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Introduction
Workplace conflict relates negatively to performance and can induce stress and inhibit 
employees’ ability to be flexible and creative (see De Dreu & Weingart, 2003). Organisations 
require proactive and high-performing employees in order to thrive (Jackson, 2014), whilst 
also requiring employees who can effectively deal with workplace conflict, manage work 
tasks, manage relationships at work and regulate their emotional responses at work. 
Furthermore, organisations are unable to fully micro-manage employee relations (Augustine, 
Payne, Sencindiver, & Woodcock, 2005), but it is important for organisations and employees 
to identify the underlying factors (e.g. building rapport amongst colleagues or allowing 
flexibility in altering a task procedure) that could assist employees in managing performance, 
relationships and conflict on their own at work for them to function optimally. 

Previous research suggests that employees should also take responsibility for their own 
well-being (Tims, Bakker, & Derks, 2015) and this becomes especially important during 
conflict (Boyd, 2007). As a proactive workplace behaviour, job crafting can be useful in promoting 

Orientation: This study aimed to investigate the role of emotional intelligence (EQ) in the 
process of workplace conflict, job crafting and job performance.

Research purpose: To explore the relationship between self-focused EQ, task conflict, 
task crafting and in-role performance, as well as the relationship between other-focused 
EQ, relational conflict, relational crafting and extra-role performance. 

Motivation for the study: Peer relationships and conflict may have an impact on work 
performance and enabling employees to manage relationships and conflict at work and 
may contribute to better overall productivity. 

Research approach/design and method: A quantitative research design with cross-sectional 
analysis utilising PROCESS moderated mediation was followed in this study. The sample 
consisted of 293 employees across various industries in South Africa. 

Main findings: The results showed that task crafting mediates the relationship between 
task conflict and in-role performance, whilst self-focused EQ moderated the relationship 
between task conflict, task crafting and in-role performance in the second stage. Relational 
crafting further mediated the relationship between task conflict and extra-role performance. 

Practical/managerial implications: The study shows that job crafting is important for 
managing conflict on performance, whilst recognising self-focused EQ as an important 
predisposition to initiate self-driven behaviour that employees embark on in order to 
perform well.

Contribution/value-add: By analysing these relationships, organisations may better equip 
their employees with the internal resources needed to perform. Furthermore, an 
investigation into emotion regulation methods combined with proactive workplace 
behaviours increases our understanding of how to support and promote positive 
interactions and proactivity at work. 

Keywords: self-focused emotional intelligence; other-focused emotional intelligence; task 
and relational conflict; task crafting; relational crafting; in-role performance; extra-role 
performance.

Regulating emotions at work: The role of emotional 
intelligence in the process of conflict, job 

crafting and performance

Read online:
Scan this QR 
code with your 
smart phone or 
mobile device 
to read online.

http://www.sajip.co.za
http://orcid.org/0000-0001-8834-6118
https://orcid.org/0000-0002-4368-4030
mailto:madelyn.geldenhuys@outlook.com
mailto:madelyn.geldenhuys@outlook.com
https://doi.org/10.4102/sajip.v47i0.1875
https://doi.org/10.4102/sajip.v47i0.1875
http://crossmark.crossref.org/dialog/?doi=10.4102/sajip.v47i0.1875=pdf&date_stamp=2021-06-14


Page 2 of 14 Original Research

http://www.sajip.co.za Open Access

overall workplace well-being and performance (Petrou, 
Demerouti, Peeters, Schaufeli, & Hetland, 2012), whilst also 
allowing them to have control of job tasks and relationships. 
If employees can change the task and relational boundaries 
of their work (e.g. job crafting) and have opportunities for 
advocacy and inquiry, they will likely be more engaged in 
and perform better at work (Bakker & Bal, 2010; Bakker, 
Tims, & Derks, 2012; Hakanen, Perhoniemi, & Toppinen-
Tanner, 2008).

O’Boyle, Humphrey, Pollack, Hawyer and Story (2011) found 
that having control over one’s emotions can help employees 
overcome stress. Having control over one’s emotions and 
also having a sense of mastery over particularly difficult 
relationships (e.g. managing conflict) and tasks could 
therefore benefit employees because they are more capable of 
managing stress at work. We therefore argue that the ability 
to change work boundaries will enable employees to deal 
with conflict and perform well when they are able to 
appropriately regulate their emotions throughout this 
process. It is known that individuals who display greater 
levels of emotional intelligence (EQ) are better equipped to 
handle conflict at work (Morrison, 2008), whilst also being 
more able to exhibit self-control, effective communication 
skills and self-awareness (Yukl, 2002). Possessing these 
attributes enhances individuals’ ability to respond 
appropriately during conflict (Erkutlu & Chafra, 2012) and 
supports productivity and subsequent performance. 

This study aims to investigate the impact of employees’ 
EQ on their use of job crafting as a means of dealing with 
conflict in order to perform effectively. Firstly, this study 
contributes by showing the relationship between self- and 
other-focused EQ respectively (Pekaar, Bakker, Born, & 
Van der Linden, 2018a) and the process of workplace 
conflict, job crafting and performance. Secondly, the study 
examines the effect of job crafting on performance and 
whether a certain level of EQ may strengthen the 
positive  effects of job crafting on employee performance. 
This study specifically contributes by showing how 
self-focused EQ moderates the relationship between task 
conflict, task crafting and in-role performance and 
how other-focused EQ moderates the relationship 
between relational conflict, relational crafting and extra-
role performance. 

Theoretical framework
Karasek (1979) developed the job demands-control (JDC) 
model that explains the relationship between job demands 
and job controls in understanding employee strain. Job 
demands include aspects of the job which exert both physical 
and psychological pressure on the employee, such as working 
hours, task difficulty and emotional labour (Theorell, 
Karasek, & Eneroth, 1990), whilst job control is the autonomy 
that employees have to regulate and organise their work. 
De Bruin and Taylor (2006) defined control as an employee’s 
level of autonomy in overall workplace decision-making. 

The JDC model is underpinned by the notion that work is 
composed of different demands and accompanying levels of 
control, which affect how employees experience their work 
(Karasek, 1979). This, for example, would mean that low 
levels of job control and high levels of job demands result in 
the negative effect of high job strain. However, jobs with both 
high demand and high control result in employee well-being, 
as these employees are more active in their roles (Salanova, 
Peiró, & Schaufeli, 2002). This produces active jobs where 
employees learn how to develop new behaviours (see Petrou 
et al., 2012) – thus having control (e.g. through job crafting) 
over job demands (e.g. difficult relationships and conflict) 
can create opportunities for employees to develop new or 
improved ways of responding to others at work and 
consequently managing stress.

