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Abstract

Emotional intelligence and team effectiveness have attracted considerable interest from many
researchers recently. Teams have become a preferred method to increase efficiency and to
respond quickly to technological and market changes in organisations. A considerable amount of
research has been conducted to understand how to create effective teams. Research data have
shown that emotions are inseparable from the workplace as they affect how team members
interpersonal relations among team members. Working in teams requires skills that help
individuals to recognise and manage their emotions and those of others. Many studies assert that
teams need more than just technical skills to be effective. Emotional intelligence is regarded as a
critical skill required in teams.
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Introduction

Bytes Systems Integration (BSI) is an outsource service provider which designs, implements,
services and manages customised Information and Communication Technology (ICT) services
and solutions. It is a subsidiary of Bytes Technology Group, which is a subsidiary of the Altron
Group. On the 01st of April 2015 the Altron Group celebrated its 50th Anniversary. In the last
50 years the Altron group grew both organically and inorganically through acquisitions. In
today’s business environment, work is interdependent and thus teams have become a dominant
means to getting work done (Barczak, Lassk and Mulki, 2010:332). A team is a group of
individuals whose tasks are interdependent and share responsibility for outcomes, they are seen
by others as an intact social entity embedded in a social system and are able to manage their
relationships across organisational boundaries (Stubbs Koman and Wolff, 2008:56). According to
Williams and Castro (2010:124-125), teams are an important ingredient of organisational success
as they allow for rapid information exchange and increased responsiveness.

BSI uses a combination of business and technical teams to provide a full range of Information
Technology (IT) infrastructural services, such as service desk, end-user computing, server
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support, data security, network support services, data centre storage solutions and IT outsourcing,
contact centres, biometrics and identity life-cycle management, workforce management and
cloud-based solutions.

In this study, the concepts of team, team effectiveness and emotional intelligence will be
explored.

Aim of the study

The aim of this research is to determine if team effectiveness within various Information
Technology teams at Bytes Systems Integration can be influenced by emotional intelligence.
Objectives of the study

The objectives of the study are:
e To establish the dimensions of emotional intelligence
e To evaluate the factors that contributes to team effectiveness
e To measure the team emotional intelligence level in Information Technology teams at Bytes
Systems Integration
e To determine the impact of emotional intelligence on team effectiveness
e To recommend how team effectiveness can be enhanced in Information Technology teams at
Bytes Systems Integration
e Formation Technology teams at BSI?
LITERATURE REVIEW
The terms groups and teams are often used interchangeably in everyday language and literature
(Mullins, 2010:307). Recent management literature has made a distinction between these two
terms. Smit, de J Cronje, Brevis and Vrba (2007:312) assert that all teams are also groups, but
not all groups are teams. Smit et al (2007:312) are of the view that a team is a special kind of
group. With this view in mind, for the purposes of this study the two terms will be used
interchangeably.
Definition of a Team
Over the years, various authors and researchers have come up with definitions of a team. Smit et
al. (2007:314) defines a team as a small number of employees with complementary competencies
who are committed to a common purpose, and are accountable for performing tasks that
contribute to achieving an organisation’s goals. Lussier (2008:368) brought the aspect of shared
leadership in the definition, and asserts that a team is a group of individuals with shared
leadership and perform interdependent jobs with individual and group accountability, evaluation
and rewards.
According to Mullins (2010:307) teams occur when a group of people have a common goal and
recognise that personal success is dependent on the success of others. Brown (2011:281) defines
a team as a ““group of individuals with complementary skills who depend upon one another to
accomplish a common purpose or set of performance goals for which they hold themselves
mutually accountable”. Barczak, Lassk and Mulki (2010:332) states that teams integrate talent,
energy and skills (of individual members) and their collective capacity to innovate becomes
greater than the sum of individual contributions.
Stroh (2005:434) argues that a team is not a team unless its members depend on each other. He
asserts that cooperation among team members does not necessarily qualify as teamwork, team
members must put the needs of the team ahead of their own, help each other where possible, and
where necessary, change the way they do their own job to improve the outcomes of the team.
At the core of these definitions the following four themes stands out:
(1 Team members work towards a common goal or purpose
[l Team members have complementary skills and perform tasks that are interdependent
{1 Team members are committed to working collaboratively
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1 the team is held accountable collectively
Pollock and Zocklein (2012:1) describe a work team in today’s terms as a department within an
organisation with less than 20 members. Pollock and Zocklein (2012:1) assert that it is a sub-unit
of an organisation and thus it is a microcosm of the parent organisation’s elements such as
people, process, technology, goals, finances, products and services, suppliers, and customers.
The current BSI company profile published on the organisation’s website states that the ATS
Division utilises business and technical teams to deliver Optimised Cloud Services and Support
solutions, Contact Centre Optimisation and Microsoft solutions and licensing (Bytes Systems
Integration, 2015). These teams mainly consist of 20 or less people/members who are working
towards a common goal which is in line with the organisation’s goals. Each team follows the
processes of the organisations to provide products and services to customers.
Emotional Intelligence

