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ABSTRACT

Job satisfaction is a major factor involved in job success and can
increase efficiency and personal satisfaction. Besides, job satisfaction
is influenced by cultural intelligence (CQ) and emotional labor. Thus,
the present descriptive-analytical study was conducted to investigate
the effect of cultural intelligence and emotional labor on job
satisfaction among the employees of Mashhad University of Medical
Sciences. The current study was applied in terms of purpose and a
descriptive survey in terms of data collection. The research
population was all the official administrative staff of Mashhad
University of Medical Sciences. A total number of 1,200 people
comprised the research population among whom a sample of 291
was selected using Morgan's table. The data collection instrument
was a standard questionnaire developed by Lem et al. (2022). To
check the validity, confirmatory factor analysis was run, and the
estimated values substantiated the validity of the instrument. The
reliability of the instrument was confirmed via Cronbach's alpha.
Finally, the data were analyzed through structural equation
modeling in PLS. The findings showed that cognitive intelligence,
metacognitive intelligence, motivational intelligence and behavioral
intelligence significantly and positively affected the employees’ job
satisfaction in Mashhad University of Medical Sciences. Moreover,
expression of natural emotions and emotional labor showed to
significantly and positively affect the employees’ job satisfaction.
However, emotive dissonance significantly and negatively affected
job satisfaction in Mashhad University of Medical Sciences.

Keywords: cultural intelligence, emotional labor, job satisfaction,
Mashhad University of Medical Sciences

esmed.org/MRA /index.php /mra/article /view /4030 1



https://esmed.org/MRA/index.php/mra/article/view/4030
https://doi.org/10.18103/mra.v11i6.4030
https://doi.org/10.18103/mra.v11i6.4030
https://doi.org/10.18103/mra.v11i6.4030
https://doi.org/10.18103/mra.v11i6.4030
mailto:ghafourian@imamreza.ac.ir
https://esmed.org/MRA/mra
https://esmed.org/

Medical
Research
Archives

Introduction

The first step to contribute to employees’ success is
to recognize factors that affect the quality of their
work. A relevant factor is job satisfaction, which
indicates the extent to which individuals are
satisfied with their job and love it, enjoy their work
and consider it as a priority in life'. In fact, job
satisfaction is a major factor accounting for job
success, and can increase work efficiency and
personal satisfaction2. Satisfaction is a complex
and multifaceted factor that influences how people
feel about activities, things, and other people. Job
satisfaction is a degree of affection or feeling for
an individual’s job and its primary components,
and it is regarded as a positive notion that
describes employee’s working behaviors. The
aspects of having demands and wishing to achieve
goals and commitment to the organization exist
concurrently in terms of job satisfaction3. As
ratified by many experts, among all concepts
explored by organizational behavior specialists,
management and organizational and industrial
psychologists in different organizational conditions,
employee satisfaction has been a topic still ripe
for research2.

Employee satisfaction is a positive or negative
value judgment that an individual attaches to his
job. Employee satisfaction is an attitude
representing how an individual feels about his/her
job in general or about its different dimensions.
As a complex and multidimensional concept,
employee satisfaction is related to psychological,
physical and social factors. Employee satisfaction
is far from a mono-dimensional construct. It is
influenced by an array of factors that, together,
make one feel satisfied with one’s job at a certain
time and let one enjoy the working hours and feel
content with it5. How employees feel as well as
their health in the organization is of an utmost
importance in forming their attitude and
satisfaction. That is why many organizations pay
close attention to employees’ mental and physical
health, organizational strategies, emotions and
behavior. They aim to care about employees’ well-
being, which is considered a priority in the
organization. However, employee satisfaction is
often associated with the fulfillment of needs and
expectations, and employee satisfaction is a
source of several interdependent attitudes®. Job
satisfaction is determined by the employee’s
feelings, such as whether the job is comfortable,
fun, and makes them feel important. Low job

satisfaction can lead to low staff morale,
disengagement from work, and reduced
productivity and  performance’.  Therefore,

knowing the factors that can affect the job
satisfaction of employees will be a responsibility
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of managers and organizational leaders. Research
has shown that cultural intelligence is one of the
factors influencing satisfaction (Coves-Martinez et
al, 2022: Masrek et al, 2021)8°9,

Cultural intelligence is an essential intelligence to
survive in the 21 century and in unknown and
various contexts. This type of intelligence can
increase an individual’s cross-cultural self-efficacy
and flexibility, as the most important means of
management. Cultural intelligence enables people
to effectively deal with culturally diverse situations.
It  significantly  affects  their  behavioral,
motivational,  cognitive and metacognitive
measures'0. In fact, cultural intelligence entails the
ability to cooperatively use a set of skills to show
certain qualities such as ambiguity tolerance and
flexibility, which are appropriately based on
values and attitudes. People’s cultural values
interact with others’1.