Conflict is defined as a disagreement between two parties, 
resulting from discordancy in views on tasks, processes, 
values and personal areas (Combrink, 2014). Hahn (2000) 
modelled conflict as one of the greatest stressors that an 
employee can face in the workplace. As a job demand, 
workplace conflict is perceived as threatening to an 
employee’s competence (De Bruin & Taylor, 2006; Rispens & 
Demerouti, 2016). This, in turn, creates a situation to which 
an employee must find a solution, thus further enforcing the 
notion that conflict is a demand placed on an employee. 
Skills discretion and decision-making authority form part of 
the factors of job control (Spreitzer & Sonenshein, 2003; 
Theorell & Karasek, 1996). 

These job-control factors focus on employees’ discretion to 
manage and make their own decisions regarding their work. 
Warren (2003) found that job crafting requires discretion, 
whereby employees conduct themselves in an autonomous 
manner. Based on this, employees may gain control in the 
workplace through job crafting. In this proactive process 
(Grant & Ashford, 2008), job crafting allows employees to 
alter the way in which they use their competencies, expertise 
and preferences in constructing their overall work experience 
(Wrzesniewski & Dutton, 2001). Job crafting is seen as a 
reflexive role behaviour (Ghitulescu, 2007) and therefore it 
implies that employees craft their own role, free from rewards 
or the opinions of others. The job crafting theory posits that 
employees might alter their work boundaries based on what 
motivates them and to satisfy basic needs to have control and 
to connect with others (Wrzesniewski & Dutton, 2001). 

Ghitulescu (2007) found that, when employees face difficulty 
at work, they took to crafting behaviours as a means to 
overcome the difficulty. Wall, Jackson, Mullarkey and Parker 
(1996) stated that employees with the means to control their 
work-environment stressors are better equipped to deal 
with their work demands. As job crafting is a self-initiated 
action, employees may take up crafting to realign themselves 
to their role (Ghitulescu, 2007) and regain control of their 
situation. Karasek (1979) understood jobs to be made up of 
job demands and job controls, and by conceptualising their 
relationship, also related to increased performance. 
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Workplace conflict as a job demand is unavoidable and, by 
exerting control over one’s work through changing the task 
and relational boundaries at work, allows employees to 
better deal with conflict demands at work. Both task and 
relational crafting offer employees a way to make their work 
meaningful and aligned with their identity (Berg, Grant, & 
Johnson, 2010).

The job task: Task conflict, task crafting and 
in-role performance
Although an acceptable level of conflict may increase the 
overall performance outcomes (Schulz-Hardt, Jochims, & 
Frey, 2002), high levels of conflict cause employees to feel 
overwhelmed and they are unable to direct their thoughts 
appropriately (De Dreu & Weingart, 2003). Different types of 
conflict yield different outcomes (Greer, Jehn, & Mannix, 
2008); in the present study, two broad categories of conflict 
are discussed, namely, task and relational conflict.

Task conflict evolves from disagreements on work goals, tasks, 
processes and policies (De Dreu & Weingart, 2003; Desivilya, 
Somech, & Lidgoster, 2010). Yang and Mossholder (2004) 
stated that task conflict is likely to occur when employees 
disagree on how to approach a task, as each employee may 
interpret information differently. If not handled well, conflict 
may supersede the task that the employee or group is required 
to complete. Although task conflict is perceived as a negative 
experience by employees (Rispens & Demerouti, 2016), it 
allows employees to organise their thoughts constructively 
(Simons & Peterson, 2000) and increase their task performance 
(Hansen, 2015). Thus, task conflict stimulates employees to 
make reasonable decisions regarding the task disagreement or 
problem (Lukasik, 2009), which could possibly be promoted 
with the correct amount of control over their work. Employees 
craft their jobs because they wish to do things differently, 
thereby benefiting the organisation’s innovativeness (Frese & 
Fay, 2001). Employees who shape their work experience 
through job crafting have shown increases in their overall job 
satisfaction (Slemp & Vella-Brodrick, 2013) and job performance 
(Thompson, 2005). This may be because of an employee feeling 
a stronger fit with his or her workplace environment when 
crafting (Tims & Bakker, 2010). 

Wrzesniewski and Dutton (2001) identified task and relational 
crafting techniques that employees can adopt to redefine 
their jobs. Task crafting involves the changing of tasks by 
adding tasks, emphasising certain tasks over others or 
redesigning current tasks (Berg, Dutton, & Wrzesniewski, 
2013; Nielsen & Abildgaard, 2012). For example, an employee 
may volunteer to compile the company performance results 
into a PowerPoint presentation for a public company 
presentation because he or she enjoys being creative. In-role 
performance includes all employees’ job duties that are 
essential to the organisation’s functioning (Devonish & 
Greenidge, 2010). These job duties form part of the employees’ 
formal job description and include a set of expected 
behaviours and responsibilities (Sparrowe, Liden, Wayne, & 
Kraimer, 2001). In-role performance is usually measured by 

means of the quality and quantity of output an employee 
produces within his or her job role and is therefore also 
referred to as task performance (Kahya, 2007).

H1: Task crafting mediates1 the relationship between task conflict 
and in-role performance.

Relationships at work: Relational conflict, 
relational crafting and extra-role performance
Relational conflict occurs when employees have personality 
clashes or differences in values and beliefs (Desivilya et al., 
2010). Relational conflict does not arise from disagreements 
surrounding tasks, but rather from personal differences or 
opinions amongst colleagues (Jehn & Chapman, 2000). This 
conflict evokes a more emotional and interpersonal situation, 
which detracts from performance (Jehn & Chapman, 2000). 
During relational conflict, employees may have to be 
accommodating in their reaction and choose to focus on 
nurturing the relationship (Boyd, 2007). Madlock and Booth-
Butterfield (2012) found that 88% of employees engage in 
strategies to adapt their relationships at work in order to 
manage conflict. Waldman (1994) confirmed this by saying 
that during times of uncertainty and difficulty (e.g. conflict), 
employees take up extra roles that are needed for the 
organisation’s survival. Employees need to be able to manage 
conflict in the workplace in order to perform. The present 
study proposes that job crafting may be an independent 
action that an employee can adopt to overcome conflict. 

Relational crafting occurs when employees manage their 
interactions at work by building, reframing or adapting 
their work relationships, for example, an employee showing 
an interest in fellow colleagues by getting to know them or 
finding commonalities in interests. Furthermore, Myers 
and Johnson (2004) stressed the importance of peer 
relationships at work, as these increase productivity. 
Relational crafting serves as a means of changing the social 
context of employees’ work environment (Bakker & 
Demerouti, 2007). Employees who choose to interact with 
colleagues beyond the scope of their role view their work as 
a means to contribute to the life of their colleagues 
(Ghitulescu, 2007). However, less relational crafting is 
required when individuals perceive a work environment to 
be a safe psychological space where they can freely express 
themselves (Ghitulescu, 2007). 