The concept of Emotional Intelligence has its roots in the 1920s and 1930s through the early
works of psychometric researchers like Thorndike, Moss, Hunt and Vernon (Kunnanatt,
2008:618). Beigi and Shirmohammadi (2011:553) states that emotional intelligence received
considerable attention in the workplace since the publication of Daniel Goleman’s seminal book,
Emotional Intelligence in 1995.

Various authors and researchers over the years have come up with definitions of what emotional
intelligence is. Goleman (cited in Baloch, Saleem, Zaman and Fida, 2014:211) who is credited
for pioneering emotional intelligence in the workplace defines emotional intelligence as the
ability of know and control one’s own feelings accordingly. Phipps, Prieto and Ndinguri
(2014:74) define emotional intelligence as “the ability to recognize one’s own feelings as well as
the feelings of others and to use this awareness to motivate oneself and to manage one’s
emotions and relationships”.

Emotions are reactions to people or events, individuals show emotions when they are happy,
angry or afraid about/of something (Robins and Timothy, 2012:51). According to Barczak et al.
(2010:333) emotions are inseparable from an organization’s internal work environment, they
have a great influence in teams as they are fundamental to how team members interact and work
together. Robbins and Timothy (2012:58) argue that people who know their own emotions and
are good at reading emotional cues are most likely to be effective. It is for this reason that the use
of emotional intelligence in the workplace has become popular.

According to Kulkami, Janakiram and Kumar (2009:163) knowing one's emotions and feelings

as they occur, and tuning one's self to the changed situation, requires the emotional competency,
emotional maturity and emotional sensitivity that is demanded on the job. They assert that in the
workplace emotional intelligence is an individual’s ability to control and manage his or her
moods and impulse, which direct and control one's feelings towards work and performance at
work. Khan et al. (2014:1) emphasized that emotional intelligence not only deals with the
emotions of the employees, but it also identifies their impact on the behavior of the employees.

Emotional Intelligence Models

Over the years various models of emotional intelligence have been presented by various authors.
These models are mainly centred around the following three things highlighted by Robbins and
Timothy (2012:58) in their definition of emotional intelligence; (1) An individual’s ability to
recognise his or her own emotions when he or she experiences them, (2) An individual’s ability
to identify emotions in others people and (3) An individual’s ability to manage emotional cues
and information.

Emotional Intelligence models are divided into two categories, the abilities models and the mixed
models (Beam, 2012:4; Davies, 2011:13; Trabun, 2002:11). The abilities models define
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emotional intelligence in terms of the following cognitive abilities that originate from childhood
and continue to develop (Beigi and Shirmohammadi, 2011:553):

the ability to perceive emotions

the ability to integrate emotions

The ability to facilitate thought

The ability to understand emotions

{1 The ability to manage emotions

The mixed models conceptualises emotional intelligence as a combination of cognitive abilities
and personality traits (Beigi et al., 2011:553). The mixed models are concerned with behavioural
consistency manifested in specific traits, personality types, or behaviours such as empathy,
assertiveness and optimism (Davies, 2011:13). The most popular mixed models are the models
developed by Daniel Goleman and Reuven Bar-On.

While consensus prevail among researchers that emotional intelligence models falls into two
categories, Beigi and Shirmohammadi (2011:553) brought in a third category called The
Competency Model. These models assert that cognitive abilities are learned capabilities that must
be developed in order to achieve high performance. These models are commonly applied in the
workplace context because it perceives emotional intelligence as a skill that can be developed.
Beigi and Shirmohammadi (2011:553) cites Goleman’s model which has been widely used
workplace as an example. It must however be noted that Goleman’s model has been classified by
some researchers as a mixed model.

