of communication between two individuals can be illustrated below:
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Figure 1: Process of Communication

The effectiveness of communication depends upon the extent to which the sender has succeeded in
making the receiver understand his idea. This can be evaluated through feedback, where the receiver
responds to the sender in the form of clarifications and doubts. Feedback, which makes
communication two way is important because it helps to evaluate the effectiveness of the
communication (http://www.img.kerala.gov.in/docs/downloads/communication.pdf).

2.3. Organization Culture

Organizational culture includes an organization’s expectations, experiences, philosophy, as well as
the values that guide member behavior, and is expressed in member self-image, inner workings,
interactions with the outside world, and future expectations. Culture is based on shared attitudes,
beliefs, customs, and written and unwritten rules that have been developed over time and are
considered valid (The Business Dictionary). One of the most obvious effects of organizational culture
is its impact on employees' behavior (Odom vd., 1990, p.157). In our research, the organizational
culture, which is thought to have an mediating role, Howard (1998) mentions a direct impact on
emotional intelligence and communication effectiveness.

2.4. Relation of Organization Culture and Communication Skills

Organizational culture plays a key role in communication. According to Conrad & Poole (2005),
communication means creativity, sustainability and management method among individuals.
Communication helps people to develop culture. Therefore, communication and culture are
inseparable and always together, so that culture affects communication also communication affects
culture. According to the traditional approach of communication activity, communication affects
organizational culture and strengthens interpersonal shared values, ideas, and behaviors (Tucker et
al., 1996; Goodman, 1998). Gray and Robertson (2005) also mentions that communication directly
affects organizational culture and behavior. Culture is shared through communication.

2.5. Relation of Organization Culture and Emotional Intelligence

Goleman, Boyatzis and McKee (2002) state that managers' emotional intelligence has a significant
impact on culture, especially on organizational culture. Also, culture affects the development of
emotional intelligence (Jorfi, 2012). Behera and Pena (2014), in their research on the students and
employees of a private university in Orisa, stated that emotions would create a positive environment
in effective communication and they have mentioned this relationship by emphasizing a negative
organizational culture and climate when the relationship cannot be established correctly (Behera and
Pena, 2014, p.100). In the organizations, the creation of emotional intelligence is one of the ways of
developing the organizational culture (Danaeefard, Salehi, Hasiri and Noruzi, 2012, p.1925).

2.6. Relation of Emotional Intelligence and Communication Skills

There are many studies in the literature supporting the relationships between emotional intelligence
and communication skills. Su Eroz (2011), in his research; the dimensions of emotional intelligence
have been demonstrated the relationship between communication skills. However, the relationship
between emotional intelligence and communication skills is not very high. Jorfi (2012), in a study
conducted on 145 people working in educational institutions in Iran, revealed that emotional
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intelligence has a great impact on communication skills and mentioned that managers should
emphasize these two issues.

3.METHOD
3.1. The Objective of the Research

The objective of the research is to determine the relationship between emotional intelligence and
communication skills of Health Care Employees and to reveal the mediating role of organizational
culture. According to the literature review, there are very few studies about these concepts which are
thought to be related.

In this context, the model of the research was formed as follows;

DEMOGRAPHIC _
VARIABLES I nvolvement Consistency
Cult Culture -
ulture Adaptability

Culture

Mission
Culture
ORGANIZATION
CULTURE

EMOTIONAL COMMUNICATION
INTELLIGENCE SKILLS

Self-awareness Social skills
Cognitive
Self-management Empathy Emotional
Self-M otivation Behavioral

Figure 2: Model of the Study

3.2. Hypotheses
From the model, the following hypothesis is derived:

Hi: In Hospitals; There is a significant relationship between the emotional intelligence and
communication skills of health care employees.

Hz: In Hospitals; Organizational culture plays a mediating role between emotional intelligence and
communication skills.

3.3. The Survey Instrument

The survey instrument consisted of questions derived from the literature. The scale used in the
research was composed of four parts. The first part of demographic Information, second part of
emotional intelligence scale developed by Hall in 1999, third part of the Communication Skills
Assessment Scale developed by Korkut (1996) and the last section of "Organizational Culture scale™
developed by Denison and Mishra (1995). A total of 122 questions were prepared.