Extra-role performance constitutes employees’ actions that 
do not form part of their formal job description (Goodman & 
Svyantek, 1999) and therefore does not contribute to 
employees’ productivity (Podsakoff, MacKenzie, Paine, & 
Bachrach, 2000). Extra-role performance involves acts such as 
helping employees or assisting new employees (Williams & 
Andersen, 1991) and is considered a prosocial behaviour 
(Dunfield, 2014), spurred on by employees’ emotions 
(Bindle & Parker, 2010). These actions play a role in 
forming the organisational and social context in which 
employees work (Werner, 2000).

1.The term mediation is used in this article in the general sense that explains a 
model where the values of Y indirectly affects X through M.
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H2: Relational crafting mediates the relationship between 
relational conflict and extra-role performance.

Emotional intelligence
Emotional intelligence can also be viewed as a way in which 
an individual may approach an emotion-evoking situation 
that is intrapersonal or interpersonal in nature (Petrides & 
Furnham, 2003). An individual that displays EQ is self-aware 
and, through this self-awareness, may better identify his or 
her own emotions, as well as the emotions that others might 
feel (Petrides & Furnham, 2003; Schutte et al., 2001). 
Emotional intelligence can be classified into self- and other-
focused EQ. Self-focused EQ refers to dealing with one’s own 
emotions, and other-focused intelligence refers to dealing 
with the emotions of others (Pekaar, Bakker, Van der Linden, 
& Born, 2018b). Emotional intelligence is conceptualised 
according to two broad dimensions: emotional appraisal and 
emotional regulation (Salovey & Mayer, 1990). 

Emotional appraisal involves the identification of the emotion 
and acknowledgement, and thereafter emotional regulation 
occurs, where individuals adjust their emotions to suit the 
situation. When exploring self- and other-focused EQ, 
different life areas may be impacted (Pekaar et al., 2018b). 
Self-focused EQ is more likely to impact individuals in their 
personal capacity, whereas other-focused EQ plays a greater 
role when people interact. Therefore, in order to yield 
comprehensive results, EQ was explored from a self- and 
other-focused perspective in this study. 

The role of emotional intelligence in the process 
of workplace conflict, job crafting and 
performance
Collaboration amongst employees is conducive to enhance 
employee performance (Prati, Douglas, Ferris, Ammeter, & 
Buckley, 2003), should their interactions allow for individual 
empowerment and flexibility (Erkutlu & Chafra, 2012). Van 
Rooy and Viswesvaran (2004) defined EQ as: 

[T]he set of abilities (verbal and nonverbal) that enable a person 
to generate, recognise, express, understand and evaluate their 
own and others, emotions in order to guide thinking and action 
that successfully cope with environmental demands and 
pressures. (p. 72)

A study by Caruso and Salovey (2004) found a positive 
relationship between employee EQ and the ability to 
work effectively in a team. Employees with higher levels of 
EQ display adaptability to stressful social encounters such 
as conflict (Lopes, Grewal, Kadis, Gall, & Salovey, 2006). 
Research aimed at understanding the consequences of 
job crafting has shown that this may increase conflict, as 
employees may be apprehensive about the changes 
that job crafting brings to the job role and workplace 
(Tims et al., 2015). 

This indicates the need to investigate under which EQ 
conditions employees use job crafting to navigate conflict 

situations in constructive ways, in order to perform. 
Moreover, the act of job crafting has been found to alter the 
meaning and subsequent purpose of an employees’ job role 
(Wrzesniewski & Dutton, 2001), implying that both in-role 
and extra-role performance may be impacted by selective 
and purposeful way in which employees craft their work. 
Organisational performance has also been shown to increase 
when employees are given opportunities to engage in roles 
outside of their formal requirements (Worline, Wrzesniewski, 
& Rafaeli, 2002). The relationships between conflict, job 
crafting, EQ and performance are largely unknown. 

Self-focused emotional intelligence, task 
conflict, task crafting and in-role performance
As EQ has been found to be correlated with self-monitoring-
type behaviours (Schutte et al., 2001), it can be expected that 
possessing self-focused EQ may contribute to experiences 
that require individuals to act independently (e.g. task 
crafting and in-role performance). Individuals with high self-
focused EQ understand what they are feeling and through 
this understanding they are more readily able to find 
solutions to their problems (Matthews, Roberts, & Zeidner, 
2004). Therefore, in the present study, we expected employees 
with higher levels of self-focused EQ to focus more on task 
crafting when faced with task conflict in order to enhance 
their in-role performance. 

The relationship between EQ and job crafting has not yet 
been explored in the existing literature. As mentioned before, 
employees who can self-regulate are more task-focused and 
perform better in their job (Bakker & Bal, 2010). A work 
environment is conducive to the act of crafting when 
employees feel the freedom to proffer new ideas and ways of 
doing things (Gilson & Shalley, 2004). However, when 
conflict is experienced, employees may not feel the autonomy 
they need to craft; this may then encourage the inclusion of 
EQ as a means of re-establishing an engaging environment. 
Tsai, Chen and Liu (2007) indicated that positive moods, 
through motivational and interpersonal processes, predict 
task performance. This alludes to the notion that stabilised 
emotions may positively affect employees’ ability to adapt 
their behaviour (task crafting) in order to perform. 

Thus, the following hypothesis is formulated (see Figure 1).
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Note: Independent variable = Task conflict; Mediator = Task crafting; Dependent 
variable = In-role performance; Moderator = Self-focused EQ. 
EQ, emotional intelligence.

FIGURE 1: Conceptual model 1.
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H3: Self-focused EQ moderates the relationship between task 
conflict, task crafting and in-role performance.

Other-focused emotional intelligence, relational 
conflict, relational crafting and extra-role 
performance
As previously mentioned, the conditions under which 
employees rely on specific focused EQ are unclear – more 
specifically, the role of other-focused EQ and how it 
moderates the relationship between relational conflict, 
relational crafting and performance could help us to 
understand relationships at work. A study by Rispens and 
Demerouti (2016) found that the emotional arousal as a result 
of conflict is unpredictable. Because of this, EQ may be 
beneficial as it makes employees capable of understanding 
and regulating whatever emotions workplace conflict evokes. 
Emotionally intelligent employees have been found to desire 
positive outcomes for both themselves and their colleagues 
(Schutte et al., 2001); this may support the fact that EQ 
contributes to both in-role and extra-role performance. 

