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ABSTRACT

This study investigates the relationship between Team dysfunction, Emotional
Intelligence and individual work performance from the perspective of Indian service sector.
According to theory of Team Dysfunction and Social interdependence, members of teams that
become dysfunctional may have lower emotional intelligence and perform worse on the job
individually. The current study experimentally analyzing the connection between two
dimensions of individual outcome (Individual Work Performance and Emotional intelligence)
on 370 business professionals who work as team members from different service sectors of
India. The association was examined using a two-stage method: In stage 1, a theoretical
model was built utilizing the strategic paradigm literature. Stage 2 involved examining the
pertinent associations using hierarchical regression and path analysis. Findings indicate that
Team dysfunction, Emotional intelligence and Individual Work Performance positively
correlated and through this it is observed that due to Dysfunction of Team, Individual’s work
performance and Emotional intelligence gets effected.

Keywords: Emotional intelligence; Team Dysfunction; Individual work performance;
Employees; Service Sector.

INTRODUCTION

As the rapid expansion of technologies continues to grow, organizations face some
challenges to survive and remain competitive. This necessitates changes in organizational
structure to achieve positive outcomes. In doing so, the organization relied on the employees
and successful teamwork, working as core assets; individual needs to be emotionally
productive to influence positive psychological outcomes for improving individual and
workplace performance (Kubiak, 2020). Thus, the concept of El is now becoming more
important for improving an organization's effectiveness on the one hand, and the principles of
cooperation as a modern style of work have grown important for improving the working
environment on the other (llarda & Findlay, 2006). Teams are now being used as a working
system by all types of organizations, which are a developing trend in the workplace (Bui et
al., 2019). As a result of this propensity, there is a predisposition that has emerged in an
organization's management system to restructure the operating systems of businesses into
teams. (Abdu Yosr Yaquot et al., 2021). Individual decision-making is less valuable than
collaborative decision, according to a study.
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However, a very challenging collaboration often yields an emotional outcome
(Stephens & Carmeli, 2016). The level of cooperation and collaboration within a team
distinguishes it from an ineffective team. Successful teams provide the company with several
advantages also enhancing productivity and overall performance (Mohamad & Jais, 2016).
The concept of a successful team, cooperation, and social interdependence have got strong
relationships in past literature. "When people share common goals and their outcomes are
influenced by others' activities, there is social interdependence.” (Johnson & Johnson, 1995).
Social interdependence can be positive, negative, or non-existent (Johnson & Johnson, 1995).
Positive interdependence promotes positive interactions between the members of the team to
attain the goal while negative interdependence or no interactions results in individuals
avoiding interacting with each other which will affect the concept of teamwork. The ability of
team members to manage conflict, issues, feelings, and emotions can also have an impact on
the success of the team, thus any negative behavior may negatively affect job productivity.

The success of teams is influenced by team members' consideration, encouragement,
empathy for one another, and control of their emotions (Gordon et al., 2020). It is therefore
critical for any organization to maximize the performance of team success and to put forth
significant effort to achieve it by paying close attention to any dysfunctionality, which may
exist within a team (de Mol et al., 2020). Lack of attention to the results at work leads to
dysfunction since it makes people's emotional distress worse, for this reason analyzing a
person's emotional intelligence is crucial. Thus, examining emotional intelligence (EI) from
teams and organizational perspective (Druskat, 2013; Krén & Séllei, 2020; Supramaniam &
Singaravlloo, 2021) is important, as it has received significant currency in recent studies,
particularly noteworthy is that statistically significant linking of EI and success of a team has
been discovered in previous work (Clarke, 2010; Papoutsi et al., 2019) Attributes that are
needed for effective teamwork are different with diverse perspectives depending on the skills
of individuals tackling technical or time management issues within the team. El is a
competency of individual performance for successful teamwork and is increasingly being
promoted as a necessary element (Salovey & Mayer, 1990). All the team members for some
reason may not work together effectively, and the consequences sometimes can be disastrous
which may lead to dysfunctionality of teams (Rashid, 2020). The relationship between
"Teamwork and task performance (TP)" has been the subject of extensive research (van der
Vaart, 2021) or on "EI" and "TP" (O'Boyle et al., 2011) stating that "EI" is widely applied in
organizations because of the association between El and TP. Literature shows the importance
of El on job performance in successful teams in an organizational setting that is defined in
two ways i.e., firstly self-employed work performance in successful teams (Carmeli &
Josman, 2006). Secondly, the connection between EI and TP also, team emotional
intelligence (TEI) and TP are also explored (Mindeguia et al., 2021).