For the purposes of this study, emotional intelligence is perceived as a skill than can be
developed and thus will be classified as a competency model. The study adopted Daniel
Goleman’s model which is widely used in the workplace. The model is discussed in the next
section.

Goleman’s Emotional Intelligence Model

Goleman’s model of emotional intelligence was created from Mayer, Salovey, and Caruso’s early
model, but incorporates additional personality traits such as persistence and zeal (de Miranda,
2011:14). According to Daniel Goleman (cited in Kulkarni, Janakiram and Kumar, 2009:164)
emotional intelligence has four dimensions representing the recognition and regulation of
emotions in ourselves and in others.

Each dimension comprises a set of emotional competencies which an individual must possess to
be regarded as competent in that dimension of emotional intelligence. The competencies required
for each dimension are shown in Table 2.5 below:

|
|
|
|
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Table 2.5: Goleman’s emotional intelligence

Self Other
Personal Competence Social competence
Self-Awareness Social Awareness
Recognition - Emotional self-awareness - Empathy
- Accurate self-assessment - Service orientation
- Self-confidence - Organizational
awareness
Self-Management Relationship Management
- Self-control - Developing others
- Trustworthiness - Influence
Regulation - Conscientiousness - Communication
- Adaptability - Conflict management
- Achievement drive - Leadership
- Initiative - Change catalyst
- Building bonds
- Teamwork & collaboration

Source: Goleman (2015:2)
The four dimensions are described below and are discussed in detail in the following sections:
e Self-awareness - It is the ability to read one’s own emotions and recognize their impact
(Baloch, Saleem, Zaman and Fida, 2014: 214).
e Self-management - It is the ability to manage one’s emotions and impulses and adapting
to changing circumstances (Stubbs Koman and Wolff, 2008: 57).
e Social awareness — It is the ability to sense, understand, and react to the emotions of
others (Kulkarni, Janakiram and Kumar, 2009: 164).
¢ Relationship management — The ability to inspire, influence and develop others while
managing conflict (Beigi and Shirmohammadi, 2011: 213).
Self-Awareness

Self-awareness is the ability of an individual to sense, articulate and reflect on their emotional
state and understand how they affect their performance. It is associated with being able to (1)
detect which emotion, moods, and impulses one is experiencing and (2) why are they
experiencing them and (3) how do they affect others and their performance (Polychroniou,
2009:345). According to Kunnanatt (2008:620) self-aware individuals are able to read and link
their feelings with what they think and how they act. Individuals with high self-awareness don’t
allow their emotion to rule them; they keep them under control at all times. An example could be
an individual who is able to realise that when he or she is in a state of anger, it clouds their
judgement and avoids making critical decisions while in the state of anger.

Luca and Tarricone (2001:368) emphasise that self-awareness is important in guiding
interactions among colleagues and establishing positive and productive teamwork. Luca and
Tarricone (2001:368) argue that team members need to be aware of their feelings as they may
allow uncontrolled emotions to impact on the dynamics and culture of the team. Competence in
this dimension of emotional intelligence is crucial for IT professionals as in their line of work
they interact with fellow colleagues/team members and customers. As shown in the Goleman’s
model in table 2.1, competence in this dimension is critical for two other dimensions. Self-
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awareness forms an important building block for the Social-awareness and Self-management
dimensions.
Self-Management
Self-Management is the ability of an individual to manage his or her own emotions and impulses
to remain calm in potentially volatile situations and to maintain composure irrespective of one’s
emotions (Polychroniou, 2009:345). According to Smit (2007:307) individuals with high self-
awareness are effective in stressful situations and are able to deal with hostile situations without
reacting. A good example is an individual who is dealing with an angry client who might be
using inappropriate language and throwing false accusations, but remains calm and still talks to
the client in a polite and professional manner.

Kunnanatt (2008:620) states that individual’s uses self-awareness to regulate the rational and

emotional operations of their minds to provide an emotionally supportive pathway for the

reasoning mind to make logically correct and socially acceptable decisions and judgments.

Individuals with high levels of Self-management are able to control their emotions (particularly

distressing ones like anger and anxiety) and impulses; they don’t allow themselves to be too

angry and avoids making impulsive decisions.