Promís (2008) suggested that employees with a low level of 
EQ may not be able to perform adequately at work as they 
may lack the flexibility and agility required in times of 
adversity. It is not always easy to deal with the emotions of 
others and, as a result, this inability could negatively impact 
how employees perform. Performance is not only task 
based but also socially based. Pekaar et al. (2020) pointed 
out that focusing on appraising and regulating the emotions 
of others can contribute to performance because it influences 
social and performance outcomes. Employees can effectively 
understand the emotions of others (see Pekaar et al. 2020) 
and tactfully use relational crafting at work to improve 
social relationships – this in turn could be beneficial in 
dealing with conflict to optimise extra-role performance. 
Firstly, we expect higher levels of other-focused EQ to 
influence an employee’s use of relational crafting in order to 
ameliorate the effects of relational conflict because 
employees with other-focused EQ better understand their 
colleagues’ emotions; thus, when experiencing conflict, 
these employees may choose to focus on regulating the 
relationship as a means of restoring accord. In addition, we 
looked to associate this predicted relationship with extra-
role performance as employees require understanding of 
one another to perform uniformly (Welbourne, Johnson, & 
Erez, 1998). Extra-role performance happens when 
employees assist others in finishing tasks to reach the 
overall organisational goals:

H4: Other-focused EQ moderates the relationship between 
relational conflict, relational crafting and extra-role performance.

Method
Procedure and sample
Respondents in this study were sent an online URL link that 
allowed them access to a Google survey comprising four 
questionnaires. Prior to completing the questionnaires, 
respondents were asked to read an informative document 

that briefly explained the research study and the purpose of 
collecting the data. This document further stressed the 
criteria that respondents had to meet in order to be eligible 
for participation, which was a voluntary process, and the 
ethical considerations of this study. Lastly, the researcher’s 
details were provided, should the respondents have any 
further questions regarding the study. Once the respondents 
had given their informed consent to participate, the online 
survey was made available to them for completion. The 
online survey was password-protected, thereby ensuring 
that all the recorded data were secure. All the data responses 
were downloaded from the secure online platform and 
safely stored. The following criteria were considered to be 
suitable for the study: one should have at least 1 year’s work 
experience, a grade-12 qualification (to show their proficiency 
in English), age 18 years or older, and lastly one should be 
currently working in an organisation. A non-probability 
convenience sampling strategy was implemented, which 
yielded an initial sample of 295 respondents from the 
South African workforce. From the online questionnaires, 
the data from a final sample of n = 293 could be processed 
and analysed. 

The sample consisted of 79 men (23%) and 214 women (73%). 
Respondents were predominantly aged 19‒39 years (61.7%), 
and the majority of the respondents were white people 
(87.4%). Of the respondents, almost two-thirds (64%) 
indicated English as their home language and 24% stipulated 
Afrikaans. A total of 79.9% had a bachelor’s degree or higher 
qualification. Although the majority were white, female and 
English, the respondents showed to be from various job 
positions: junior mangers (16.4%), middle managers (20.8%), 
senior managers (15%) and non-managers (23.2%). 

Measures
A biographical questionnaire was used to evaluate the 
sample with regard to their demographic composition. 
Respondents were required to indicate their age, gender, 
ethnicity and home language. 

The intragroup conflict scale (ICS) was adapted to measure 
conflict (Jehn, 1995). This scale consists of nine items, 
measured on a five-point Likert scale ranging from 1 (none) to 
5 (a great deal). Conflict was measured using two subscales: 
relational conflict, comprising five items (e.g. ‘there were 
tendencies of anger and aggression between some persons 
in the group’) and task conflict, comprising four items (e.g. 
‘during conflict, the group was concerned about solving 
problems by using a sensible and rational procedure’). Jehn 
and Mannix (2001) reported a Cronbach’s alpha of 0.94 for 
both relational conflict and task conflict. This study found 
reliabilities of 0.82 for task conflict and 0.84 for relational 
conflict α = 0.84.

The job crafting questionnaire (JCQ) was used to measure 
the extent to which individuals engage in job-crafting 
activities (Slemp et al., 2013). Two types of job crafting were 
identified: task crafting and relational crafting. The JCQ 
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comprises 15 items that are rated on a six-point Likert scale 
ranging from 1 (hardly ever) to 6 (very often). Examples of the 
items for the two job-crafting activities are as follows: (task 
crafting) ‘change the scope or type of tasks that you complete 
at work’ and (relational crafting) ‘make friends with people 
at work who have similar skills or interests’. The JCQ has 
been validated by Slemp, Kern and Vella-Brodrick (2015) 
and was found to have an acceptable Cronbach’s alpha 
(overall: α = 0.91; task crafting: five items, α = 0.86; relational 
crafting: five items, α = 0.84). Task crafting reported a 
Cronbach’s alpha of 0.76 and relational crafting reported a 
Cronbach’s alpha of 0.76.

The Rotterdam Emotional Intelligence Scale (REIS) (Pekaar 
et al., 2018a) was used to measure EQ in the present study. 
The scale further distinguishes four factors, namely, self- 
and other-focused emotional regulation and self- and other-
focused emotional appraisal. It comprises 28 items, which 
respondents are required to answer using a five-point Likert 
scale ranging from 1 (totally disagree) to 5 (totally agree). 
Examples of the items that were divided into the four-factor 
structure are the following: (self-focused emotional 
appraisal) ‘I can distinguish my own emotions well’, (other-
focused emotional appraisal) ‘I understand why others feel 
the way they feel’, (self-focused emotional regulation) ‘I am 
in control of my own emotions’ and (other-focused 
emotional regulation) ‘I have great influence over how 
others feel’. In the development and validation of the REIS, 
Pekaar et al. (2018a) found Cronbach’s alpha coefficients in 
the range of 0.82 to 0.85 for the four subscales and an overall 
scale coefficient of 0.88. Self-focused EQ had a reliability of 
α = 0.89 and other-focused EQ had a reliability of α = 0.92.

Performance was measured using items adapted from 
Goodman and Svyantek’s (1999) Performance Scale. Using 
six items, two roles types were measured: in-role 
performance (e.g. ‘I met all the requirements of my position’) 
and extra-role performance (e.g. ‘I helped colleagues who 
were under high work pressure or who had other problems’). 
The respondents answered using a seven-point Likert-type 
scale ranging from 0 (totally disagree) to 6 (totally agree). 
Jackson (2014) found the scale to have a Cronbach’s alpha 
coefficient of 0.88. The Cronbach’s alpha coefficient for 
extra-role performance was 0.82 and for in-role performance it 
was 0.87. 