Cultural intelligence enables individuals to act
effectively in situations distinguished by cultural
differences. This crucial factor plays a significant
role in employees’ performance, and is necessary
for employees’ work achievements. In fact, cultural
intelligence reveals individuals’ cognitive and inner
health as well as their ability to adapt to different
organizational conditions'2 . Thus, it increases the
ability to interact effectively with new cultures. In a

world where crossing borders has become
incomparably  prevalent, cultivating  cultural
intelligence is a must for all people. This

intelligence type helps effectively cope with
problems issues rising from cultural diversity. It
helps develop a proper understanding of a wide
range of cultures to act accordingly's. Therefore,
the importance of CQ is reflected in the fact that it
is a skill that enables individuals to adjust to
situations and invironments beyond their culture of
origin as a result of their personal experience and
learning®.  Along with  cultural intelligence,
nowadays the role of emotional labor and its
importance in organizations cannot be neglected
as it is a major issue in organizational behavior
and human resources. Research has confirmed the
effect of emotional labor on job satisfaction and
organizational performance (Hwang & Park E. H.
(2022) (Wu et al, 2018)1415,

Within the past three decades, organizational
researchers have paid increasing attention to f
emotions and the vital role they play in human
resources and organizational behavior.
Specifically, managing emotions in the workplace
has become more important than ever before with
the development of the service economics.
According to Gross’ emotion regulation theory
(1998), emotional labor points to the regulation of
emotions in the workplace. Therefore, the concept
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of emotional labor is a set of regulatory behaviors
and perceptions shown by employees in the work
environment, in response to the differences
between perceived feelings and expected
emotional perceptions'®. Emotional labor s
defined as the process by which employees adjust
their emotional perceptions, feelings, and
expressions of appropriate emotions to accomplish
organizational goals. Emotional labor is divided
info two emotion regulation strategies: surface
acting and deep acting. Surface acting involves
the suppression of real emotions, or the simulation
of spurious emotions to show a professional and
reasonable response, such as the need for medical
staff to smile and provide services despite
excessive overtime during the COVID-19
pandemic. Deep acting involves self-induced
“real” emotions changing perceptions to access
and express a truly felt emotion'”.

Emotional labor holds true when employees show
emotions that are consistent with the expectations
of their occupational role'8. In general, employees
try to express the emotions and feelings the
organization expects when meeting clients in the
organization'?. Emotional labor is even more
important when the communication and nature of
and organization focus on constructing knowledge
to  guarantee  society  members’  health.
Organizations seeking to provide valuable
services such as constructing knowledge, providing
medical education and finding ways to promote
people’s health in society, prefer to have a staff
capable of adapting their feelings and emotions
to their job duties20.

Employees in all organizations, including service-
providing organizations such as universities, make
a great contribution to the success and progress of
their organization by going beyond their role. The
effectiveness of the organization is questionable
without competent and committed employees. The
University of Medical Sciences is not unfamiliar
with the concept of job satisfaction, but apparently
it has failed to meet it. That may be due to the
fact that job satisfaction has been only
approached as an organizational goal. The
present research is focused on university
employees’ job satisfaction due to the significance
of the topic in the organizational structure of a
university. Job satisfaction in an academic domain
has a specialized nature and it can affect the
performance of the entire university in different
ways. Despite the abundance of research on the
development of job satisfaction in employees and
numerous trainings and special methods used, it is
still problematic and many people are not
adequately satisfied. One aspect of evaluating
one’s perceptions of job satisfaction in the work
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environment is cultural and emotional intelligence,
which influences one’s overall perception. Testing
the relationship between these two variables and
providing practical suggestions is essential for
research. Thus, the present study aimed to analyze
job satisfaction influenced by cultural intelligence
and emotional labor among the employees of
Mashhad University of Medical Sciences.

Review of the Related Literature

Job satisfaction

It is defined as a pleasant emotional state that
arises from one’s evaluation, reaction and attitude
towards the job. Job satisfaction is a positive
feeling towards the job that results from one’s
evaluation of the characteristics of the job2'. Farkhi
et al.22 stated in their research that job satisfaction
was a major factor that played an important role
in job success. This factor is a process of improved
efficiency and personal satisfaction. Job
satisfaction involves a good feeling towards one’s
job conditions, influenced by the cultural
intelligence  of those offiliated with an
organization. Job satisfaction implies a positive
attitude and a good feeling towards one’s job23,
This term expresses a pleasant emotional state
concerning the job, which results from the
assessment of the different aspects of the job.
When people talk about employees' attitudes,
they usually mean the level of job satisfaction24.
Abdullahi Nia 25, in a study entitled as
"Investigation the effect of cultural intelligence on
the job satisfaction of customs department
employees" contended that job satisfaction was an
important factor in the organization of interest and
was influenced by cultural intelligence along all
dimensions except cultural motivation.