To advance the study of El, certain studies have been conducted on the relationship
between EI and job performance (Mohamad & Jais, 2016). Previous researches lack in the
utilization of EI with the teams that became dysfunctional for some reasons. The research on
El with team dysfunction may serve as a stepping stone to advance this topic further since it
attempts to investigate the relationship between Team dysfunction, Emotional intelligence
and individual work performance. while also trying to investigate the variables of these
Constructs. This study bridges a gap in the literature by including emotional intelligence as a
relevant variable with Respect to team Dysfunction and individual work performance, which
has received less attention in earlier research. It also adds to the corpus of current knowledge.
In light of the theoretical analysis and proposed model, the following research questions were
created:

RQ1. How does team dysfunction impact Individual work performance of Employee in Service sectors
of India?
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RQ2. How do Emotional Intelligence influence Individual work performance in dysfunctional teams in in
Service sectors of India?

RQ3. What is the relationship between all constructs and Emotional Intelligence toward performance in
dysfunctional teams in Service sectors of India?

The article is divided into three sections: a thorough discussion of the results
obtained; a review of pertinent literature on the topic; a conclusion section outlining the
study's limitations and implications for academia and industry; and a thorough explanation of
the study's methodology, findings, and presentation.

Theory Development and Hypotheses: Team Dysfunction (TD)

The prior research has paid a lot of attention to the link between EI and effective
teamwork (Carmeli & Josman, 2006). As a result, antecedents and consequences of well-
being in the workplace are seeking attention day by day (Mindeguia et al., 2021). To improve
an organization's performance and productivity, employee motivation and well-being are
required to reduce conflict within the team. Organizations are formed with the collaborative
efforts of employees who work as core assets and as team members, it is, therefore, important
for any organization to work for the maximization of the success of teams by paying careful
attention to any dysfunctionality within a team (llarda & Findlay, 2006). However, many
situations arise that may lower the skills of 'self-regulation’, 'self-awareness', 'Motivation',
'Empathy’, and 'social skills in an individual.

Despite the organization's efforts to provide a complacent environment for employees
through team building, training, and development. Sometimes employees fail to envisage the
task in teams. The team probably becomes dysfunctional because teams are made up of
deceptive and different kinds of individuals who are culturally different (Lencioni, 2002).
However, it is difficult for top management of the organization to face team dysfunction and
focuses on teamwork because executive teams set an accent for how employees work
together. To make the team functional and cohesive, a level of discipline is required. The first
team has to identify the traits that are responsible for team dysfunction and after identifying
that, the team leader and team members have to work on these traits to overcome this
problem. Thus, every member of the team works hard to fulfill their responsibilities, and any
conflicts that arise within a team can result in low morale for the group. According to
Lencioni the concept of Dysfunctions of a team is discussed in below Table 1.

Table 1
TEAM DYSFUNCTION DISCUSSIONS AND FACTORS

Reference | Discussion Results Factors
Lencioni, “When team members are unable to | Resulting in being reluctant to one | Absence of
PM. admit their faults and reluctant to seek | another in a team, that may often create | Trust (AT)
(2002) assistance from others, there is a belief | an absence of trust between the

among team members that their peers' | members

motives are not good and that there is a

need to be protective or guarded around

the group”.
Lencioni, With a strong establishment of trust, | Results in a lack of development of | Fear of
P.M. teams can easily engage in debates and | creative ideas and group thinking that | Conflict (FC)
(2002) ideological conflicts. Fear of conflict is | may often affect the confidence of

the reluctance to involve in productive | members of the team which may affect

work and arguments in the debate which | the decision-making.

leads to discomfort and growth.
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Lencioni, Trust and conflicts create an environment | The teams that fail to commit suffer | Lack of
PM. in which transparency among the team | from ambiguity among the members | commitment
(2002) members will lead to commitment | about the decision and priorities. LO)

towards work, when Team members are

not bought into the important decisions

of the team they don't feel committed.
Lencioni, Through the establishment of trust, | Teams that avoid accountability will | Avoidance of
PM. ideological conflict, and commitment, | suffer from animosity between the | Accountabili
(2002) there is a clear understanding of their | team members that create strain in their | ty(AA)

goals and decisions, and are accountable | relationships

to each other. If the team members are

not making each other accountable, they

may not work effectively and also do not

make good decisions.
Lencioni, When there is a lack of accountability, | Teams that are not focused on the | Inattention
PM. lack of commitment, absence of trust | results suffer from stagnation in the | To
(2002) towards the common goal, Team | form of a team that fails to grow easily, | Results(IR)

members put their feeling of status and | fails to defeat competitors, and

ego ahead of the team, resulting in a shift | encourages employees to focus on their

from Team achievement to own | carecer and growth

achievement arises

Emotional intelligence (EI)

El becoming popular in recent times and have a great influence on individual as well
as organizational performance. Salovey and Mayer came up with the idea for EI for the first
time in 1990. Gardner's hypothesis of multiple intelligences, which was released in 1983,
inspired this idea. According to this theory, the concept of interpersonal intelligence
understands other people's abilities (Carmeli & Josman, 2006; Sabbah et al., 2020). In their
1990 study, "EI" was defined by Salovey and Mayer as having the capacity to control one's
own and other people's emotions and to use those feelings as a basis for decision-making and
action. El thus employs "recognition,” "appraisal,” and "expression and management of one's
own emotions as well as handling of other emotions” (Carmeli & Josman, 2006). As a result,
Goleman (1998) described the concept of El, which is divided into five parts: "Self-
awareness,” "Self-regulation,” "Motivation,” "Empathy,” "Social Skills," and "Emotional
Intelligence." He did this by starting with Salovey and Mayer's model." EI is defined by
Mayer and Salovey (1997) as consisting of four dimensions: self-awareness and self-
expression, self-control, use of emotions to enhance performance and self-awareness and
self-recognition of emotions in others." The EI was first introduced into the literature in 1990,
and it was followed by several definitions and dimensions that were gathered from the
literature, as indicated in Table 2.