3.4. Sample

The universe of the study is the all health care employees of Izmir Bozyaka Training Research
Hospital and Kent Hospital. But, the research sample was composed of 386 employees in Izmir
Bozyaka Training and Research Hospital, and 227 patients in the Kent Hospital.
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4. DISCUSSION

As displayed in Table 1, the reliability was obtained with Cronbach's alpha coefficient for the first

questionnaire, 0.90 and for the second questionnaire, 0.87 and last, 0,92.

Table 1: Reliability Statistics

Cronbach's Alpha

N of Items

Emotional Intelligence

,90

30

Communucation Skills

87

45

Organization Culture

92

36

4.1. Demographic Variables

Demographics variables are shown that in Table 2. Total 613 health care employees participated in
our research. A total of participants of 184 (%30) male, 429 (%70) female. According to
Demographic variables; 329 (%53,7) employees are relatively young-age with, 20-29 years old, and
secondly largest group, 212 (%34,5) is relatively middle-age 30-39 years old. Of the all employees
316 (51,2%) is single, while 297 (48,8%) is married. When education levels of participants are
examined, the vast majority of university 215 (35%) graduates. Of the total employees’ tenure is vast
majority of 1-4 and 5-8 years in the sector.

Table 2: Demographic Variables
Variables
GENDER

Variables | Frequency | %
EDUCATION LEVEL

Male 184 30 High school 93 15,2
Female 429 70 Pre University 120 195
AGE University 215 35
20-29 329 53,7 Master 125 20,3
30-39 212 34,5 PhD 60 9,7
40-49 64 10,4 TENURE
50-59 7 1 1- 88 14,4
60+ 1 0,16 1-4 173 28,2
MARIAL STATUS 5-8 126 20,6
Married 48,8 9-12 96 15,7
Single 51,2 13-15 55 9,0
15+ 75 12,2

| Frequency | %

4.2. Results of Correlation

Descriptive statistics and correlation values between dimensions are presented in Table 3. According
to the results of correlation analysis, sig. <0.01 level of significance of the relationship between the
dependent and independent variables as follows;

Among the dimensions, the most powerful one-to-one relationships were found between the Social
skills dimensions of El and CS_ Behavioral dimensions (r:0,505; p<0,01). This value means that a 1-
unit increase in Social skills causes a significant increase of 50.5% in CS_ Behavioral. The highest
correlation between CS and OC is between CS_ Behavioral and OC _Involvement (r: 0.708; p <0.01).
Between El and OC, this is found to be between Empathy and OC_Involvement dimensions (r: 0.408;
p <0.01). According to the table 3, it can be said that the highest correlation between all dimensions
is OC_Involvement.

When the correlations between the averages of the dimensions are examined, the results are as
follows; Between El and CS (r: 0,548; p<0,01), between El and OC (r: 0,226 p<0,01), between CS
and OC (r: 0,397; p <0,01) are significant and pozitively.
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Table 3: Descriptive Statistics and Correlation VValues for Determining the Relationship Between El, CS and OC

Mean sD
Variables 2 3 4 5 6 7 8 9 10 11

12

13

14

15

1-Self-
Awareness 3,7898 | , A490(**)| 605(**) ,514(**)| 482(**)| ,438(**)| ,323(**)| ,377(**)] ,345(**)| ,145(**)] ,129(**)

161(*)

TT2()

438(*%)

1188(**)

2-Self-

Management | 34693 | - 1| s a07e| asie| s78ee| 21409 3650 L2500+ L183¢++)| L145(+*)

A750%)

TT8()

1368(*)

1198(**)

3-Self-

ok £ ok ok ok ok * ok
Motivation 3,6569 | , 1 ,565(**)] .534(**)| 439(**)| .186(**) .4L11(**)| ,304(**)] .,090(*)| 137(**)

127(+%)

864(*)

401(*)

151(+*)