Cultural intelligence

Cultural intelligence is a potential source for
competitive advantage and strategic competence.
Cultural intelligence is defined as the ability to
recognize new patterns in cultural interactions and
give correct behavioral responses to these
patterns26, Cultural intelligence is described as the
ability to develop personally through continuous
learning and a better understanding of cultural
heritage, customs and various values and effective
behavior with people of different cultural
backgrounds and perceptions?’, Cultural
intelligence is the ability to understand, interpret
and act effectively in situations marked by cultural
diversity. It is compatible with the regular
conception of intelligence as more of a cognitive
nature. Cultural intelligence is the ability to help
people act effectively in different cultural
encounters28. Booker et al.2? investigated the
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effects of cultural intelligence on communication
and job satisfaction. These researchers showed
that cultural intelligence significantly affect job
satisfaction of  those affiliated with an
organization. Cultural intelligence has been
defined as a system of interactive skills and
knowledge associated with cultural differences,
which allows people to adapt themselves to the
cultural idiosyncrasies of a given context. Cultural
intelligence has several dimensions that are briefly
described here.

Behavioral CQ:

This dimension of CQ refers to the behaviors,
feelings and challenges that an individual
experiences when faced with a new culture (known
as the explicit actions/measures). Behavioral CQ
refers to the ability to show a proper reaction3°, It
represents the ability to give appropriate verbal
and non-verbal responses when interacting with
people of different cultures. This dimension of
cultural intelligence focuses on how people act
when they find themselves in a new culture.
Behavioral cultural intelligence refers to the ability
of reacting appropriately to specific conditions3'.

Motivational CQ:

Motivational cultural intelligence is the ability to
direct energy and attention towards learning how
to act efficiently in culturally diverse contexts.
Those with a high motivational CQ have a high
self-confidence too and are confident about their
capabilities of working in environments hosting
different cultures32. Also, this dimension of CQ
entails controlling energy and directing it to enrich
intelligence and confidence and trust in adapting
oneself to a new culture3s3.

Cognitive CQ:

This dimension consists of individual knowledge
and recognition of the similarities and differences
of cultures and some general knowledge about
them all3!. Cognitive intelligence includes the
ability to learn. No one gets smarter by learning
new facts and acquiring more general knowledge.
Cognitive intelligence or quotient is directly
related to intellectual tasks such as the ability to
learn, understand and apply information and a set
of skills34.

Metacognitive CQ:

Metacognitive CQ depends on culture, which
results from knowledge and cognitive control. It
involves the mechanism that an individual uses to
study and understand knowledge?¢. It is the way a
person logically analyzes cross-cultural
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experiences. This dimension of cultural intelligence
focuses on what people use to acquire cultural
knowledge3'.

Emotional labor:

The management of personal emotions to share
and reflect facial reactions among people
represents emotional labor, which means how a
person modifies or changes the emotions s/he
actually experiences to turn them into something
more appropriate to the communication goals3¢ .
Emotional labor, the functional aspect of emotion
regulation, can distinguish between experienced
and expressed emotions. It is effective in the
managers’ mental, behavioral and physical
regulation. Emotional labor, which is known as part
of the work role, is the use of various strategies to
express emotions while interacting with customers.
Emotional labor is experienced when employees
show emotions that are in line with the
expectations of their work role3”. Generally, the
employees’ effort to express the emotions and
feelings expected by the organization when
meeting customers is known as emotional labor38.
In their research, Vaziri et al. concluded that
different aspects of a job (i.e., importance,
identity, independence, feedback, and variety of
skills) affect job satisfaction and job stress
mediated by emotional labor (superficial vs. deep
actions). This can significantly and positively affect
different features of job and consequently
emotional labor and the effect of emotional labor
on job satisfaction and the effect of emotional
labor on job stress. In the current study, emotional

labor was explored along the following
dimensions.

Expression of naturally felt emotions

Expressing natural emotions means showing

desired and organizational emotions that are
spontaneously felt and expressed. As perceived
by the organization, expressing natural feelings
means showing emotions without thinking, conscious
care and questioning. The emphasis of this
dimension is on the spontaneous and
unquestionable emergence of emotions and
feelings in an organization’?.