Table 2
EMOTIONAL INTELLIGENCE DEFINITIONS AND DIMENSIONS

Authors Definition of “Emotional intelligence” Dimensions
Mayer & | “Understanding how to control and regulate one's | “Self-emotional Appraisal”.
Salovey own and other people's emotions”. “Other emotional Appraisal”.
(1997) “Regulation and Use of Emotions”
Goleman(19 | “The capacity to recognize one's own and other | “To perceive emotions”
98) emotions in order to promote understanding”. “Regulate and use Emotions”.
George, “Being able to recognize, access, and produce | “To perceive and access emotions.”
2000 emotions to support thought, as well as | “Tounderstand and regulate emotions”.

comprehend, control, and use emotions and

emotional intelligence to advance intellectual

development”.
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Petrides et

“Emotional intelligence as a construct reflect in a

“Perceive and Evaluate Emotions”.

al., 2004 way that individual perceive and evaluate their | “Emotional self-Efficacy”.
emotional abilities and also acknowledges the
subjective nature of emotions”.

Wong et al., | “The capacity to properly control one's emotions | “Managing Emotions”.

2007 and engage in social interactions is known as | “Interaction with Others' feelings and
emotional intelligence.” emotions”.

O’Boyle et | “Ability to perceive, understand and manage | “Ability Emotional Intelligence”

al., 2011 emotions to facilitate thoughts”. “Self-Report Emotional intelligence”.

“Mixed emotional Intelligence”.
Hatipoglu, “The ability to notice emotions, assimilate | “Perceive and assimilate emotions”.
2015 emotion-related feelings, interpret those emotions, | “Understand and manage Emotions”.

and manage their information is known as
emotional intelligence.”

Emanuel &

“The ability to recognize, express, and recall one's

“Appraising Emotions”.

Gudbranson, | own feelings as well as those of others is known | “Articulation of one’s and others' emotions”.

2018 as emotional intelligence.” “To retrieve emotions”.

Lubbadeh, “A person's capacity to manage and control | “To understand and harmonize one’s feelings

(2020) emotions, including stress and urges, as well as to | and emotions”
navigate complicated interpersonal and | “To recognize, interpret and communicate
intrapersonal situations and come to wise | with other people feeling and emotions”.
conclusions is known as emotional intelligence.”

Abdu  Yosr | “Emotional intelligence is a set of abilities that | “Self-awareness”.

Yaquot et al., | influence the response of one’s ability”. “Self-management”

2021 “Social awareness”.

“Social skills”.

Based on definitions by different authors and literature (Carmeli & Josman, 2006;
Sabbah et al., 2020; Carmeli & Josman, 2006; Goleman 1998 and Mayer and Salovey 1997).
from the above table, the basic dimensions of Emotional intelligence that are inferred are
discussed below:

The degree of awareness about own emotions and ability to communicate with them
verbally or nonverbally in various situations is different among individuals (George, 2000;
Carmeli & Josman, 2006). The ability to control one's emotions is seen to be a crucial
component of effective job performance since it allows one to elicit emotions that will
improve performance (O'Boyle et al., 2011). “The ability to identify and regulate one's
emotions can lead to a greater understanding of one's own and other people's feelings. This is
known as self-awareness”. It is important to guide and improve job performance by
interacting with colleagues and establishing positive and productive teamwork skills.
Members of the team need to be self-aware as they may affect the team dynamics (llarda &
Findlay, 2006). The ability of a person to precisely identify their feelings and express them in
a way that others can understand them (Mayer & Salovey 1990; Carmeli & Josman, 2006).
Empathy identifies, recognizes, and understands others' feelings by interpreting their
perspectives (Goleman 1998b). Team members with a feeling of empathy have an awareness
of different kinds of people and accept different personalities. Emotionally intelligent
individuals are skilled enough in setting and promoting positive states for others as they can
know the world from another person's perspective. Furthermore, the use of emotions can
facilitate the progress of a particular task by regulating and monitoring emotions, especially
during conflicts, stressful situations, pressures, and deadlines enhancing the smooth
completion of that task or project that promotes positive and effective relationships among
the members of teams (Howard, 2000; Daniel, 1998).
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Emotional Intelligence (EIl) and Individual Work Performance (IWP)

Organizations within the social system are essential for facilitating interactions
between people and external entities. These contacts can elicit and include emotions that have
an  impact on people's behavior. Previous studies state that there is a positive association
between EI and social interactions and performance can be enhanced through effective
interactions (Carmeli & Josman, 2006). EI is widely used in the past to link with task
performance (O'Boyle et al. 2011). This facilitates performance by helping others during
group tasks where team motivational, behavioral, and attitudinal processes are influenced by
shared positive moods of work units (Mindeguia et al., 2021). Past literature indicates El as a
tool that can regulate to improve work behaviors through which job performance can be
improved (Gong et al. 2019 ); (Suhairy et al. 2022).

