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Abstract

This paper describes the research conducted in relating to emotional
intelligence among Royal Malaysian Police. Emotional intelligence is the
grassroots of all intelligence dimensions. It provides individuals with the
ability to understand one’'s own emotions, managing it and hopefully be
able to understand other people emotions as well. The purpose of this
research is to determine the emotional intelligence level among Malaysian
Royal Police by using assessment based on the emotional intelligence
dimension such as self-awareness, social awareness and relationship
management and from demographic aspects as well such as age and
badges of ranks.. A total of 150 respondents (Malaysian Royal Police)
from Central Police Station were chosen as samples. Results were
analyzed based on the emotional intelligence dimension question which is
self-awareness, social awareness, and relationship management and

relate on demographic factors as well such as ages and badges of ranks.



Chapter 1:

THE CONTENTS PAGE

Introduction

1.0 Introduction

1.1

1.2

1.3

1.4

1.5

1.6

1.7

Chapter 2:

Background of Study
Statement of Problem
Research Questions
Research Objectives
Scope of Research
Significance of the Study

Key Terms/ Concepts

Literature Review and Conceptual Framework

2.0 Introduction

2.1

2.2

2.3

Emotional Intelligence and Workplace Studies
Emotional Intelligence Dimension

2.2.1 Self-awareness

2.2 .2 Self-management

2.2.3 Social Awareness

2.2 4 Relationship Management

Improving Emotional Intelligence

2.3.1 Emotional Intelligence (El) Testing

2.3.2 Emotional Intelligence (El) Training Program

10

10

11

12

12

13

13

14



24

2.5

Chapter 3:

2.3.3 Personal Coaching

Promoting Emotional Intelligence in the workplace
2.4.1 Build in support

2.4.2 Encourage use of skill in the job

2.4.3 Enhance Insight

2.4 4 Provide performance feedback

Conceptual Framework

Research Method

3.0 Introduction

3.1

3.2

3.3

3.4

3.5

3.6

3.7

3.8

Research Design
Units of Analysis
Sample Size
Sampling Technique
Measurement

Data Collection
Data Analysis

Measurement Scales

15

15

15

16

17

17

18

22

22

22

23

23

23

25

26

27



Chapter 4:

Findings

4.0 Introduction

4.1

4.2

4.3

44

Chapter 5:

5.0

References

Appendices

Section A: Respondent’s Demographic Profile

Objective 1: To study the emotional intelligence level among

Royal Malaysian Police

Objective 2: To examine the influence of level of Emotional

Intelligence based on the ages and badges of ranks
4.3.1 Level of Emotional Intelligence and Age
4.3.2 Level of Emotional Intelligence and Badges of Rank

Summary

Discussion & Conclusion
Introduction
5.1 Discussion about finding
5.2  Suggestion or Recommendation
5.2.1 Based on finding
5.2.2 For future research
5.3 Limitations

54 Conclusion

28

29

32

33

33

34

35

36

36

38

38

40

42

44

45

49



Table 4.1 :

Table 4.2 :

Table 4.3 :

LIST OF TABLES

Respondent’'s Demographic Data at Balai Polis Central, Kuching

Objective 1: To study the emotional intelligence ievel among

Royal Malaysian Police (mean)

Objective 2: To examine the influence of emotional intelligence

based on age and badges of ranks

29

32

33



Fig 2.1 :

Fig. 3.1 :

LIST OF FIGURES OR CHARTS

Conceptual Framework of the Emotional Intelligence among

Royal Malaysian Police in Kuching, Sarawak

Measurement Scales

18

27



1.0

CHAPTER 1

INTRODUCTION

Introduction

This chapter focuses on the background of the study, which is about the

emotional intelligence among Royal Malaysian Police in Kuching, Sarawak.

Section 1.1 is discussing about the background of the study, Section 1.2 is

focusing on the problem statement, and Section 1.3 states the research

questions. Section 1.4 explains about the research objectives, Section 1.5 is

explaining about the scope of our study and Section 1.6 is focusing on the

significance of the study. Lastly, Section 1.7 explains about the definitions of

terms and concepts.