Statistical analysis
A statistical analysis was carried out using the Statistical 
Package for Social Sciences (SPSS) statistical program 25 
(SPSS Inc., 2018), utilising Version 3.2 of Hayes PROCESS 
(Hayes, 2013). In order to calculate the direct and indirect 
effects of this simple mediation, Model 4 in the PROCESS 
macro of Hayes (2013) was used. In Model 4, the path 
labelled c’ represents the direct effect of X on Y, c is the 
total effect of X on Y, and the product of the paths 
labelled a and b represents the indirect effect of X on Y, 
which determines how much the c path is changed when 
M (the mediator) is added to the model (Bollen, 1989; 

Hayes, 2013). Thus, the mediator will add to the model’s 
variance and explain why the independent and dependent 
variables may be related. Bootstrapping, utilising 5000 
bootstrap samples, was used to calculate the 95% 
confidence interval (CI), which aids in understanding the 
effect size (c – c’). 

First- and second-stage moderated mediation (conditional 
indirect effect) tests were conducted, whereby the 
mediating process was moderated, because W alters the 
relationship between X, M and Y (Preacher, Rucker, & 
Hayes, 2007). The study aimed to calculate the conditional 
indirect of conflict on performance through job crafting 
at different values of EQ. The results consisted of the 
association between conflict and job crafting (a-path), job 
crafting and performance (b-path), the direct effect of conflict 
on performance (c’-path), the interaction effect of conflict and 
EQ on job crafting, and lastly the interaction effect of job 
crafting and EQ on performance. This conditional indirect 
effect was tested using PROCESS Model 7 (Hayes, 2013), 
which tests the first stage of moderated mediation. 
Similarly, PROCESS Model 14 (Hayes, 2013) was used to 
test for second-stage moderated mediation. An index of 
moderated mediation was calculated by generating 
bootstrapping confidence intervals, whereby no zero 
indicates a significant conditional indirect effect (Hayes, 
2015). Preceding the analyses of Models 7 and 14, both the 
X*M and M*V interaction terms were, respectively, mean-
centred (Cohen, Cohen, West, & Aiken, 2003) using the 
PROCESS V.3.2 add-on package. 

Ethical considerations 
The results of this study formed part of a research project 
undertaken in the fulfilment of a postgraduate degree. 
Ethical clearance was obtained from the ethics committee 
at the University of Johannesburg, number IPPM-2018-248 
(M). The data were collected between June and 
August 2018. 

Results
Descriptive statistics and correlations
Prior to performing statistical analyses, descriptive statistics 
were calculated for each of the four scales, together with the 
reliability of their subscales. Assumptions of normality 
were met (Pallant, 2011). Pearson’s correlation analysis was 
conducted to determine whether the variables in each of the 
conceptual models were related. These correlations are 
presented in Table 1. The variables in Conceptual Model 1 
were the following: task conflict, task crafting, self-focused EQ 
and in-role performance, which demonstrated statistically 
significant positive correlations (p < 0.001). The results 
showed weak relationships between self-focused EQ and task 
conflict (r = 0.16), between self-focused EQ and task crafting 
(r = 0.14) and between in-role performance and task conflict 
(r = 0.18). Medium effect sizes and correlations were found 
between task crafting and task conflict (r = 0.25), between 
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in-role performance and task crafting (r = 0.27) and between in-
role performance and self-focused EQ (r = 0.27). 

Variables in Conceptual Model 2 (Figure 2) (X = relational 
conflict, M = relational crafting, Y = extra-role performance) 
showed mixed results. Other-focused EQ and extra-role 
performance were not significantly related to relational conflict 
(p < 0.05). Relational conflict and relational crafting showed a 
weak but statistically significant negative correlation 
(r = –0.12; p < 0.05). Statistically significant relationships 
existed between the second-stage moderation variables 
(p < 0.001), with weak to medium effect sizes. More 
specifically, extra-role performance and relational crafting had a 
positive but medium relationship (r = 0.36), extra-role 
performance and other-focused EQ showed a positive but 
medium relationship (r = 0.32) and other-focused EQ and 
relational crafting demonstrated a medium positive 
relationship (r = 0.31). 

Simple mediation analysis
Hypothesis 1 indicated that job crafting mediates the 
relationship between conflict (X) and job performance (Y). 
Table 2 shows the results of the mediation analysis of 
Conceptual Model 1 (X = task conflict, M = task crafting and 
Y = in-role performance). 

This model indicated that path a of task conflict to task crafting 
was significant (β = 0.3352; p = 0.000). Path b in the model 
indicated the relationship between task crafting and in-role 
performance (β = 0.137; p = 0.000). The direct effect of task 

conflict on in-role performance (path c’) was significant and 
therefore full mediation did not occur (β = 0.0943; p = 0.0427). 
The indirect effect results showed that partial mediation 
occurred (95% CI = [0.017/0.083]).

Hypothesis 2 stated that relational crafting mediates the 
relationship between relational conflict and extra-role 
performance. Table 2 shows that paths a and b were found 
to be significant (p < 0.05). Path a revealed a negative 
coefficient (β = –0.1213), indicating that the more 
employees experience relational conflict at work, the less 
they craft relationally. Path b showed a positive relationship 
(β = 0.2123); thus, higher in-role performance is reported 
when employees engage in relational crafting. However, 
the direct, total and indirect effects were all found to be 
non-significant (p > 0.05). This implies that relational 
crafting does not mediate the relationship between 
relational conflict and extra-role performance.

Moderated mediation analysis
Moderated mediation analysis was used to calculate the 
conditional indirect effect of Conceptual Models 1 and 2 
singly (see Kraemer, Kiernan, Essex, & Kupfer, 2008). The 
indirect effect indicates the effect of conflict (X) on 
performance (Y) through job crafting (M). The conditional 
factor constitutes how this specified indirect effect differs 
at different levels of EQ (W/V). In each conceptual model, 
first-stage (Model 7) and second stage (Model 14) 
moderated mediation was tested. In addition, 5000 
bootstrap samples were used and 95% CIs were computed 
by determining the indirect effects at –1, 0 and +1 standard 
deviation (SD).

Hypothesis 3 indicated that the process of task conflict, task 
crafting and in-role performance was moderated by self-
focused EQ. Conceptual Model 1 was defined as follows: 
X = task conflict, M = task crafting, W/V = Self-focused EQ and 
Y = in-role performance. Table 3 shows that in the first stage, 
the direct c’ path remained significant (β = 0.0943; p = 0.0427). 
However, the bootstrapped estimates showed a non-
significant moderated mediation effect, as zero was present 

TABLE 1: Pearson’s correlations analysis.
Variable 1 2 3

Conceptual model 1
1. Task conflict 1 - -
2. Task crafting 0.25** 1 -
3. Self-focused EQ 0.16** 0.14** 1
4. In-role performance 0.18** 0.27** 0.27**
Conceptual model 2
1. Relational conflict 1 - -
2. Relational crafting -0.12* 1 -
3. Other-focused EQ 0.01 0.31** 1
4. Extra-role performance 0.02 0.36** 0.32**

EQ, emotional intelligence.
*, p < 0.005; **, p < 0.001; r > 0.10 (small effect); r > 0.30 (medium effect); r < 0.50 
(large effect).