There has been a substantial amount of research on the connection between EI and
work performance (Joseph et al., 2015; Bozionelos & Singh, 2017). Work plays a significant
role in practically everyone's lives and success or failure there can have severe repercussions
in other areas of their lives, such as their mental health, physical health, and family
relationships (Bozionelos & Singh, 2017). A study on individual performance as a team
member is much needed (Alerasoul et al., 2021). However, emotional intelligence related to
job satisfaction can be explained easily through TP (Miao et al., 2017). A meta-analysis
revealed that the connection between emotional intelligence and employee job satisfaction is
mediated by job performance. Job performance is considered the ultimate criterion for the
assessment of self-report job performance. The dimensions of self-report performances are
based on the TP which is defined as the core responsibilities of an employee, which involve
technical behavior and activities which contribute to the production of goods and services
(Balkin & Werner, 2022). Furthermore, contextual performance refers to behavior that
supports the system in which the technical and other activities of an organization are
facilitated to achieve a goal (Baroudi et al., 2019). The final component is counterproductive
to work behavior that undermines or violates the organization's standards and norms;
examples include complaining and performing the task incorrectly (Czarnota-Bojarska, 2015;
Ramos-Villagrasa et al., 2019).

Objective of the Study

From literature and theoretical explanation, the present study tries to draw the
relevance of El in a dysfunctional Team. The proposed conceptual relationship between the
constructs EI on individual work performance and dysfunctional teams is being analyzed.
The investigation's goal:

1. To examine how the EI of Teams members in various service sectors relates to Team Dysfunction
(TD).

2. To investigate the connection between Individual Work Performance (IWP) of Teams in various
Service Sectors and EI.

3. To investigate the Impact of Team Dysfunction (TD) on Teams in Different Service Sectors' Individual
Work Performance (IWP).

From the Previous literature, it was found that El is associated with individual work
performance as its baseline components consist of "Regulation of emotions”, "Self-
awareness"”, and "Empathy" in creating a systematic alteration of the emotional ability of
individuals existing in social systems and organizations (Gong et al., 2019; Alonazi,
2020).Most businesses are built on the idea of teamwork to increase productivity, thus
previous research has looked at team emotional intelligence about task performance, but the
idea of team dysfunction has not explored much (Mindeguia et al., 2021; Supramaniam &
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Singaravelloo, 2021). The integrated model of the link between TD, EI, and IWP was
discussed in Figure 1, which was based on the literature.

Team Emotional Individual;h

Dysfunction intelligence Performance

Absance of Trust. *  Expression and Appraisal

-

e  Fear of Conflict of Self emotions. * Task Performance.

s Lackof Commi‘tlme-nt * Recognition and * Contextual Performance
i I Appraisal of emotions in - * Counterproductive work

*  Avoidance of - others o

Accountability.
* Inattention to Results.

*+  Use of Emotions to
facilitate outcomes.

FIGURE 1
THEORETICAL FRAMEWORK INTEGRATED MODEL OF THE RELATIONSHIP
BETWEEN DYSFUNCTIONAL TEAM, EIl, AND IWP (ADAPTED FACTORS FROM
LENCIONI P 2002; WONG AND LAW, 2002; KOOPMANS (2015)

In light of this reasoning, the following hypotheses are put forth:
H;: There is a positive relationship between TD and EI in the context of the service sector.

H,: There is a positive relationship between EI and IWP in the context of the Service sector.
DATA AND METHODOLOGY

The data were collected from members of teams (individuals) working as team
members in different sectors of India (Like IT, Construction, Sales, Insurance, etc.). Teams
typically perform better than people operating alone in the setting of a fast-growing
environment at completing complicated tasks, especially those that require a variety of skills,
experiences, and viewpoints Kozlowski, (2018). As a result, most companies work on
teamwork, and organizations perform better using teams, this makes India a good location to
study the effect of team dysfunctions on organization and individual performance. More
importantly, most firms' Team dysfunctions in India had not previously been extensively
studied and when such studies were done regarding different sectors, the majority were
conducted in developed countries. Therefore, studying different sectors of India can be
valuable for demonstrating the impact of Team Dysfunction on individual performance from
the point of view of these sectors (Peterson, 2017; Pane et al., 2018). The sectors were
selected based on three criteria; the organization had to be actively working on teams.
Secondly as mentioned by (Farh et al., 2012; Edmondson & Harvey, 2018), Consequently,
this criterion was applied to selected sectors, which represented a variety of industries.
Thirdly, an important criterion was the respondents’ readiness to submit the needed data.