1.1

Background of Study

Emotional intelligence can be defined as the ability of a person to
recognize, understand and handling his or her emotions all by himself
or herself, or another person (Krishnakumar. S, 2008). Emotional
intelligence is also can be seen as the ability to recognize emotions,
identify and create emotions to help in stabilizing minds, to understand
emotions and what's behind it and to control emotions with care for
encouraging emotional and intellectual development (Sheila A. Scott-
Halsell, 2008). On the other perspective, it is defined as the ability of a
person to process emotions well and make a good use of the inner
thought for himself or herself and in dealing with others (Gryn. M,

2010). Based on these definitions, emotional intelligence is deals with




the minds or inner self of a person, with the ability to define and
adjusted the thought for having a better control of mind and

understands the others.

Emotional intelligence explains on how a person links himself or
herself to the surrounding and identifies his or her strengths,
weaknesses or limitations which will determine the success of a person
(Sheila A. Scott-Halsell, 2008). Based on this explanation, a person
who is able to conquer or stabilize the emotions can be successful in
terms of how a person recognizes each factor that links to the emotions
and react with the environment. Emotional intelligence is something
that connected between a human being to another. This is because
those links will give a strong effect based on the two parts, which is a
person’s ability to perceive, assimilate, understand, and manage
emotional intelligence and repeat the same way to the other person
(Krishnakumar. S, 2008). Based on this opinion by Krishnakumar, the
question which wants to find out is how the condition of the level of
emotional intelligence is. This is because the objective is to identify the
level of emotional intelligence whether it is influenced by other
considered factors such as ages or badges of ranks or Malaysian

Royal Police respondent.

The emotional intelligence of a person will determine on how strong his
or her response to the job, in which as said by Krishnakumar, it can be
formed through interaction and general influence of a person’s thought,

emotion and behavior that may give impact on a person'’s rationality
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(Krishnakumar, 2008). Based on this opinion, emotional intelligence is

identified may give a direct impact to the person's rationality.

Problem Statement

There are two reasons for the study of the emotional intelligence

among Royal Malaysian Police in Kuching, Sarawak is carried out.

1.2.1 The balance of possession of emotional intelligence

dimensions among Royal Malaysian Police.

Emotional intelligence is the grassroots of all intelligence
dimensions which will provide individuals with the ability to
understand one's own emotions, managing it and hopefully be
able to understand other peoples' emotions as well. We believe
the balance of possession of emotional intelligence would
guarantee the quality of work performance of a person. The
intended dimension is self-awareness, social awareness, and
relationship management which will help a person identifying
and adjusting emotions in oneself and others (Gryn. M, 2010).
This is because the emotion can influence the planning process,
decision making, assist cognitive process and ability to deal with
challenging work (Carmel. A, 2003). Because of that the balance
of possession of emotional intelligence dimension is a problem
statement in this research to measure the level of emotional

intelligence among Royal Malaysian Police.
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1.2.2

The influence of rank or position and maturity in Royal

Malaysian Police emotional intelligence

Position in Royal Malaysian Police divided by the badges of
ranks such as constable, Lance Corporal, Corporal, Sergeant
and so on. But for this research, we want to identify emotional
intelligence among Royal Malaysian Police from constable to
sergeant rank only. We want to identify whether the level of
emotional intelligence among Royal Malaysian Police is

influenced by their badges of rank and age.

Research Questions

There are several questions that need to be pointed out in finding the

emotional intelligence level of the Royal Malaysian Police in Kuching

which influenced also by demographic factors such as ages, badges of

ranks and others.

1.3.1

1.3.2

1.3.3

What is the level of emotional inteligence among Royal

Malaysian Police?

Is there any influence of level of emotional intelligence based on

the ages and badges of ranks?

What is the recommendation to have better management of

emotional intelligence?
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1.5

Research Objectives

The main objective of this study is to identify the Emotional Intelligence
among Royal Malaysian Police. To achieve this objective, each Royal
Malaysian police must know their emotional intelligence level which

may influence on their rationality in a workplace.