TABLE 2: Simple mediation model results.
Variable β SE t p CI (lower) CI (upper)

Conceptual model 1
X → M (a) 0.3352 0.0776 4.3197 0.00** 0.1824 0.4879
M → Y (b) 0.1376 0.0340 4.0522 0.00** 0.0708 0.2045
X → Y (c) 0.1404 0.0461 3.0484 0.002* 0.0498 0.2310
X → Y (c̀ ) 0.0943 0.0463 2.0360 0.042* 0.0031 0.1854
X → M → Y (c – c’) 0.0461 - - - 0.0170 0.0834
Conceptual model 2
X → M (a) -0.1213 0.0606 -2.001 0.0464* -0.2407 -0.0020
M → Y (b) 0.2123 0.0316 6.713 0.000** 0.1500 0.2745
X → Y (c) 0.0115 0.0351 0.3263 0.745 -0.0576 0.0805
X → Y (c̀ ) 0.0372 0.0329 1.1297 0.2596 -0.0276 0.1020
X → M → Y (c – c’) -0.0258 - - - -0.0570 0.0025

X, relational conflict; M, relational crafting; Y, extra-role performance; CI, confidence 
interval; SE, standard error.
*, p < 0.005; **, p < 0.001.
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FIGURE 2: Conceptual model 2.
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within the confidence interval, thus implying that zero was a 
probable value: β = 0.006; standard error (SE) = 0.0017; 95% 
CI (–0.0034; 0.0034). Thus, in the first stage of the model, 
self-focused EQ did not alter the extent to which task crafting 
accounted for the link between task conflict and in-role 
performance.

Moderated mediation was then tested in the second 
stage  for Conceptual Model 1. The overall model was 
significant (F[4.287] = 12.69; p < 0.0001; R2= 0.1503); however, 
the direct c’ path was found to be non-significant 
(p = 0.0875). There was a significant conditional indirect 
effect of task crafting on in-role performance through 
self-focused EQ (β = –0.0092; p = 0.0096). The test of 
moderated mediation was significant: β = –0.0031; 
SE = 0.0015; 95% CI (–0.0063; –0.0004) and zero did not 
span the CI. This implies that the direct and indirect 
effects, as well as the conditional indirect effects, were 
different from one another with the addition of the 
moderator EQ (Hayes, 2013). Furthermore, the second-
stage moderated mediation model accounted for 15.03% of 
the variance in in-role performance when task crafting was 
utilised. Hypothesis 3 is thus accepted in the second stage 
(see Table 3). Self-focused EQ was found to moderate the 
relationship between task conflict and in-role performance 
(through task crafting) in the second stage. The conditional 
indirect effects are visually presented in Figure 3. 
Significant conditional indirect effects were found for low 
(–1 SD) and average (0 SD) values of self-focused EQ. 
This suggests that individuals who exhibit low to 
moderate levels of self-focused EQ will have a stronger 
positive relationship when using task crafting in order to 
perform their job duties when experiencing task conflict, 
compared with individuals with high self-focused EQ. 
Figures 4 and 5 depict the overall direct and indirect 
effects of the moderated mediation conducted on 
Conceptual Model 1.

For Conceptual Model 2, a first- and second-stage moderated 
mediation was conducted using Hayes PROCESS Models 7 
and 14, respectively. Hypothesis 4 indicated that other-
focused EQ moderated the process of relational conflict, 
relational crafting and extra-role performance. Conceptual 

Model 2 variables were defined as follows: X = relational 
conflict, M = relational crafting, W/V = other-focused EQ and 
Y = extra-role performance. Identical bootstrap samples and 
CI were used. In both the first and second stage of the 
moderated mediation, the direct effect and interaction terms 
were non-significant (p > 0.05). Although it is suggested that 
relationships should not be disregarded based on p-values 
(Bangdiwala, 2016), it can still be concluded that moderated 
mediation did not occur, as zero spanned the CIs of the 
index of moderated mediation (first stage 95% CI [–0.0047; 
0.0015] and second stage 95% CI [–0.0006; 0.0011]). Hypothesis 
4 is therefore rejected. 

TABLE 3: Conceptual model 1: Moderated mediation results.
Conceptual model 1 β SE t p CI (lower) CI (upper)

1st stage
X → M (a) 0.3061 0.0800 3.8254 0.0002* 0.1486 0.4636
M → Y (b) 0.1376 0.0340 4.0522 0.001* 0.0708 0.2045*
X → Y (c̀ ) 0.093 0.0463 2.0360 0.0427* 0.0031 0.1854
X*W → Y 0.004 0.0098 0.4099 0.6822 -0.0153 0.0233
Index of moderated mediation 0.0006 0.0017 - - -0.0034 0.0034
2nd stage
X → M (a) 0.3352 0.0776 4.3197 0.000** 0.1824 0.4879
M → Y (b) 0.1274 0.0330 3.8598 0.0001* 0.0624 0.1924
X → Y (c̀ ) 0.0776 0.0452 1.7145 0.0875 -0.0115 0.1666
M*V → Y -0.0092 0.0035 -2.6089 0.0096* -0.0161 -0.0022
Index of moderated mediation -0.0031 0.0015 - - -0.0063 -0.0004*

X, Task conflict; M, task crafting; W/V, self-focused EQ; Y, in-role performance; CI, confidence interval; SE, standard error
*, p < 0.005; **, p < 0.001. 

0.10

0.09

0.08

0.07

0.06

0.05

0.04
In

di
re

ct
 e

ff
ec

t

Level of moderator: self-focused EQ

0.03

0.02

0.01

0
3.5 4.5 5.5 6.5 7.5 8.5

EQ, emotional intelligence.

FIGURE 3: Conditional indirect effects of task conflict on in-role performance 
through task crafting at values of self-focused emotional intelligence.
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Discussion
In this study, two conceptual models were proposed to 
explore the relationships between four variables. The main 
aim of Conceptual Model 1 was to explore the relationships 
between task conflict, task crafting, self-focused EQ and in-
role performance. Conceptual Model 2 explored the 
relationships between relational conflict, relational crafting, 
other-focused EQ and extra-role performance. This study 
explored these relationships with no demographical 
restrictions, but rather looked to understand the general 
employee experience. More specifically, this study was 
aimed at uncovering relationships that may exist between 
variables by calculating the direct, indirect and conditional 
effects. These effects were calculated by conducting 
mediation, and moderation and moderated mediation 
analyses of both Conceptual Models 1 and 2. 