Employees (managers and lower-level of employees) who worked as team members
were asked to participate in the study. A 53-item questionnaire on the relevant variables, TD,
El, and IWP, was prepared and circulated to all participants. A pilot study including 25 team
members with extensive experience working in teams—including those in production,
service, project, and management teams—was undertaken to develop the questionnaire. As a
result of their comments and ideas, the questionnaire was updated at this point. Two stages of
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data collection took place in January and September of 2022. The TD team member
questionnaire was sent in one phase. Three weeks later, the EI and IWP surveys were made
available by the researchers. Using a Google form, a strong response rate was achieved for
both survey rounds. A total of 430 questionnaires were distributed to team members of
different sectors of India. 25 of the questionnaire replies were zero, and 35 surveys were
discovered to be incomplete during data entry. Therefore, these responses were removed from
the data leaving 370 (86%) usable ones. SPSS data analysis tools were used to assess
normality, outliers, and common method variance. The final respondents were selected based
on their demography, the items included gender, age, and sector of participants as shown in
Table 3. Based on gender analysis, it is observed that 60.77% were male and 39.23% are
female employees. The category of age that comprises the largest percentage is between 25 to
30 years which represents 67.9% of the overall sample. The majority of respondents in the
analysis of employees are from the IT sector (61.1%), which provides valid and accurate
responses. SPSS 22 was used for descriptive analysis, exploratory factor analysis (EFA), and
hierarchical regression analysis method suggested by Cohen & Cohen (2013), and Amos
version 22 was used for Path analysis.

Table 3
DEMOGRAPHICS OF THE SURVEY RESPONDENTS

Characteristics Segregation Percentage
Gender Male 60.77%

Female 39.23%
Age(Years) 25 to 30 years 67.9%

31 to 35 years 20.9%

36 to 40 years 7.4%

41 to 45 years 3.7%
Sector IT 61.1%

Construction 1.9%

Business 9.8%

Insurance 3.7%

Sales 5.1%

Others 19%

Dependent Variable

Individual Work Performance (IWP): IWP was assessed by using 18-scaled individual
work performance questionnaires given by Koopmans (2015). This scale assessed three
aspects of individual performances: "Task Performance (TP)"; "Contextual Performance
(CP)" and "Counterproductive work behavior (CPW)". Employees were asked to evaluate
their performance on the following criteria: TP; CP and CPW. These items were assessed on
a 5-point Likert scale, ranging from 1 (Never) to 5(Always).

Independent Variables: Team Dysfunction (TD)

15 scale assessment of teamwork by Lencioni, P (2002) to measure team dysfunction.
This scale assessed factors related to team dysfunction: AT; FC; LC; AA; IR. Employees
were asked to assess the team on the following criteria: AT; FC; LC; AA; IR, these items
were assessed on a 5-point liker scale, ranging from 1 (Never) to 5(Always).

Emotional Intelligence (El)

In the past, various tools have been proposed to measure El (for ex. Van Rooy &
Viswesvaran, 2004; Dulewicz et al., 2003). "The Wong and Law Emotional Intelligence

8 1528-2678-28-6-237

Citation Information: Dutt, A., Tewari, V., Rai, S., & Upadhyay, C.K. (2024). Examining the link between team dysfunction,
emotional intelligence and individual's work performance in the service sector: an empirical study.
Academy of Marketing Studies Journal, 28(6), 1-17.




Academy of Marketing Studies Journal Volume 28, Issue 6, 2024

Scale" (WLEIS, 2002), which has 16 items, was used in this study to measure emotional
intelligence. WLEIS is utilized because of its consistent internal structure (Bru-Luna et al.,
2021; Acosta-Prado et al., 2022), a prior study (Salovey et al., 2004) discovered some
reliability and validity issues with early self-report assessments of EI.

Table 4
RESULTS OF FACTOR ANALYSIS FOR TEAM DYSFUNCTION, EMOTIONAL INTELLIGENCE
AND INDIVIDUAL WORK PERFORMANCE

Self- Emotion Contextual Counterproductive
Trust Emotion Appraisal | performance | work behaviour
(T) (SE) (EA) (CP) (CPW)

LC3(Lack of commitment 3) 0.735

AT2(Absence of Trust 2) 0.742

IR1(Inattention To Results 1) | 0.857

RE2(Regulation of emotions
2) 0.598

UE1(use of emotions 1) 0.72

UE3(Use of emotions 3) 0.579

UE4( Use of emotions 4) 0.576

UES5(Use of emotions 5) 0.786

OE1(Others Emotions 1) 0.714

OE2(Other emotions 2) 0.654

TP1(Task performance) 0.596

CP2(Contextual performance
2) 0.784

CP3(Contextual performance
3) 0.789

CP5(Contextual performance
5) 0.656

CPWI1(Counter  productive
work behaviour 1) 0.766

CPW2((Counter  productive
work behaviour 2) 0.653

CPW4(Counter  productive
work behaviour 4) 0.706

CPW5(Counter  productive
work behaviour 5) 0.755

CPW6(Counter  productive
work behaviour 6) 0.786

CPW7(Counter  productive
work behaviour 7) 0.893

CPWS8(Counter  productive
work behaviour 8) 0.888

CPWY9(Counter  productive
work behaviour 9) 0.827

CPW10(Counter productive work
behaviour 10) 0.841

(Tya= 0.713;(SE) 0=0.536;(EA) a=0.8; (CP)0=0.864;(CPW)
0=0.844; Factor loading > .5