Thus, the specific objectives of the study are as foliows:

141 To study the emotional intelligence level among Royal
Malaysian Police.

1.4.2 To examine the influence of the level of emotional intelligence
based on age and badges of ranks.

1.4.3 To provide several recommendations for better management of

emotional intelligence among Royal Malaysian Police.

Scope of study

1.5.1 Level
This research focus on the emotional intelligence dimension

among people who works as Royal Malaysian Police.

1.5.2 Territory

The territory is located in Balai Central, Jalan Khoo Hun Yeang,

Kuching.

1.5.3 Time
This research conducted within 2 semesters from September

2012 to July 2013.
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Significance of the Study

This study which is about to identify the emotional intelligence level is

actually not just important to the Royal Malaysian Police itself, but also

to the Government, public as well.

1.6.1

1.6.2

1.6.3

Royal Malaysian Police

It is important to each Royal Malaysian Police to aware their
own level of emotional intelligence. It may help them aware of
the importance of controlling own emotion and its effect on their
social life and relationship management.

Public

It is important for public knowledge that every person has their
own level of emotional intelligence which may affect individual
work attitudes and bring good or bad influence especially when
work are dealing with the public.

Government

It is important for government to find alternative in order to
improve government servant work attitude which influenced by
emotional intelligence and affect their commitment and work

performance as well.
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Key Terms/ Concepts

1.71

1.7.2

1.7.3

1.7.4

1.7.5

Emotion

Physiological, behavioral, and psychological episodes experience

toward an object, person, or event that create a state of readiness.

Emotional Intelligence

A set of abilities to perceive and express emotion, assimilate emotion
in thought, understand and reason with emotion, and regulate emotion

in oneself and others.

Self-awareness

The ability to perceive and understand the meaning of your own

emotions.

Social Awareness

The ability to perceive and understand the emotions of other people.

Relationship Management

Involves managing other people’s emotions.



2.0

CHAPTER 2

LITERATURE REVIEW

Introduction

In this chapter, the literature review explained about the emotional intelligence

among Royal Malaysian Police in Kuching, Sarawak. Section 2.1 discusses

on emotional intelligence and workplace studies, Section 2.2 explains on

emotional intelligence dimensions and Section 2.3 discuss on the improving

emotional intelligence. Section 2.4 discussing on promoting emotional

intelligence in the workplace and Section 2.5 discussing on the conceptual

framework.

2.1

Emotional Intelligence and Workplace Studies

As we know, emotional intelligence is the ability of a person to
recognize, understand and handling his or her emotions all by himself
or herself, or another person (Krishnakumar. S, 2008). So, emotional
intelligence is dealing with the person’s ability to control his or her
emotions by identifying and managing the emotions within the person’s

mind.

The study of emotional intelligence has widely done in various
industries. In the study of Emotional Intelligence Levels in Hospitality
Industry Professionals by Sheila A. Scott-Halsell, Shane C. Blum and
Lynn Huffman in the year 2008, the study of emotional intelligence is
focused towards the professional workers who works in the hospitality

industry (examples: hotel, restaurant, event/meeting planning,



institutional food and private club). According to this study, the workers
who have college degrees or bachelor were having better emotional
intelligence in their action. However, as the length of services

increases, the workers have better self-control over emotions.

The emotional intelligence study also being carried out in the teaching
profession by Nahid Naderi Anari (2011). The research titled
“Teachers: emotional intelligence, job satisfaction, and organizational
commitment” focusing on the high school English teachers at Kerman
High School, Iran. The research was more focused on the role of age
and gender towards the job satisfaction and organizational commitment
and tried to relate to the level of emotional intelligence between age
and gender. The finding stated that age and gender did not have a
significant role in the organizational commitment and job satisfaction in

the school.