Task conflict, task crafting and in-role 
performance (indirect effect)
The results showed that task conflict had a direct and 
positive effect on in-role performance. The results 
therefore suggest that employees are more effective when 
their job duties are challenging, or likewise, when they 
encounter resistance when looking for a solution to a 
problem. Task conflict involves all task-related challenges 
or disagreements encountered at work (Desivilya et al., 
2010). In-role performance, also referred to as task 
performance, encompasses the job duties that the employee 
is required to perform in order for an effective role and 
organisational functioning (Devonish & Greenidge, 2010). 
The findings of Hansen (2015), Lukasik (2009), Pelled, 
Eisenhardt and Xin (1999) and Wit, Greer and Jehn (2012) 
supported this study’s finding that task conflict increases 
task performance. Therefore, employees facing task 
conflict have been shown to make better task-related 
decisions at work.

In addition, task conflict was found to positively affect task 
crafting, indicating that individuals are likely to craft their 
tasks when experiencing task conflict. This finding is 
supported by research as employees were found to craft 

their tasks more when they faced challenges in their job tasks 
(Petrou, Demerouti, & Schaufeli, 2015) and when their 
workload increased (Wrzesniewski & Dutton, 2001). These 
findings further support the notion that task crafting has a 
positive affect on an employees’ performance of their job 
tasks. Therefore, Hypothesis 1, stating that task crafting 
mediates the relationship between task conflict and in-role 
performance, was accepted. Employees who confront task 
conflict through task crafting perform better in their specific 
task roles. This result could be partly explained by the 
finding that employees who are proactive in dealing with 
the challenges at work perform better at their tasks 
(Demerouti, 2014; Tornau & Frese, 2013). Likewise, Slemp 
and Vella-Brodrick (2013) found that, when employees craft 
their tasks, they are better able to satisfy their intrinsic needs 
(such as the need for autonomy and competence in their 
work tasks). Contrary to Hypothesis 1, employees who craft 
as a means to decrease their challenging job demands (e.g. 
task conflict) may try to reduce their work responsibilities to 
the detriment of their overall task performance (Tims, 
Bakker, & Derks, 2013). 

Task conflict, task crafting, self-focused 
emotional intelligence and in-role performance 
(conditional indirect effect)
The results showed that all four variables showed significant 
positive correlations with one another. The moderated 
mediation analysis of Conceptual Model 1 yielded a 
significant result. Self-focused EQ was found to be a 
significant moderator of the indirect effect of task conflict on 
in-role performance through task crafting in the second stage 
(H3a). Specifically, low and average levels of self-focused EQ 
were stronger moderators of the path between task crafting 
and in-role performance in the presence of task conflict in the 
overall model. Therefore, when task conflict is experienced, 
employees who choose to craft their tasks will perform better 
when they possess a low to average level of self-focused EQ. 
Interestingly, these results imply that not being able to 
regulate one’s own emotions (i.e. low levels of self-focused 
EQ) during times of increased task conflict still results in 
increased in-role performance when task crafting is 
performed. Therefore, we can assume that crafting plays a 
very important role in regulating the effects of conflict on in-
role performance, especially if employees are less able to 
regulate their self-focused EQ. We may also assume that 
emotions do not affect work behaviours to a great extent. It 
may also be that the employees in this sample did not place 
importance on emotions when performing job tasks.

In exploring the result for average levels of self-focused EQ, 
the ability to both acknowledge and control their emotions, 
even in a slight way, will enhance employees’ ability to craft 
successfully. A possible reason for this is the enrichment that 
self-focused EQ offers to employees’ overall attitude towards 
and satisfaction with their job (Brunetto, Teo, Shacklock, & 
Farr-Wharton, 2012). This suggests that employees who are 
able to craft their tasks whilst not overly focused on their 
emotions will perform better. This may be because the 
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FIGURE 5: Conceptual model 1 showing second-stage moderated mediation.
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employees are able to prioritise the task. Secondary support 
was found for Fredrickson’s (2001) finding that individuals 
who constructively handle their emotions will adapt their 
ways (e.g. task crafting), even when they are faced with 
adverse conditions (e.g. task conflict). 

The results of this study serve as further confirmation of the 
benefits that both task crafting and self-focused EQ could 
bring to employees’ ability to overcome their task difficulties, 
in order to perform. Furthermore, certain levels of self-
focused EQ strengthen these relationships. For example, the 
results showed that high levels of self-focused EQ do not 
affect the indirect relationship. Employees with high levels of 
self-focused EQ possibly already manage their relationships; 
thus, we can say that task conflict does not affect their 
performance through task crafting. We may then assume that 
these employees are better able to put their personal feelings 
aside when experiencing conflict, for the sake of achieving 
the task. 

Relational conflict, relational crafting and extra-
role performance
It is important to observe that respondents experienced 
relational conflict to a certain degree and indicated that they 
frequently engaged in extra-role activities. Relational conflict 
is the interpersonal problems that exist amongst co-workers 
(De Dreu & Weingart, 2003) and therefore is considered to 
encompass negative emotions. Extra-role performance 
involves showing care and concern for the well-being of 
colleagues, of one’s own accord (Goodman & Svyantek, 1999). 
The relationship between relational conflict and extra-role 
performance was non-significant and the two variables had 
close to zero relationship with one another in the correlation 
and regression analyses. This suggests that when employees 
are faced with relational conflict, their extra-role performance 
is not directly affected. This may be because of employees 
choosing to distance the two experiences, so as not to cause 
further discord in their workplace relationships (Trougakos, 
Beal, Green, & Weiss, 2008). In addition, Schreurs, Van 
Emmerik, Günter and Germeys (2012) found that extra-role 
performance was likely to be intrinsically initiated by 
employees and not contextually reliant. Based on extant 
literature (De Wit, Greer, & Jehn, 2012), it was expected that 
these two variables would have a negative direct relationship. 

Despite the fact that the variables did not relate as 
expected, the model still yielded some significant results. 
Relational conflict had a direct negative affect on relational 
crafting, meaning that the more relational conflict is 
experienced at work, the less employees will craft 
relationally. Relational job crafting involves employees 
changing their behaviour, in a positive way, towards their 
colleagues (Nielsen & Abildgaard, 2012), for example, 
making an effort to get to know people at work. In 
addition, the finding may be attributable to relational 
crafting requiring a positive interpersonal work dynamic 
(Gilson & Shalley, 2004), where employees feel 
psychologically safe (Caldwell & O’Reilly, 2003), neither 

of which is facilitated by relational conflict. Relational 
crafting was found to have a positive and direct effect 
on extra-role performance. This corroborated with 
findings of Niessen, Weseler and Kostova (2016) and 
Rudolph, Katz, Lavigne and Zacher (2017), who found 
that employees who consistently go out of their way to 
connect with others (extra-role performance) craft their 
work from a social perspective (relational crafting).