EFA was conducted on 370 employees using the principal axis component. Over all
5-factor solution was more similar across the samples thus the study focused on these 5
factors as shown in Table 4. Factor 1 consists of 3 TD items with a substantial factor loading
of LC, AT, and IR. Factor 2 consisted of 3 factors of SE as an El factor i.e.; RE, UE1, and
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U3. Factor 3 consisted of 4 items of EA of EI UE4, UE5, OE1, and OE2. Factor 4 consisted
of 6 items of CP of the IWP factor and last factor 5 consisted of 7 items of CPW of the IWP
factor. Due to low factor loading or strong factor cross-loadings, 26 items were dropped.

The results of this factor analysis indicated 5-factor solutions: Trust, Self-appraisal,
Emotion Appraisal, contextual performance; Counterproductive work behavior. Together
they explained 665 of the variances with an eigenvalue greater than 1.90. The a for T, SE,
EA, CP, and CPW were .713; .536; .80; .864; .844 respectively as shown in Table 5.

Table 5

ROTATED COMPONENT MATRIX

Rotated Component Matrix

Component
Trust(T) | Self-appraisal Emotion Appraisal | Contextual performance | Counterproduct
(SE) (EA) (CP) ive

work behavior
(CWP)

LC3

0.735

AT2

0.742

IR1

0.857

RE2

0.598

UE1

0.72

UE3

0.579

UE4

0.576

UES

0.786

OEl

0.714

OE2

0.654

TP1

0.596

CP2

0.784

CP3

0.789

CP5

0.656

CP
W1

0.766

CP
W2

0.653

CP
W4

0.706

CP
W5

0.755

CP
W6

0.786

CP
W7

0.893

CP
W38

0.888

CP
W9

0.827

CP
W10

0.841

Extraction Method: Principal Component Analysis.

Rotation Method: VVarimax with Kaiser Normalization.

a Rotation

iterations.

converged in
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‘ (T)o= 0.713;(SE) 0d=0.536;(EA) 0=0.8; (CP)0=.864;(CPW) 0=0.844; Factor loading > .5

Table 6

CORRELATIONS, RELIABILITY OF MEASURES, MEANS AND
STANDARD DEVIATIONS OF VARIABLES AMONG THE STUDY

Mean SD T SA EA Iwp
T 3.66 0.902 1
SE 4.082 0.696 J125% 1
EA 3.91 0.805 143%* .643%x 1]
Iwp 3.66 0.55 316%* ALT7*E | 392%%* 1

*Correlation is significant at the 0.05 level (2-tailed).

**Correlation is significant at the 0.01 level (2-tailed).

NOTE: Numbers in parentheses are Cronbach’s alphas.

Data Analysis

To evaluate the association between TD and individual outcomes: El and IWP
(Carmeli, 2003). Using the independent variables TD and EI, a hierarchical regression
analysis was conducted on the components (Trust, Self-Emotion, and Emotion Appraisal). To

more clearly illustrate the type of relationship, path analysis is carried out.

RESULTS

The results in Table 6 provide preliminary support for the significant correlation
between TD and IWP (r =.316; p< .001), SA (r=.643; p< .001), and EA (r=.392 p< .001).
This study further investigates the relationship between elements of TD i.e.; T, (SA, EA) of
El and IWP, and found that a positive relationship was established between these factors.

Table 7
HIERARCHICAL REGRESSION RESULTS
FOR TD, EI AND IWP FACTORS
IWP
B R2

Predictor variable
Step 1 0.099
Trust 0.31
Step 2 0.265
Trust 0.256
Self Emotion 0.271
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‘ Emotion Appraisal ‘ ‘ 0.181 ‘ ‘

Before estimating the hierarchal regression model, As indicated in Table 6, the
variables of the analysis, we calculated the correlation coefficients to examine the
relationship between the independent variable and dependent variable. Means, standard
deviations, correlations, and Cronbach's alpha, low to moderate correlation is seen between
each of the four dimensions. Hence, a low correlation does not give rise to multicollinearity.
The dependent variable IWP was found to have a significant correlation with TD, SA, and
EA, providing initial support to H1 and H2.