The research on emotional intelligence of the police officers has been
done by Sukumarakurup Krishnakumar in the year 2008 at two Mid-
Atlantic states in the USA even though he only took about 91.36 per
cent of 278 respondents, which are from law enforcement unit of the
police department, of total samples on his research which also
combine with the health care department. The research titled “The
Role of Emotional Intelligence and Job Emotional Requirements in Job
Attitudes and Behavior”, the study tried to argue the relationship of
emotional intelligence with the employee job satisfaction, turnover

intention and performance. The finding proved that the emotional
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intelligence has no relationship to the job satisfaction, turnover

intention and performance of the employee,

Emotional Intelligence Dimension

Goleman’s 1998 is the person who introduces four dimensions of
emotional intelligence. These dimensions are self-management, social
awareness, self-awareness and relationship management. He believes
that emotional intelligence may help to resulted to workplace success in
his argument stated that non-cognitive skills can matter as much as 1Q
for workplace success in his book names working with emotional

intelligence.
2.21 Self-awareness

Author Daniel Goleman (1998) is book, “emotional intelligence”
stated that self-awareness is about to know one’s emotions
(Sheila A., Scott-Halsell, Blum and Huffman, 2012). The
dimension of self-awareness also can be divided into three
competencies which known as emotional self-awareness,
accurate self-assessment and self-confidence (Boyat and
Goleman, 1999). As a human who need to have rational thinking
and could control their own emotion is a person who using their
understand on own emotions to guide their behavior, accepting
one's strengths, weaknesses and competencies which all at

once help them possess self-confidence for success.

10



2.2.2

Understanding of the three competencies helps people think
about how to control own emotion, what is their strength and
weakness and able to build own capabilities and self worth and
resulted to be able to act rationally in any situation faces. In
addition, because they understand their reactions, they are
better able to prevent miscommunication with others (Sheila A,
Scott-Halsell, Blum and Huffman, 2012, Dess and Picken, 2000,

Graetz, 2000).
Self-management

According to Bradberry and Greaves in their book emotional
intelligence, they mentioned that self-management is your ability
to use your awareness of your emotions to stay flexible and
direct your behavior positively. Meaning to say, it is how a
person managing their emotional reactions to situations and
people. Bradberry and Greaves stated that self-management is
revealed by your ability to tolerate an exploration of your
emotions. In other words, a person need to understand their
feeling, the next step to control and managing own emotion in
line with rational thinking and finally the best course of action will
show itself. In addition, McShane and Von Glinow (2010)
defined it as the abilty to manage your own emotions,
something that we all do to some extent. Meaning that self-
management is all about how a person against the feeling of

angriness and frustrated, so that could display and express joy

11
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and happiness towards others which require deep acting from

individuals.
Social Awareness

Based on the organizational behavior book by McShane and
Von Glinow (2010), they stated that social awareness is the
ability to perceive and understand the emotions of other people.
It is all about the ability to understand the author's sensitivity,
feelings, thought and of course their situations. While for
Bradberry and Greaves, they mentioned that social awareness
is about the ability to accurately pick up on emotion in other
people and understand what is really going on with them.
Meaning to say, it is all involving a person's ability to understand
situation what is happening around. They have to know what
they should or should not act or their limitation in order to not
disrupt others sensitivity or feelings. In addition, social
awareness is about realizing and determine the way we should

on should not act.
Relationship Management

Relationship management is the highest level of emotional
intelligence since it requires all three dimensions to be fulfilled to
acquire a better way of relationship management. McShane and
Glinow stated this dimension is involved in managing other
people’s emotions. Bradberry and Greaves believe that

relationship management is the bond you build with others over

12



time. This is because it is about a person's ability to use
awareness to understand and managing emotion and resulted
use clear communication in handling conflict. In other words,
when understand others emotion and feeling, we are about to
consoling who feel sad, try to inspire them to be more effective

especially in the workplace.

2.3 Improving Emotional Intelligence

2.3.1 Emotional Intelligence (El) Testing

El testing is something to do with measuring the level of El of a
person. It is purpose to test the levels of El in a person.
According to John D. Mayer (1990s), intelligence is the ability
and directly measured only by having people answer questions
and evaluating the correctness of those answers (Mayer, 1990).
There are four instrument discussing by Kendra Cherry (2012),
in her psychology study known as Reuven Bar-on's EQ-I,
multifactor Emotional Intelligence Scale (MEIS), Seligman
Attributional Style Questionnaire (SASQ) and Emotional

Competence Inventory (ECI) (Cherry, 2012).