Overall, relational crafting did not mediate the relationship 
between relational conflict and extra-role performance. 
This was contradictory to the finding of Gardner, Pickett 
and Brewer (2000) that there is a natural effort made by 
employees to socially belong and, to do so, they spend time 
forming connections with their colleagues. Therefore, it 
was thought that when employees experience relational 
conflict, they may want to neutralise hostility (through 
relational crafting) in order to connect once more with 
their colleagues (extra-role performance). However, this 
proved not to be true in the present study. A possible 
reason for this could be, if people are experiencing 
relational conflict, they may be less likely to socialise with 
their colleagues. Slemp and Vella-Broderick (2013) further 
pointed out that relational crafting measures the extent to 
which employees will go out of their way to relate to and 
socialise with others. 

Relational conflict, relational crafting, other-
focused emotional intelligence and extra-role 
performance 
The present study found that the indirect effect of relational 
conflict on extra-role performance, through relational 
crafting, was not moderated by other-focused EQ in either 
the first or the second stage (H4). In conceptualising the 
hypothesised relationship between the given variables, the 
indirect relationship between relational conflict and extra-
role performance, through relational crafting, was 
understood as a change that an employee is required to 
navigate by making decisions that will benefit others. 
Hypothesis 4 was not accepted, as there was little empirical 
evidence to suggest that moderated mediation would occur 
(as other-focused EQ failed to moderate the relationship 
between relational conflict and extra-role performance and 
relational crafting did not mediate the relationship between 
relational conflict and extra-role performance). This was 
contrary to previous research that advocated that prosocial 
behaviours (such as relational crafting and extra-role 
performance) depend on prosocial traits (such as other-
focused EQ) (Finkelstein, 2011; Schutte et al., 2001). It was 
also found that the ability to regulate the emotions of 
others eased dealings with workplace dilemmas (e.g. 
relational conflict) (Côté et al., 2011). Furthermore, a meta-
analytical study found that this relationship was stronger 
in job roles that required interpersonal contact (Joseph & 
Newman, 2010). 

A potential explanation for the lack of moderated mediation 
is that relational conflict did not correlate with other-focused 
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EQ and extra-role performance in the first place, thereby 
suggesting that no relationship exists amongst those 
variables. This may be explained by Eslami and Arshadi’s 
(2016) finding that competition in the workplace causes 
employees to withdraw from prosocial behaviours (e.g. 
extra-role performance), as helping fellow colleagues did not 
ensure an increase in their own growth and performance. 
Moreover, jobs require both self- and other-focused EQ 
(Elfenbein, 2016). Liu, Prati, Perrewe and Ferris (2008) 
proposed that even when the situation requires one to focus 
on others in their approach (relational conflict, relational 
crafting and extra-role performance), a certain level of self-
focus may enhance employees’ efforts and motivation. This 
may be explored in future studies. 

Limitations and recommendations
Although this study yielded some significant results, 
limitations were evident. Firstly, EQ was measured using a 
self-report instrument, which may have caused some 
respondents to give socially desirable responses (Brackett, 
Rivers, Shiffman, Lerner, & Salovey, 2006). Future research 
may look to include ratings from supervisors and/or 
colleagues, especially in research relating to performance, 
where people may rate their performance higher than what it 
is (Tims, Bakker, & Derks, 2012). Furthermore, because of the 
use of a convenience sampling technique, the sample consisted 
of predominantly white female respondents and, therefore, 
the results are not generalisable to the larger population. 
Future research should focus on including more people from 
diverse backgrounds. The study followed a cross-sectional 
design, and future research should focus on obtaining scores 
on conflict, job crafting and performance over time. Lastly, the 
sample consisted of employees from a wide array of 
professions and industries; therefore, the identified 
relationships may not be applicable to a specific work context. 

Self- and other-focused EQ have received little research 
attention in the South African context. Therefore, the present 
research may enable researchers to further explore EQ in the 
South African workforce, together with the role it plays in 
other relationships and outcomes, for example, exploring 
whether a combination of self- and other-focused EQ is more 
likely to positively impact South African employees’ ability 
to navigate workplace conflict in order to perform. Overall, 
not much is known about self-focused and other-focused EQ 
(Pekaar et al., 2018a) in the South African context, and thus 
researchers and companies should focus on these concepts to 
gain a better understanding. 

This study provides situational context to how the constructs 
under investigation relate to the workplace. For example, it 
was hypothesised that employees experiencing relational 
conflict will take up relational crafting in order to increase 
their extra-role performance and, furthermore, that this 
relationship would be moderated by other-focused EQ. 
Although this relationship proved to be non-significant, future 
research could target industries that require more relational 

and people-focused work, such as social work or nursing. 
Brotheridge and Grandey (2002) found that professionals in 
these occupations are required to adapt their emotions more 
regularly than non-human-service professionals. Other-
focused EQ may then prove to be of greater influence in 
professions that involve more relational-type work. 

Conclusion
The findings of this study contribute to the body of knowledge 
in terms of identifying the significant relationship between 
task conflict, task crafting and self-focused EQ and the effects 
these yield in terms of in-role performance. In addition, this 
study produced non-significant results regarding the 
relational aspects of conflict and crafting, their interaction 
with other-focused EQ and whether these relationships affect 
extra-role performance. 

Conflict within organisations is inevitable and employees are 
expected to manage their own behaviour in order to perform 
optimally. Through this study, organisations may be 
enlightened regarding the influence of EQ, and therefore be 
aware of the benefits it could bring, such as increased 
employee ability to navigate conflict. This study may guide 
organisations to understand the self-driven behaviours 
employees embark on, such as task and relational crafting, in 
order to perform, regardless of the conflict they experience at 
work. By analysing these relationships, organisations may 
better equip their employees with the internal resources 
needed to perform. 

This study identified a statistically significant conceptual 
model that indicates the relationships between task conflict, 
task crafting, self-focused EQ and in-role performance within 
the South African context. The study has shown that South 
African employees frequently experience both task and 
relational conflict at work. As managers require employees 
to overcome conflict swiftly and perform their job duties, it 
would be useful to identify the benefits of task crafting and 
self-focused EQ to serve such means. More importantly, this 
study confirms that low and average levels of self-focused 
EQ aid the strengthening of the positive consequences of task 
crafting in order to perform. Recruiters and line managers 
may benefit from this knowledge, as it suggests that EQ may 
be an important factor to consider when hiring or retaining 
talent, but that not all levels of EQ are beneficial. 
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