After Factor analysis and correlation, a hierarchal regression model was run as shown
in Table 7 to analyze the relationship between TD, El, and IWP that supports hypothesis 1
(H1) and hypothesis 2 (H2), which proposed a strong and positive association between TD
and EI components (B = .31; p< .005H2, which asserts that EI and IWP variables are
positively and significantly related (SE (B = .27; p<0.005) and EA (B =0.181; p<0.005).
Predictor of dependent variable (IWP) is Trust (B = .315) followed by factors (SE (B = .27,
p< .005) and EA (B = .181; p< .005). The reliability of the full set of chosen predictor
variables' ability to predict values for the outcome variable is assessed using R2. Variables
entered in block 1(Trust) explained 9.9% of the variance (.099 *100) independent variable.
After model 2 variables (SE and EA) have been included the model as a whole explained
26% of the variance in the Dependent variable. The model was spastically significant (F
(1,366) = 40.405; p< .005) and explained 9.9% of the variance in IWP when the trust was
included as a predictor. The overall variation explained by the model as a whole was 27%
after including SE and EA (F (3,364) = 43.818; p< .005). The introduction of SE and EA
explained 17% of the variance in IWP after controlling Trust (R2 change = .16; F (2,364 =
41.09; p< .005) Individual standardized partial regression coefficients, on the other hand, {3
are assessed to see if specific predictors significantly add to the variation that is taken into
account by the result variables.

Discussion

The present study analyzed the connection between team dysfunction, Emotional
intelligence, and Individual work performance. Hierarchical regression models explain the
aforementioned relationship in the service sector, further, the direct and indirect effects of TD
and EI on IWP were calculated using path analysis as shown in Figure 2, which more clearly
demonstrates the nature of the relationship between the independent variable and dependent
variable.

1D — 11— El —— 37— IWP

FIGURE 2
PATH ANALYSIS OF MODEL (XENIKOU & SIMOSI, 2006)

Empirical results show that TD significantly impacts Individual work performance.
To better visualize this interaction, and the relationship between the constructs, the path
analysis results are discussed here: the Bentler CFI (comparative fit index), IFI (incremental
fit index), and NFI (Non-normed fit index) were selected for the path analysis. Values
between 0 and 1 with more than or equal t0.090 on each of these indices indicated a good fit.
The resulting path model's CFI, IFI, and NNFI values were.85, .848 and.808 respectively,
suggesting satisfactory model fit. Additionally, the final path model's Root Mean Square

12 1528-2678-28-6-237

Citation Information: Dutt, A., Tewari, V., Rai, S., & Upadhyay, C.K. (2024). Examining the link between team dysfunction,
emotional intelligence and individual's work performance in the service sector: an empirical study.
Academy of Marketing Studies Journal, 28(6), 1-17.



Academy of Marketing Studies Journal Volume 28, Issue 6, 2024

Error of Approximation (RMSEA) value was.091, indicating an acceptable model fit (Hu &
Bentler, 1999). Given the final model, which gives parameter estimates for the direct and
indirect effects on the dependent variable, the model fit is adequate.

The findings of path analysis showed how TD affects EI and IWP. The results
demonstrated that TD has an indirect effect on IWP and a direct effect on El (Xenikou &
Simosi, 2006). Emotional intelligence was proposed to significantly impact Individual work
performance. The regression model provided support for this proposition. Additionally, our
results corroborate a prior study (Hjalmarsson & Dderman, 2022). Our results contradict
those of Cole et al. (2008), which claimed that team dysfunctional behavior had an impact on
team performance. Porath et al. (2015) conducted a study on dysfunctional behavior and team
dynamics and discovered a methodological gap. (Rasmussen & Jeppesen, 2006) study
revealed a positive correlation between teams' performance and related psychological aspects.
Although it was initially believed that teamwork consistently improves performance for
employees compared to individuals operating alone, there are still problems that come with it
(Stephens, & Carmeli, 2016). The current study's measurement of El about TD and IWP is
significant since doing so will increase our motivation to perform our best work George, &
Brief (1996). TD and El are still in their early phases for the researchers to examine their role
in different aspects of organizations that will affect the performance of individuals. The
study's main objective was to use three standardized scales to explore the link between TD,
El, and IWP in the samples of 370 because of previous investigations (Hamid & Raza, 2016;
Bozionelos & Singh, 2017; Farh et al., 2012) found that the study is generalized, though
participants chosen for this study are diverse. Responses from many organizations may
support collapsing from one data set. Additionally, the current study focused on well-
established evidence on how individuals perform in teams that become dysfunctional, in
contrast to other studies that employed emotional intelligence to improve both team
effectiveness and individual work performance (llarda & Findlay, 2006; Carmeli & Josman,
2006). The present study elicited the role of El and IWP in connection with team dysfunction,
thus giving a clearer and more objective test of the relationships between these factors. As a
construct, "EI" has a strong correlation with IWP that in general is consistent and provides
substantial proof for linking EI and IWP but is not significantly related to team dysfunction,
As the Factor loadings show that only trust-related factors are major reasons for team
dysfunction. In this study, the variable of Self-Emotion appraisal and Emotion-appraisal are
relevant according to the findings, which that means due to the absence of trust, team
members are not able to regulate and manage their own as well as other's emotions. Findings
show showing that employees are avoiding helping their co-workers and volunteering for the
task resulting in not supporting the environment in which the technical core operates. An
explanation for the different interpretations of results that concluded thorough analysis could
be that respondents are from relatively diverse teams which may not meet the minimum
requirement of scales. The link between TD, El, and IWP has been found with its core
components: Trust, Self-emotion, Emotion-Appraisal, and IWP and are the only constructs
that systematically affect an individual's emotional ability inside social systems and
organizations, El is strongly correlated with IWP. Evidence from analyzing the present study
shows that TD is significantly associated with EI indicating employees working with
different sectors in team’s dysfunction are not emotionally competent. The current study,
experimentally illustrates the relationship between TD, El, and IWP, offered proof that TD, a
significant organizational construct, is playing a crucial role for the employees in evaluating
Team performance. So, the study's respondents, who come from cross-border teams in
various industries, may also have difficulty understanding the survey's questions, raising
concerns about the validity of the answers. It is crucial to provide them with diverse
frameworks to preserve their emotional capacities so that workers can work under pressure
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by controlling their own and others' emotions. The result of path analysis illustrated that there
are direct and indirect effects between TD, EI, and IWP. It was found that TD directly affects
El and El affects IWP which means dysfunctionality in teams affects the emotional
competency of an individual which affects the individual performance. Therefore, working
environment that ignores any dysfunctionality may affect performance (Johnson et al., 2013).
One argument for the detrimental impact of TD on EI and IWP is that members of
dysfunctional teams would lose their originality and creativity as a result of a lack of trust,
which will negatively impact the effectiveness of the team.