According to Mc Shane and Von Glinow (2010) in organizational
behavior, all new pilots at Air Canada receive EIl Testing
(Glinow, 2010). The captain Dave Legge, vice president of Air
Canada flight operations said that if you have to interact well
with other people, these El tests are instruments that we can

use during the selection process to identify people that have

13
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these enhanced skills. This is because pilots are the team
leaders of the on-board crew and need to work effectively with
staff on the ground, so they must have the ability to understand
and manage their own emotions as well as the emotions of

others.

Emotional Intelligence (El) Training Program

The El Training program is designed to help people to connect
attitude and plus a set of skills needed. It is the purpose to be
able for people to build relationships through effective
communication with the right attitude to ensure end up with high
productivity level. According to Mr. Daniel Lim, training
consultant conducting training program in Malaysia known as
winning them over, he stated that putting communication skills
and El into action to enhance business, corporate and personal
productivity and profitability (Lim, 2012). Through conducting El
program, people should able to understand the need to have
effective communication, know what the biggest problem in
communication is, learn how to listen actively be aware of the
barriers to effective communication and so on. Thus, according
to Mc Shane and Von Glinow (2010), as global connections, GM
Holden in Australia also improved their interpersonal relations

after completing El training (Glinow, 2010).

14



2.3.3 Personal Coaching

Personal coaching is significant for individuals to develop
abilities to coach on El and to focus on the achievement to
acquire specific skills. Personal coaching could be conducted
through El assessment. According to Julie Lai (2011), in six
second El assessments (SEI), the assessment includes two
questionnaires, on assessment of current success factors and
the EQ measures (Lai, 2011). This personal coaching training
may improve individual in terms of leadership effectiveness,
team performance, communication and interpersonal skills and

change management.
2.4 Promoting Emotional Intelligence in the workplace
2.41 Build in support

In promoting El in the workplace, build in support is among of
the significant elements as a development effort purpose to
achieve social and emotional learning among a worker. This
would involve most management and executive development
efforts such as training in supervisory skills, diversity, teamwork,
leadership, conflict management, stress management, sales,

and customer relations and so on.

According to Goleman in guidelines for best practice, he stated
that build in support relate to change that is facilitated through

ongoing support of others who are going through similar

15
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changes (Boyat and Goleman (1999), 1999). Programs should
encourage the formation of groups where people give each
other support throughout the change effort. Thus, coaches and
mentors also can be valuable in helping support the desired
change. It means that, when there are changes being made in
the organization, it will involve the EI among groups in
organizations. What top management should do is building in
support, let them understand, give them, and then each person

will be having a great skill in EI.

Encourage use of skill in the job

Skill is something that being possesses from learning and
experience which continue with the practices. According to
Goleman (1998), in encouraging use of skills on the job,
supervisors, peers and subordinates should reinforce and
reward learners for using their new skills on the job. Coaches
and mentors should continue observing and follow-ups. This is
because supervisor and upper-level management is a role
model for subordinate. They should possess a skill that
subordinate do not have in order to encourage organization
have a variety of expertise and could provide for contribution of
knowledge and experience towards subordinate. Thus, it will
relate with El because people who possess skill in conflict
management, leadership, teamwork and stress management will

be able to possess a high level of EI.

16
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Enhance Insight

Enhance Insight is one of the guideline in promoting El in the
workplace. It is involving a greater understanding of thought and
affected behavior. Goleman (1998) stated that self-awareness is
the cornerstone of emotional and social competence. This is
because self-awareness helps learners acquire greater
understanding about how their thoughts, feelings and behaviors

affect themselves and others.

Provide performance feedback

Performance feedback helps with the productivity of the
workplace. The feedback enables each worker to understand
what the organization's expectations towards them are.
Performance feedback should be able to motivate employee and

acquire positive thinking in dealing with their EI.

According to Goleman, on-going feedbacks encourage people
and provide focused and sustained feedback as the learners
practice new behaviors. As an employee, of course will facing
feedback from supervisor, friends and sometimes family
member. In face the feedback from various sources, an
employee might be dealing with emotion and the situation may

help them to improve the level of El.