Social-Awareness

Social Awareness is the ability to accurately detect emotions in other people and understand how

they impact on the situation of interest or concern (Bradberry, 2014). It includes the ability to

sense, understand, and react to the emotions of others while comprehending social networks (de

Miranda, 2011:14). Social awareness dimension has the following competencies (1) empathy, (2)

service orientation and (3) organisational orientation (Beigi and Shirmohammadi, 2010:213; Smit

et al., 2007:307). These competencies are discussed below:

1 Empathy - Book (cited in Luca and Tarricone, 2001:369) defines empathy as the “capacity

to see the world from another person’s perspective”. In the context of emotional intelligence,
Empathy is the ability of an individual to understand the feelings transmitted through verbal
and nonverbal messages, understand the links between others’ emotions and behaviour and to
provide emotional support to people when needed (Polychroniou, 2009:345). In the
workplace empathy is regarded as the ability to understand and interpret colleagues’ feelings
and being able to identify with their feelings on issues through understanding their
perspective (Goleman cited in, Luca and Tarricone, 2001:369).
According to Luca and Tarricone (2001:369) empathic team members are aware of the
diversity of personalities and are more accepting of the diversity of people and the impact
culture can have on interactions within a team environment. This competence is critical when
dealing with a diverse workforce or client base. In a diverse workforce unnecessary animosity
can prevail if managers and leaders are unable to understand and manage different dynamics
that makes a group tick.

{1 Service Orientation - Clients don’t always articulate their needs effectively, they rely on
service providers to advise them of what of what they need as an expert. Service orientation
is the ability to identify the client’s unstated needs (Smit et al., 2007:307). An individual
who lacks empathy could be impatient with the ambiguous message coming from the client
and could end up being rude and drive them away in the process.

[l Organisational Awareness- It is the ability to read social and political currents in
organisations and teams (Smit et al., 2007:307), it is often regarded as empathy on an
organizational scale (Careerevolutiongroup.com, 2012). Organisational awareness goes
further than just the ability to understand the politics within an organisation or team; it
includes the ability to understand they affect the people working in them.

Individuals with high levels of organisational awareness are able to detect crucial social
networks, power relationships, guiding values, political forces and organisational norms
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(Careerevolutiongroup.com, 2012). On the contrary, those with low levels of organisational
awareness find it difficult to get things done in the organisation and often act in ways that the
organisation, team or community find inappropriate.
Relationship Management
Relationship Management entails the ability to influence, guide, inspire and handle other
people’s emotions while managing the conflict (de Miranda, 2011:14). It includes the
identification, analysis, and management of relationships with people inside and outside of your
team. It also incorporates an individual’s ability to communicate, persuade, and lead others,
whilst being direct and honest without alienating people. Luca and Tarricone (2001:369) argue
that relationship management skills are essential to develop positive and effective relationships
among colleagues.
According to Zimmerman (2013) relationship management is all about an individual’s:
{1 Ability to get the best out of others
[l Ability to inspire and influence them
{1 Ability to communicate and build bonds with them
1 Ability to help them change, grow, develop, and resolve conflict.
As stated in section 2.3, Woehr et al. (2012:111) emphasise that for team effectiveness to be
achieved, the internal social interactions of team members should enhance or maintain, the
team’s ability to work together in the future. Competence in the relationship management
dimension is critical to meet these criteria. The team’s ability to work together can be greatly
enhanced when team members are able to inspire each other, build bonds, communicate and
resolve conflict constructively.
Emotional Intelligence in teams
Naseer et al. (2011:34) argues that emotional intelligence is critical for high performance. They
assert that a person who knows how to stay motivated under stress, motivate others, manage
complex interpersonal relationships, his/her others and build teams which are likely to achieve
better results.
Abraham, (2004); Higgs, (2004); Kunnanatt, (2004); Stubb Koman and Wolff (2008) (all cited in
Beigi and Shirmohammadi, 2011:553) highlights that recent research shows that emotionally
intelligent employees perform more effectively individually and as team members. VVrabie (2014)
states that nowadays effective teams require more than just technical skills, they require
emotional intelligence too.
Team Emotional Intelligence
Effective teams are a rare and sought after commaodity in organisations (JCA Global, 2013). JCA
Global (2013) state that their research with teams show that effective teams are created by
developing the emotional intelligence of the team. This brings about the concept of team
emotional intelligence.
JCA Global (2013) defines team emotional intelligence as ““‘the shared behaviours, habits and
attitudes that create the conditions for teams to develop co-operate, coordinate and communicate
well”. Barczak, Lassk and Mulki (2010:333) state that team emotional intelligence is achieved by
developing a set of norms that manage emotional processes in the team. These norms facilitate
collaboration, cohesiveness and behaviours which are essential for team effectiveness (Barczak,
Lassk and Mulki, 2010:333). Teams with high emotional intelligence skilfully manage and gets
the most from the personalities within the team, pays attention to both task and feeling and
skilfully manages emotion in the team (JCA Global, 2013).
Troth (2009:33) suggests that the best way to assess a team’s emotional Intelligence level is
through a summative composition of the team members’ individual emotional intelligence
abilities. It is recommended that a summative index (averaging) of team members’ individual
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emotional intelligence abilities must be created to reflect the team’s emotional intelligence
abilities (Troth, 2009:33).