4-Empathy 3,7351 | , 1 ,698(**)] ,486(**)] ,302(**)] ,494(**)] ,408(**)| ,107(**)] ,147(**)

154C)

7810

492()

178C)

5-Social skills 35886 | . 1 ABSCM 306()] 505(+)] ,399(+)) L 159(*M)) ,149(*%)

152¢)

785C)

A97¢)

L195C)

6-Cognitive 35525 | 1 54909 7920 ,629(*)] ,270(**)] ,258(**)

2440

557C)

,908C)

BL7C)

7-Emotional 33170 | . 1| 58909 616 3600 299¢+*)

318C)

3320

,805C)

,380C)

8-Behavioral 34566 | . I ) ) )

:290C)

537C)

,905¢)

350C)

9-Involvement 3,3667 | , 1 ,222(*9) ,213(**)

291C)

A210)

7420)

304C)

10-Consistency | 2,9006 | , 1 ,T44(**)

701(**)

172(%)

,355(**)

901(**)

11Adaptability 3,0352 R 1

J47¢)

1770%)

316(*)

893(*)

12-Mission 3,0509

1

,195(*)

322(%)

869(*)

13-TOTAL EI 3,6479

1

,548()

,226()

14- TOTAL

cs 3,4420

1

1397()

15- TOTAL

oc 3,0220

1

*p<0,05 **p<0,01
4.3. Structural Equation Modeling

Chi-Square=271.5%8, df=47, P-value=0.00000, EMSEZ=0.086

Figure 3: Structural Equation Modeling showing El, CS relationship and OC Mediating Role
Structural Equations;
CS =0.30*0OC + 0.50*El, Error=0.59 ,R2=0.41
(0.039) (0.041) (0.051)
7.77 12.13 11.60
OC =0.23*DZ, Error=10.95 ,R>=0.054
(0.044) (0.084)
5.32 11.22
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As shown in Figure 3, when we include the OC in the model, it is seen that the effect of El on CS is
significant. This means that the OC has a mediating role in the whole sample group. In addition,
RMSEA value decreased from (0.116) to (0.086) and a significant relationship is observed.

Table 4: Results of Hypothesses

HYPOTHESSES RESULTS
H1: In Hosp_ltal's; The'zre is a significant relationship between the emotional intelligence IT 1S SUPPORTED
and communication skills of health care employees.
H2: In Hospitals; Organizational culture plays a mediating role between emotional
intelligence and communication skills.

5. CONCLUSION

In the literature, between emotional intelligence and communication skills; there are many researches
that contribute to understanding and expressing emotions. Schutte, Malouff, Bobik et al. (2001),
Konrad and Hendl (2001), Erginsoy (2002), Lopes, Brackett, Nezlek et al. (2004), Kivilcim (2007),
Zeybek (2007), Hacioglu (2007), Gursimsek, Vural ve Selcioglu Demirsoz (2008), Erdogdu (2008),
Kuzu (2008), Su Eroz (2011), Jorfi (2012), at the end of their research, they have reached the findings
that support the relationship between emotional intelligence and communication skills. However,
Salleh (2007), in his study, concluded that there is no relationship between emotional intelligence and
communication skills despite general opinion. In addition to the relationship between emotional
intelligence and communication skills, it is extremely difficult to distinguish between communication
and culture, or to determine which is the primary one. Because culture is the way people live and
communication is like evidence of their existence. Communication and culture are often indicative
of each other. Communication is a cultural label, culture is the basis of communication in terms of
constituting the basis of the whole. For this reason, the most important result obtained in this study is
to determine the mediating role of organizational culture between the relationship of emotional
intelligence and communication skills. Emotional intelligence, communication skills, and
organizational culture in the research together to address the concepts of inspiration for other research
is important. The universe of the research was determined as health employees. Because,
communication skills in terms of health care sector are one of the most important tools in reaching
the patient. The relationships with the patient are directed not only to sustain medical treatment, but
also to meet the patient's emotional needs. In future, different types of organizations, research with
different scales will reveal the importance of the role of organizational culture mediator in the
relationship between emotional intelligence and communication skills.
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