MANAGERIAL IMPLICATION AND LIMITATION

Team dysfunctions can harm individual work performance when teams experience
dysfunctions such as poor communication, lack of trust, or unresolved conflicts, it creates a
hostile or unproductive work environment. This, in turn, affects individual motivation,
engagement, and overall job satisfaction, leading to lower individual work performance. A
significant improvement could be seen in individual performance through EI in the literature
that is attempted by almost all organizations nowadays. The results show that employees' El
and IWP get affected when teams become dysfunctional (Yu et al., 2023), Supporting the
findings of Lencioni. The findings suggest that dysfunctionality in a team may affect the
emotional level of employees (Gong & Wang, 2019). Research in India by a wide range of
sectors indicates that the implementation of EIl in teams that has become dysfunctional is
significant (Nunkoo & Sungkur, 2021). This research has added to the expanding body of
literature on the understating of TD to both individuals and organizations and how teams’
dysfunction can affect the outcomes of individuals. The benefit of this study is that firms can
implement appropriate strategies to deal with team dysfunction, pay closer attention to their
employees' mental health, and develop better teamwork skills. In summary, team
dysfunctions, Emotional intelligence, and individual work performance are interconnected.
By addressing team dysfunctions, nurturing Emotional intelligence, and promoting high
individual work performance can lead to improved team dynamics, increased productivity,
and overall success for the team. The study supports a finer-grained understanding of the
dysfunctionality of teams and its effect on individual work performance (Baur et al., 2022)
linked with emotional intelligence (Zhang & Wan, 2021). It is speculated individuals who
have high emotional intelligence create strong relationships with individual performance that
lead to a better understanding of oneself and others under pressure. For a successful
organization, these characteristics are known for their contribution (Liao et al., 2021). The
study emphasizes that there is still much work to be done to bring more clarity and identify
the practices for team dysfunction and emotional intelligence (Nateri et al., 2020). The
managers can opt for some practical suggestions through this study. First, the study believes
that individuals working with ineffective teams are not significantly emotionally strong
(Diener et al., 2020), so managers should work on identifying practices for dysfunctionality
and to improve the emotional abilities of individuals Second, this study echoes the
management of emotions within self and others to improve individual work performance,
manger should work on it. As it is speculated individuals who have high Emotional
intelligence create a strong relationship with individual performance that leads to a better
understanding of oneself and others under pressure.

CONCLUSION

The study's flaw, which also distresses similar studies, is the prevalence of a popular
technique that is employed to create dependent and independent effect variables. Another
drawback is the sample; due to the study's use of a variety of industries, including IT,

14 1528-2678-28-6-237

Citation Information: Dutt, A., Tewari, V., Rai, S., & Upadhyay, C.K. (2024). Examining the link between team dysfunction,
emotional intelligence and individual's work performance in the service sector: an empirical study.
Academy of Marketing Studies Journal, 28(6), 1-17.



Academy of Marketing Studies Journal Volume 28, Issue 6, 2024

construction, insurance, and others, and the study's small sample size, future studies should
focus only on one industry to ensure the validity of their findings. Future research should
aim to more accurately conceptualize and quantify this relationship and try to apply the
findings to other fields as well. Task and contextual performance must be examined
independently since, according to the literature, there is variation between the two and that
each has a unique impact on job satisfaction.
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