The Impact of Emotional Intelligence on Team Effectiveness

Barczak et al. (2010:333) argues that emotions have a great influence on how team members
interact and work together. Luca and Tarricone (2001:368) assert that the ability to manage
emotions, especially during conflict, pressure and stress facilitates and promotes positive and
effective working relationships with other team members and clients. Kunnanatt (2008:616)
suggest that employees with high emotional intelligence are able to brace against distracting
emotions as a result the enhanced ability to recognise and manage emotions they possess.
Kunnanatt (2008:616) argues that emotional intelligence produces superior performances at an
individual and team level. In a study on the effect of group emotional intelligence on team
effectiveness, Aslan, Ozata and Mete (2008:112) found that group emotional intelligence has a
positive effect on team effectiveness. The study also revealed that self-management dimension
has the most influence on team effectiveness. The study also found a positive and meaningful
correlation between the social awareness dimension and team effectiveness.

Jordan, Peter, Lawrence and Sandra (2009, cited in Naseer et al, 2011:34) in a recent study have
highlighted that emotional Intelligence is linked to improved team behaviours and team
performance. Stough, Saklofske and Parker (2009; cited in Naseer et al. 2011:34) recently found
that team performance is positively and significantly influenced if a team member is able to
recognise emotions of teammates.

IT professionals at BSI interact with colleagues in their teams to provide services to clients.
Operating in a highly technical environment where things change rapidly, conflict is almost
inevitable. Conflict can be between fellow team members whose tasks are interdependent. It can
also be between a team member or the whole team and the client who keeps changing the scope
of the project. Tight deadlines often create tensions among team members if one is waiting upon
the other to complete their tasks which impacts on theirs.

Naseer et al. (2011:41) concluded in a recent study that high emotional intelligent work teams
perform at a higher level than low emotionally intelligent teams. It is for this reason that
managers have to pay more attention on developing emotional intelligence in their teams if they
want to boost the effectiveness of their teams. Quoidbach and Hansenne (cited in Moore and
Mamiseishvili, 2012:297) in their study to examine the relationship between emotional
intelligence and work performance, found that one member with a low emotional intelligence
score can affect their entire team, the same was found to be true for one member with a high
score. It is for this reason that managers need to place more emphasis on emotional intelligence
when selecting members to join a team.

RESEARCH METHODOLOGY

The purpose of the research plays a crucial role in determining the research design. Saunders,
Lewis and Thornhill (2009:139) states that most research purposes fall within exploratory,
descriptive and explanatory classification. The purpose of exploratory studies is to find out “what
is happening; to seek new insights; to ask questions and to assess phenomena in a new light”
(Shajahan, 2009:32). According to Robson (cited in Saunders, Lewis and Thornhill, 2009:140)
the purpose of descriptive research is to portray an accurate profile of persons, events or
situations. Explanatory research studies seek to establish causal relationships between variables
(Saunders, Lewis and Thornhill, 2009:140).

This study is evaluating the impact of emotional intelligence on team effectiveness among IT
professionals. As shown in chapter 2, many researchers have written about both concepts
extensively and thus the exploratory design was not suitable as much is known about these
concepts. The purpose of this study was mainly descriptive and explanatory. Zikmund (2003:55)
states that the major purpose of descriptive research is to describe the characteristics of a
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population or phenomenon. One of the objectives of the study was to measure and describe the
level of emotional intelligence in IT team at BSI. The study further seeks to determine if a
relationship between emotional intelligence and team effectiveness exit, thus explanatory
methods are required.