17
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Figure 2.1:

Conceptual Framework

This conceptual framework is based on emotional intelligence and its

the dimensions of emotional intelligence by Goleman (1998) and

demographic aspects of respondent and recommendation by the

respondent which acquire through open ended question. From the four

dimensions of emotional intelligence, only three dimensions are taken

for this research project, which are self-awareness, social awareness

and relationship management since only these three dimensions are

relevant to our research. The conceptual framework or the study is

shown as follows:

Conceptual Framework of the Emotional Intelligence among Royal

Malaysian Police in Kuching, Sarawak.

Independent
Variable

Self-
awareness

=

| Variable

Social
awareness

Relationship
Management

Age &
Badges of
Ranks

Dependent

Emotional

" Intelligence

18



The above conceptual framework for this research shows that emotional
intelligence of the Royal Malaysian Police is determined by its dimension
which is known as self-awareness, social awareness and relationship
management which also influence by ages and badges of ranks of Royal

Malaysian Police.

Here are the relationships between these independent variables with the

emotional intelligence

2.51 Level of emotional intelligence (3 dimensions) and emotional

intelligence

Emotional intelligence is consisting of self-awareness, social
awareness and relationship management. Through this dimension, it
may able a person to identify what level of El they are place. If a
person able to perceive and understand the meaning of their own
emotions, they are more sensitive and think wisely for emotional
responses. Then, people who possess self-awareness could achieve
job satisfaction as their work-attitude. According to Locke (1969), he
stated that job satisfaction is a complex emotional reaction to the job.
While Smith et al (1969) suggests that job satisfaction is positively
associated with the construct of El. They could be able to experience
continuous positive moods and feeling that generate higher levels of
satisfaction and work commitment all at once involving the level of El of
a person. Social awareness relates to the ability of a person to
perceive and understand the emotions of other people. Meaning to say,

a person with social awareness have sensitivity of others feeling,

19
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thought and situation. Then, it will help a person to build organizational
commitment. Organizational commitment is associated with the
positive feelings which could generate affective commitment. According
to Allen and Neyer, 1990, employees with strong effective commitment
remain because they want to, employees strong continuance
commitment remain because they need to, employees with a strong
normative commitment remain because they feel ought to do so. While
Relationship management is involving the process for managing other
people’s emotion, something to do with inspiring and consoling others.
Relationship management could bring positive effect on the work-
attitude of a person because it will enhance job involvement of a
person. It is a belief descriptive of the present job and tends to be a
function of how much the job can satisfy one’s present needs (Kanoga,
1982). People are social creatures who, through job involvement, fill
the need for emotional experience and could be able to working with
relationship management all at once generating their level of emotional

intelligence.

Influence of ages and badges of ranks towards emotional

intelligence

The second variables are regarding the differences in emotional
intelligence level among respondent (Royal Malaysian Police) which
determined by the ages and badges of ranks. It is also purpose to
identify whether the emotional intelligence of a person is influenced by
their ages and the badges of ranks. Since there is different ages and

badges of ranks of respondents will be surveyed, it is a good

20



opportunity to investigate on the influenced of ages and badges of

ranks towards the level of emotional intelligence of a person.

21



3.0

CHAPTER 3

RESEARCH METHOD

Introduction

In this chapter, the research methodology explained about how well the study

will be carried out. Section 3.1 discusses on research design, Section 3.2

explains on sample size and Section 3.3 discuss a sampling technique.

Section 3.4 discussing on unit on analysis, on the other hand, Section 3.5

discussing on measurement, Section 3.6 data collection and also Section 3.7

data analysis which relates to this research. Lastly, Section 3.8 will discuss on

measurement scales to be used in this study.

3.1

3.2

Research Design

For this study, we decide to use correlation study, which we are
focusing on the important part of our study that related to our problems.
To conduct this study, we ensure that the data collected for this study
should have a minimal interference with the normal activities of the
Police Department. A cross-sectional study is chosen for collecting the

data for our study, which will be gathered only once for this study.

Units of Analysis

The unit of analysis for this study is based on the individual, in which
the data collection is for each individual, which are the Royal Malaysian

Police. So, we treated each police officer involved in this study as an

individual data source.

22












































































