Emotional labor

It entails the employees’ active and real efforts to
develop the feelings and emotions desired by the
organization. These emotions and feelings will be
completely natural and real in a given context 39.
Emotional labor refers to employees' efforts to
change their internal feelings and behaviors to
express appropriate emotions while interacting
with customers. This would represent the concept of
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deep actions because employees need more
efforts to show the most appropriate and
desirable emotions in the workplace34.

Emotive dissonance:

Emotive dissonance indicates a person's internal
incompatibility. This variable shows the use of a
superficial action strategy34. In a superficial action,
an individual’s real emotions remain unchanged;
yet, the individual pretends to behave according
to the necessary rules and regulations. Emotive
dissonance shows that the individual lacks the
ability and skill to adapt personal feelings and
emotions to the circumstances. For example, feeling
unhappy in happy moments is an expression of
internal personal conflicts of 19,

Conceptual model:

Khiabani Mofard4® looked into the relationship
between cultural intelligence and job satisfaction
and found a significant positive relationship

Natural
Expression of
Emotions
Motivational

ca \Jolb

/

Metacognitive \—""

- Z

Cognitive
ca ca

Figure 1: Conceptual model

Research Hypotheses

1. Cognitive CQ has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.

2. Metacognitive CQ has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.

3. Motivational CQ has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.

4. Behavioral CQ has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.

5. Expression of natural emotions has a significant
effect on employees’ job satisfaction in Mashhad
University of Medical Sciences.

6. Emotional labor has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.
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between the two. It can be concluded that cultural
intelligence is an important factor in employee job
satisfaction. Also, Lem et al.'® conducted some
research entitted as "The effect of cultural
intelligence and emotional labor on the job
satisfaction of luxury hotel employees”, and
reported that cultural intelligence and emotional
labor, each with several dimensions, can affect the
employees’ job satisfaction. They also significantly
affect one’s positive attitude and feeling about
one’s job or position in an organization. Min et
al.4! concluded that cultural intelligence affects
three work-related attitudinal outcomes (i.e., job
burnout, participation and satisfaction). Leakey
and Walt42 in another study entitled as "The effect
of perceived cultural intelligence of school
principals on teachers’ job satisfaction and
confidence" showed that cultural intelligence is a
main competency needed by school principals to
promote confidence and job satisfaction, which in
turn benefits the organization in many ways.

Emoticnal
labor

Emotive
Dissonance

7. Emotive dissonance has a significant effect on
employees’ job satisfaction in Mashhad University
of Medical Sciences.

Methods:

The main purpose of any research is to explore,
describe, explain and develop knowledge about a
specific phenomenon. In any research, after the
statement of problem and hypothesis formulation,
the researcher should decide on the participants
and the methodology. The present research
method is based on practical purpose. The
obtained results can be used immediately after its
completion and the authorities of Mashhad
University of Medical Sciences can benefit from
the results of this study in pursuing their
organizational goals. In other words, it has
practical  implications which dominate their
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theoretical aspects. Also, the current research
method is descriptive-survey because it seeks to
collect real and detailed information about the
phenomenon in question. In short, descriptive
research can be said to describe what a
phenomenon is and pays attention to the existing
conditions. In this research, we described and
studied what the phenomenon was as it really was,
so the appropriate research method used was
descriptive research. The research method in this
study was a descriptive-survey research method.
The research population included all official
administrative staff of Mashhad University of
Medical Sciences, 1200 totally. The sample size
was estimated using Morgan's table and a
convenient sampling method. It was estimated at
291.

The methods of collecting data in this research can
be divided into two categories, library research
and field research, as described here. 1. Library
research: In this research, to collect information
about the topic, a search was done in the existing
literature and the background of research. To this
aim, the content of the second chapters of theses,
domestic and foreign articles, books and online
sources were reviewed. 2. Field research:
According to the objectives of study in order to
obtain the required information and examine the
variables of interest, the questionnaire distribution
method was used to ensure that the questionnaires
suited the criteria and obijectives of this research.
According to the objectives of study as well as the
nature of the variables, the best way to collect
data was questionnaire completion. For this
purpose, the 31-question questionnaire developed
by Lem et al. (2022) was used for data collection.
Questions 1 to 3 measured metacognitive CQ, 4 to
6 cognitive CQ, 7 to 8 motivational CQ, 9 to 12
behavioral CQ, 13 to 20 emotive dissonance, 21
to 26 emotional labor, 27 to 29 the expression of
natural emotions and 30 to 31 job satisfaction. In
order to test the reliability of the questionnaire,
Cronbach's alpha coefficient was calculated, and
the estimated alpha values were 0.815 for the
expression of natural emotion, 0.850 for emotional
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labor, 0.885 for emotive dissonance, 0.838 for
motivational CQ, 0.745 for behavioral CQ, 0.750
for cognitive CQ, 0.739 for metacognitive CQ,
and 0.757 for job satisfaction. Thus, the reliability
of the questionnaire was substantiated. Also, the
validity of the questionnaire was tested using a
confirmatory factor analysis, and the estimated
values pointed to the validity of the questionnaire.
In addition, divergent validity was also
substantiated.