Davis (2014:15) states that a research approach should be decided with careful consideration to
ensure the validity of its findings. It must account for all factors that may affect the outcomes of
the hypothesis and research questions as much as possible (Davis, 2014:15).

According to Barendrecht (2010:48) the quantitative methodology is used to conduct systemic
observations of the properties and relationships of the study objects. According to Kumar
(2014:14), quantitative approach follows a rigid, structured and predetermined set of procedures
to explore and aims to quantify the extent of variation in the phenomenon.

According to Henning, Van Rensburg and Smit (2005:5) the qualitative research methodology is
used to examine the qualities, characteristics, or the properties of phenomena to gain a better
understanding and explanation. Kumar (2014:14) states that a qualitative methodology follows an
open, flexible and unstructured approach to enquire with the aim of exploring diversity rather
than to quantifying placing no or little emphasis on generalizations.

Quantitative methodology presents numerical or statistical data and is used if the objective is to
predict and control future outcomes, or to generalise from a sample of people to a larger
population (Davis, 2014:14). On the contrary, when the objective is to explore attitudes,
behaviour and experiences through methods like interviews or focus groups, qualitative methods
are used (Dawson, 2002:14).

This research seeks to establish if a relationship between emotional intelligence and team
effectiveness exists, thus it will use a quantitative methodology. The research will measure and
describe the level of emotional intelligence among IT professionals at BSI and thus it will be
descriptive as well as explanatory in nature.

Target Population

According to Wiid and Diggines (cited in Pascoe, 2014:132) a population is defined as “a total
group of people or entities (social artefacts) from whom information is required”. An important
aspect to keep in mind is that all people or social artefacts in a population should share at least
one specific characteristic that relates to the research question (Pascoe, 2014:132).

Pascoe (2014:132) further argues that for a population to be defined appropriately population
parameters have to be set. The population parameters of a study refer to the nature (people or
social artefacts), size and unique characteristics of the population. In this study the nature of the
population is the people. The size of the population is all IT professionals working for BSI and
the unique characteristic that is shared is working at the Midrand campus of BSI.

BSI has IT professionals spread across a number of campuses and at various customer sites in
South Africa. According to Rassel and O’Sullivan (cited in Ramalibana, 2005:30) a population
is a group which is the subject of a research interest. In this study, IT professionals at the
Midrand campus of BSI were targeted. At the time of this study, the Midrand campus had around
40 IT professionals spread across different teams. Employees at customer sites were excluded
from this study because of accessibility. Employees at other campuses across the country were
also excluded from the study as they are mainly administrative. IT professionals at BSI mainly
support customers across the country remotely and through assistance from colleagues from
sister companies within the Bytes group throughout the country.

Sampling

While in certain instances it may be possible to collect and analyse data from the whole
population, for some researches it is impossible to collect data from the whole population as a
result of time constraints, budget constraints and access to the target population (Saunders, Lewis
and Thornhill, 2009:210). Sampling is generally used in situations where it is not possible to
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reach all people in the target population due to various reasons including time constraints and

costs.

Sampling is the process of selecting a few people (sample) from a target population to estimate or

predict the prevalence of an unknown piece of information, situation or outcome regarding the

bigger group (Kumar, 2014:231). Zikmund (2003:70) describes a sample as a subset of a larger
population used to draw conclusions regarding the whole population. According to Bryman

(2008:698) a sample is a segment of the population that is selected for research. Wegner

(2012:153) argues that for a sample to produce valid and reliable results, it should be

representative of the target population it was drawn from. According to Bryman and Cramer

(cited in Thumbran, 2010:37) the size of the sample depends on the complexity of the population

and research questions. There are two basic methods of sampling, non-probability and probability

sampling methods (Wegener, 2013:153).

Probability sampling methods are based on chance selection procedures. The chance or

probability of each member being selected is known and is usually equal for all members of the

population (Saunders et al, 2009:213). According to Wegner (2013:154) there are four
probability-based sampling methods:

11 Simple random sampling - each member in the target population has an equal chance of being
selected.

11 Systematic random sampling - it is used when a sampling frame exists. Sampling begins by
randomly selecting the first sampling unit. Thereafter subsequent sampling units are selected
at a uniform interval relative to the first sampling unit

1 Stratified random sampling - it is used when the population is assumed to be heterogeneous
with respect to the random variable under study. The population is divided into segments,
where the population members within each stratum are relatively homogenous.

1 Cluster random sampling - it is used where the target population can be naturally divided into
clusters, where each cluster is similar in profile to every other cluster. A subset of clusters is
then randomly selected for sampling.

According to Wegner (2013:154) there are four non-probability-based sampling methods:

{1 Convenience Sampling- the members are selected because they are accessible to the
researcher. Members are chosen simply because they are easy to recruit. This technique is
considered the easiest, cheapest and least time consuming.

01 Judgment Sampling- Judgment sampling is also known as purposive sampling. In this
technique subjects are selected to be part of the sample with a specific purpose in mind. With
judgment sampling, the researcher believes that some subjects are more suitable for the
research compared to others.

[l Snowball Sampling-In this sampling technique, the initial subjects is asked to identify other
potential subject who also meets the criteria of the research. The disadvantage of this
technique is that it is not representative of the population.

[l Quota Sampling- In this sampling technique, the researcher ensures equal or proportionate
representation of subjects depending on which trait is considered as the basis of the quota.
There are six IT teams at the Midrand campus of BSI. Cluster sampling was chosen for this
study. The population was therefore divided into six clusters; however two teams were excluded
from the study. The first team was excluded because it was only transferred from one of the
Altron group of companies into BSI while the study was already underway. The second team was
excluded because its members are mainly based at the customer sites and rarely come to the
office. IT professionals from four teams at the Midrand campus were invited to participate in the

survey.
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Limitations of the Research

According to Marshall and Rossman (2011:76), a discussion of the limitations of the study
demonstrates that the researcher understand that no research project is perfectly designed. As a
result of the limitations of the study, it is important to carefully consider any claims about
generalizability or conclusiveness of findings. This study was limited to the evaluation of the
impact of emotional intelligence on team effectiveness among IT professionals at the Midrand
campus of BSI.

Team effectiveness has been researched by many over the years. Literature reviews have shown
that there is a wide range of factors that impacts on team effectiveness. This study only focuses
only on the impact of emotional intelligence. Lastly, this research targeted IT professionals at the
Midrand campus only, a much wider study needs to be conducted to validate how prevalent the
finding are within the company at large.

DATA ANALYSIS AND INTERPRETATION OF FINDINGS

Response Rate

An email with a unique link to the online questionnaire was sent to 45 participants. A response
rate of 82.22% was achieved as shown on Table 4.2 below:

Table 4.2: Response rate

Quantity | Percentage
Number of distributed questionnaires 45 100%
Number of completed questionnaires 37 82%
Number of questionnaires not completed 8 18%

A total of 37 participants completed the questionnaire; eight participants did not complete the
questionnaire despite being sent three reminders.
Reliability test

The Cronbach’s alpha reliability test was applied on the data to check for internal consistencies
or inconsistencies. Tables 4.3(a) and 4.3(b) below present the results from the Cronbach’s
reliability tests conducted on the data collected.

Table 4.3(a): Case Processing Summary

N %
Valid 37 100

Cases Excluded 0 0
Total 37 100

Table 4.3 (b) above shows that all respondents answered all questions correctly, thus no
questionnaires were excluded.
Table 4.3(b): Reliability Statistics

Cronbach's Alpha N of Items
0.94 55

Table 4.3.2(b) above indicates that a Cronbach alpha coefficient of 0.9 was archived. This
indicates that questionnaire has an acceptable degree of reliability and that the items in the
questionnaire have an acceptable level of inter-item consistency.
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Demographic Information

Dillman cited in Saunders et al (2009:368) states that an opinion, behaviour and attribute are
three types of data variables that can be collected through a questionnaire. Attributes are used to
explore how opinions and behaviour differ between respondents as well as to check that the data
collected are representative of the total population (Dillman cited in Saunders et al., 2009:368).
The attribute include characteristics such as age, gender, marital status, education, occupation
and income. In this section the following demographic information collected from the
participants; Age, Gender, Highest Qualifications, years of service within BSI are presented.
Age of Respondents

This question was intended to determine the age groups of the respondents.
Figure 4.4.1: Age of Respondents

100%

24,
10.81%

I .-

18-29 30-39 40-50 50 - 59 60+

Figure 4.4.1 above shows that the majority (43.24%) of the respondents fall within the age
category of 30 — 39, while the minority (10.81%) falls within the category of 50 — 59 years of
age. The data further shows that 21.62% of the respondents falls in the age category of 18-29
years of age, and 24.34% falls within the category of 40 — 49 years. None of the participants are
60 years or more.