To analyze the data in this research, two methods
of descriptive statistics and inferential statistics
were used. In this research, to analyze the results,
descriptive statistics were used, including mean,
standard deviation, minimum value and maximum
value as well as relevant charts and diagrams.
Moreover, for inferential statistics, structural
equation modeling was used using PLS version 3
software.

Results:

Among the 291 participants in this research, 271
were male (93.1%) and 20 were female (6.9%).
About 118 of the respondents had the highest age
group of 40.5. In terms of education, the highest
frequency was 65.6% and the lowest was 4.5%.
Also, the findings concerning the work experience
showed that the most frequent range was between
16 and 20 years (equivalent to 37.8%).

Spearman's correlation coefficient test

Before the model analysis and structural equation
modeling, it was necessary to determine the
strength and direction of the relationship between
the variables. For this purpose, as the data were
not normally distributed, Spearman's correlation
coefficient test was run. An absolute correlation
coefficient can change between zero and one, and
the closer it is to zero, the weaker the relationship
between the two variables. The closer the absolute
correlation coefficient to one, the stronger the
relationship between the two variables. The table
below summarizes the correlation matrix.
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Table 1: Correlation coefficients between the main variables

¢]
O ©] = c
0 v ©] “ & k)
2 . S O |53 © g
Variables 5 o 5 S S >w T S| <
o) 2 = K m = C < o5 =
o 5= 9 > o 0.2 .0 2 < o
S| 5| 2| 2 |585%8 3 |33 =
= S b G | FEs F | e =
Correlation 1.00
Metacognitive coefficient )
cQ
p-value 0]
Corre.lc.u'rion 0.44 1.00
Cognitive CQ coefficient
p-value 000 | O
Correlation
Motivational coefficient 0.53 0.50 1.00
cQ p-value 0.00 | 0.00 0
Correlation
Behavioral coefficient 0.20 | 0.15 0.30 1.00
cQ p-value 0.00 | 0.10 0.00 0
Expression of | Correlation |4 351 630 | 034 | 038 | 1.00
naturally  felt coefficient
emotions p-value 0.00 |0:00 0.00 0.00 0
. Correlation | 16 | 0,09 | 0.19 | 0.33 | 0.38 | 1.00
Emotional coefficient
labor o-value ?.00 0.11 0.00 0.00 0.00 0
Correlation - - - - - - 1.0
Emotive coefficient 0.37 | 0.26 0.33 0.49 0.48 0.46 0
dissonance p-valve 0.00 | 0.00 0.00 0.00 0.00 0.00 0
Correlation 0.5 1.0
Job coefficient 0.54 | 0.47 0.61 0.48 0.52 0.40 0
satisfaction p-value 0.00 | 0.00 0.00 0.00 0.00 0.00 0.00 0

The findings showed that the relationship between
job satisfaction and all independent variables was
statistically significant (p < 0.05). In fact, because
the significance level of the correlation test was
below 0.05, the relationship between these
variables was statistically significant. The highest
correlation was that of job satisfaction and
motivational CQ (0.610).

Confirmatory factor analysis
Factor loadings are estimated as the correlation
coefficient of the indicators of a construct with the

Medical Research Archives | https:

overall construct. If the estimated value is equal to
or greater than 0.4 (Holland, 1999), it shows that
the variance between the construct and the
indicators is greater than the variance of the
measurement error of that construct. Thus, the
reliability of measurement model is acceptable.
Some scholars including Rivard and Huff (1988)
mentioned 0.5 as the threshold level of factor
loadings. In the following tables, the values of
factor loadings are presented along with the t-
values in the questionnaire.
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Variable Item# | loading | T-value | p-value | Result
Q1 0.846 | 31.14 | 0.00 significant
Metacognitive CQ Q2 0.711 19.92 | 0.00 significant
Q3 0.873 37.73 | 0.00 significant
Q4 0.762 | 21.33 | 0.00 significant
Cognitive CQ Q5 0.859 |39.82 | 0.00 significant
Qb6 0.825 32.56 | 0.00 significant
Q7 0.923 | 76.00 | 0.00 significant
Motivational CQ .g e
Q8 0.932 93.89 | 0.00 significant
Q9 0.808 | 29.83 | 0.00 significant
Q10 | 0766 |21.26 |0.00 significant
Behavioral CQ i
Q11 0.713 15.83 | 0.00 significant
Q12 [0.722 |1599 |0.00 | significant
Q13 0740 |19.13 |0.00 significant
Q14 | 0.773 24.22 | 0.00 significant
Q15 | 0753 |22.26 |0.00 significant
Q16 |0708 |18.50 |0.00 significant
Emotive dissonance T
Q17 | 0.716 | 20.01 0.00 significant
Q18 |0.679 |16.77 |0.00 significant
Q19 | 0.764 23.93 | 0.00 significant
Q20 |0.823 |36.28 |0.00 significant
Q21 | 0.757 |26.12 | 0.00 significant
Q22 | 0.825 | 40.50 | 0.00 significant
Q23 | 0.758 | 22.04 |0.00 significant
Emotional labor T
Q24 | 0.730 19.46 | 0.00 significant
Q25 | 0.698 |15.16 |0.00 significant
Q26 | 0.765 23.16 | 0.00 significant
Q27 |0.883 |53.37 |0.00 | significant
Expression of naturally felt emotions | Q28 | 0.875 | 39.4 0.00 significant
Q29 |0.804 |24.15 |0.00 significant
Q30 | 0.896 |73.20 |0.00 significant
Job satisfaction —
Q31 0.898 |71.77 | 0.00 significant

The above table shows the results of the factor
analysis of the questionnaire items. Since the factor
loading of all items is greater than 0.4, also the t-
value is greater than 1.96, the questionnaire is of
a high validity.

Discriminant validity:

Divergent or discriminant  validity is a
complementary concept, represented by two
criteria in PLS path modeling. Fornell-Larcker
criterion was used in the present study to check
discriminant validity.

Fornell-Larcker criterion:

According to this criterion, a variable should have
more divergence among its indicators than the
indicators of other variables. For this test, the
square root of AVE can be compared with the
correlation between the latent variables, and the
square root AVE for each latent variable must be
greater than the correlation coefficient between
the variable and other variables. The values on the
main diameter represent the square root AVE for
each structure.
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Table 3: Fornell and Larcker criterion

° c
° = s '% IS 8 o 2
cd = 3 | ¢ 5 O LE
Variable -g > = 2 0 5 2 ° S >
w5 9 .2 S 2 £ 14 S = ]
2 T £ w - O .2 o c o
S2E| E| 2| £3| 2| % ® | o
o 28| & S | &is5| =0 o o =0
Expression of naturally felt emotions | 0.85
Emotional labor 0.39 0.75
Job satisfaction 0.49 0.47 | 0.89
Emotive dissonance -0.48 -0.47 | -0.62 | 0.74
Motivational CQ 0.30 0.28 | 0.61 | -0.37 | 0.92
Behavioral CQ 0.37 0.36 | 0.47 | -0.48 | 0.28 | 0.753
Cognitive CQ 0.28 0.13 | 0.52 | -0.28 | 0.53 | 0.146 | 0.816
Metacognitive CQ 0.23 0.21 | 0.55 | -0.34 | 0.53 | 0.199 | 0.511 0.81

As it can be seen in the table, for all variables, the
square root AVE is greater than the correlation
coefficient of each variable with other variables. It
can be concluded that the discriminant validity of
the measurement model is confirmed.
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Figure 2: Significant t-values for hypotheses
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Figure 3: Path coefficients for hypotheses

R2 coefficient of determination (R-square):

The R2 value is calculated only for the dependent
(endogenous) variable of the model, and for
exogenous variables, R2 value is zero. The higher

0.142
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"Job Satisfaction
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Emotive
dissonance

Emotional

labor
naturally

feitemotions

the R2 of the endogenous variables, the better the
fit of the model.
Table 4: Summary of hypothesis testing

Confidence
path: interval for path
independent variable > Pqth. . coefficient Stqn.dc!rd T-valve | p-value | result

. coefficient deviation

dependent variable Lower Upper

limit limit
Expression of naturally felt
emotions > job | 0.106 0.034 0.185 | 0.038 2.822 | 0.005 significant
satisfaction
Emotional labor 2 job | ¢ 1 44 0.051 0.244 | 0.049 2.992 | 0.004 | significant
satisfaction
Emofive dissonance 2 job | 537 | 0347 | .0.122 | 0057 | 4189 |0.000 | significant
satisfaction
Motivational CQ =2 job | () 59g 0.147 |0316 0042 [5390 |0.000 | significant
satisfaction
Behavioral - CQ 2 job | ¢ ;45 0.060 | 0.231 |0.041 3.417 | 9901 | Gignificant
satisfaction
Cognitive CQ 2 job | ¢ 1, 0086 |0.253 0042 |4063 |0.000 | significant
satisfaction
Metacognitive CQ 2 job | ;g 0096 |0.248 |0.040 | 4.410 |0.000 | significant
satisfaction
Table 5: coefficient of determination

Dependent variable | R2 Adjusted R2 | Result
Job satisfaction 0.662 | 0.654 good/satisfactory

The adjusted coefficient of job satisfaction was
estimated at 0.654. Therefore, it can be concluded
that the independent variables of the model could
predict 65.4% of variation in job satisfaction.

Predictive quality (Q2)
This value represents the predictive power of a

model.

Models that enjoy a good structural fit

should be able to predict the indicators related to
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the endogenous variables of the model (Stone &
Graves, 1975). Hensler et al. (2009) defined
three values of 0.02, 0.15 and 0.35 to represent

Investigating the Effect of Cultural Intelligence and Emotional labor on Job Satisfaction

the weak, medium and strong predictive power of
a variable or related exogenous variables.
Table 5: Predictive quality (Q2)

Dependent variable

Result

Job satisfaction

0.509

good /satisfactory

The present findings showed that the Q2 for job
satisfaction was estimated at 0.509, which is a
positive value. Therefore, it can be concluded that
the power of the model in predicting job
satisfaction is at an optimal level.

Cohen's effect size (f2)
The fourth criterion to test the structural model is

the effect size (f2). Cohen (1988) introduced the

Table 6: Cohen's effect size results

effect size criterion to determine the strength of a
relationship between the latent variables of the
model. The values of 0.02, 0.15 and 0.35,
respectively, indicate a small-, medium- and large-
size effect of one variable on another. This value
can be estimated for dependent variables that
are affected by more than one variable.

2
ZEiliE Ind df t
independent variable = dependent variable naspenden
variable

Expressr?n of naturally felt emotions = job 0.023
satisfaction

Emotional labor = job satisfaction 0.044
Emotive dissonance = job satisfaction 0.094
Motivational CQ = job satisfaction 0.089
Behavioral CQ -2 job satisfaction 0.043
Cognitive CQ 2 job satisfaction 0.054
Metacognitive CQ 2 job satisfaction 0.059

As it can be seen in the table, the strength of the
effect of emotive dissonance on job satisfaction
(0.094) is higher than other independent variables.

Goodness of Fit (GOF):

An overall model includes both measurement and
structural model parts, and by confirming its fit, the
test of model fit is complete. Three values of 0.01,
0.25 and 0.36 are interpreted as weak, medium
and strong values (Davari and Rezazadeh, 201 2).

GOF = \/Communalltles x RZ =+/0.384 x 0.662 = 0.504

Discussion:

The current research aimed to analyze the effect
of cultural intelligence and emotional labor on job
satisfaction. The results showed that in general
cultural intelligence and emotional labor have a
significant effect on the job satisfaction of
employees of Mashhad University of Medical
Sciences. This conclusion resulted from a detailed
and specialized hypothesis testing, which is
described separately for each hypothesis.

The result of testing the first hypothesis showed
that cognitive CQ had a statistically significant
effect on the employees’ job satisfaction in
Mashhad University of Medical Sciences. These

Medical Research Archives |https:

results are consistent with the findings reported by
Khiabani Mofard (2018), and Farrokhi et al.
(2014). It can be argued that individuals’ cognitive
intelligence and their personal knowledge and
learning ability play a significant role in increasing
their job satisfaction. Employees with a higher
cognitive CQ than peers had better information
processing skills and cognitive understanding of
their tasks and duties in Mashhad University of
Medical Sciences. This is a significant factor
involved in coping with the job and meeting
personal expectations. It can ultimately lead to an
adequately high job satisfaction among the
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employees at Mashhad University of Medical
Sciences.

The second hypothesis testing showed that
metacognitive CQ had a statistically significant
effect on employees’ job satisfaction in Mashhad
University of Medical Sciences. These results are in
agreement with the research by Khiabani Mofard
(2018), Farrokhi et al. (2015), Abdullahi Nia
(2015), Lam et al. (2022), Min et al. (2021),
Leakey and Walt (2021) and Booker et al.
(2014). It can be argued that individuals with
higher metacognitive intelligence understand and
interpret cultural experiences and knowledge, and
consequently perceive the cultural actions and
programs in the university more meaningful and
rewarding. The positive feeling they hold about
their job is highly significant. Employees analyze
knowledge and cultural programs through their
metacognitive intelligence, and acquiring
knowledge. Thus, a correct and positive
interpretation of the conditions of Mashhad
University of Medical Sciences is particularly
important in its employees’ job satisfaction.

Testing the third hypothesis showed that
motivational CQ had a statistically significant
effect on employees’ job satisfaction in Mashhad
University of Medical Sciences. This finding is in
line with the results of the research by Khiabani
Mofard (2018), Farrokhi et al. (2015), Abdullahi
Nia (2015), Lam et al. (2022), Min et al. (2021),
Leakey and Walt (2021) and Booker et al.
(2014). Arguably, learning performance and
showing confidence in capabilities can increase
employees’ motivational intelligence in Mashhad
University of Medical Sciences and can,
consequently, increase their jobs satisfaction. Thus,
employees’ motivational intelligence motivates
them to increase their ability and performance
and improve their job position in the organization
and brings them a high cultural energy and
motivation. The presence of this motivation is an
important factor in increasing the job satisfaction
of employees in Mashhad University of Medical
Sciences.

Testing the fourth research hypothesis showed that
behavioral intelligence had a statistically
significant effect on employees’ job satisfaction in
Mashhad University of Medical Sciences. This
finding is in line with the results of the research by
Khiabani Mofard (2018), Farrokhi et al. (2015),
Abdullahi Nia (2015), Lam et al. (2022), Min et al.
(2021), Leakey and Walt (2021) and Booker et
al. (2014). It can be argued that employees
capable of performing appropriately in face of
different cultures and can adapt their behavior
accordingly can achieve a relatively higher
satisfaction. Employees’ ability and intelligence in
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showing conscious behaviors suitable for different
cultures in Mashhad University of Medical Sciences,
increases their satisfaction and positive in their job.
Testing the fifth hypothesis showed that the
expression of natural feelings had a statistically
significant effect on employees’ job satisfaction in
Mashhad University of Medical Sciences. This
finding is in line with the results of the research by
Lem et al. (2022) and Wang et al. (2021).
Arguably, the natural expression of emotions can
increase the employees’ chances to express natural
feelings and, consequently, increase their
satisfaction with job. The employees of Mashhad
University of Medical Sciences achieved a relative
satisfaction with their job by honestly expressing
the natural feelings and emotions they had at their
workplace, which allowed the formation of a deep
connection with the individual's job within the
organization.

Testing the sixth research hypothesis showed that
emotional labor had a statistically significant
effect on employees’ job satisfaction in Mashhad
University of Medical Sciences. This finding is in
line with a body of research by Lem et al. (2022)
and Wang et al. (2021). It can be argued that the
employees’ ability to adapt their emotions and
show feelings suitable for any specific situation in
Mashhad University of Medical Sciences led to an
increase in their job satisfaction. Through
experiencing different job positions and trying to
show their feelings about the organization and
customers, employees pave the way for deeper
communication and greater job satisfaction.

The results of testing the seventh research
hypothesis showed that emotive dissonance had a
significant negative effect on employees’ job
satisfaction in Mashhad University of Medical
Sciences. These results are in line with the research
findings reported by Lem et al. (2022) and Wang
et al. (2021). Arguably, employees who lack the
ability to match their feelings with different
conditions in Mashhad University of Medical
Sciences face some internal and emotional conflict
in their job, which disturbs their inner peace and
lowers their job satisfaction.

Conclusion:

The present study managed to show the effect of
cultural intelligence and emotional labor and their
components on the job satisfaction of employees at
Mashhad University of Medical Sciences. The
present study raised awareness of the importance
of employees' cultural intelligence in accepting
organizational culture and adapting individual
culture. It is also important to recognize other
cultural differences and adapt to it, which is
expected to be considered by all managers in
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organizations. In Mashhad University of Medical
Sciences, these cultural differences require
employees to have cultural intelligence due to
serving internal and external customers. It should
be noted that in crises like COVID-19, if emotions
and feelings are not prioritized, it is definitely not
possible to imagine a successful future according
to the needs of the time, summarized as “We will
defeat the disease”. Therefore, evoking emotions
and feelings in different ways can be effective,
especially in Iranian population, where people are

Investigating the Effect of Cultural Intelligence and Emotional labor on Job Satisfaction

emotional. Finally, it can be acknowledged that
paying attention to cultural and emotional
intelligences in organizations, especially
organizations that provide health services to
society, can lead to job satisfaction in employees
and increase their productivity and performance.
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