Gender profile of respondents

This part of the questionnaire intended to determine the gender profile of the respondents.

Figure 4.4.2: Gender Profile of Respondent

| 7828 mmm maie | 21.62% mmm Female |

From figure 4.4.2 above, it is evident that the IT teams at BSI are male dominated, with males
accounting for 78.39% of the respondents and only 21.62% are females. This could be attributed
to the fact that the ICT sector has been historically a male dominated industry.

Education levels of respondents

This question was intended to determine the highest qualification of the respondents.
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Figure 4.4.3: Education levels of respondents
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Figure 4.4.3 above shows that 30.30% of the respondents have matric, 42.42% have national
diplomas, 24.24% have Bachelor degrees, and none of the respondents have an honours degrees
and3.03% have masters’ degrees. According to Silman (cited in Moodley, 2011:47), the
individuals who pursue tertiary education are perceived to be more ambitious, motivated, self-
confident and teachable than their without tertiary education. Jorfi and Jorfi (2010:68) states that
educated employees communicate openly and express their feelings better than those who are
less educated.

Respondents’ years of service

This question was intended to determine the respondent’s years of experience within BSI.

Figure 4.4.4: Respondents’ Years of Service
100%

2.70%

24.] r 21]

Less than a year 1-3years 4-6 ;'ears More than six years

Figure 4.4.4 above, shows that 3.03% of the respondents have less than one year experience at
BSI and the majority (51.35%) have between 1 to 3 years of experience. 24.24% of the
respondents have between 4 to 6 years of experience, whereas 21.21% have more than 6 years.
Collectively 54% of the respondents have less than 3 years’ service within Bytes. This indicates a
potential high turnover of staff. It could also be as a result of teams being moved from one
subsidiary to the other when the restructuring process was taking place.
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Emotional Intelligence

In this section responses to the questions on Part B of the research questionnaire are presented,
which were aimed at measuring the level of emotional intelligence. Part B of the questionnaire
was made up of questions 6 — 11. Respondents were required to indicate their degree of
agreement with a cluster of statements in each question. Each question was testing a different
dimension of emotional intelligence.

Descriptive statistics were used to analyse the level of emotional intelligence among the
respondents. Table 4.5(a) below presents the overall emotional intelligence scores and scores for
each dimension for the participants. (A detailed frequency distribution table of scores for the
overall emotional intelligence and dimensions is provided in Appendix D. - If required please
write to akarodia@regent.ac.za)

Table 4.5(a): Emotional Intelligence Descriptive Statistics
Mean Mode Min Max Standard Skewness

Deviation
EMOTIONAL 4.06 425 343 488 0.34 0.34
INTELLIGENCE

In Table 4.5(a) it is revealed that, the overall mean score of emotional intelligence of the
participants was 4.06. The data further show a standard deviation of 0.34, this indicate that scores
of most participants are clustered around the mean score. A maximum score of 4.88 shows that
some of the participants had very high levels of emotional intelligence and a minimum score of
3.43 shows that some of the respondents do not possess high levels of emotional intelligence.
All individual scores were rounded off to eliminate decimals in order to classify each
participant's score into a particular category. The following categories were used and are
explained below in table 4.5(b) below:
Table 4.5(b): Categories of Emotional Intelligence
Score Category
1 Highly Incompetent
(Score < 1.5)

2 Incompetent
(1.5 = Score < 2.5)

3 Fair
(2.5 = Score < 3.5)

4 Competent
(3.5 = Score < 4.5)

In Figure 4.5 below, distribution of scores across categories highlighted in table 4.5(b) is
presented.
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Figure 4.5: Emotional Intelligence scores distribution
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Figure 4.5 above shows that the majority (86%) of the participants falls within the category of
competent. It is also noted that 11% of the participants are highly competent.

Emotions have a great influence on how team members interact and work together (Barczak et
al., 2010:333). The ability to manage emotions promotes positive and effective working
relationships among team members and clients (Luca and Tarricone, 2001:368). Employees with
high emotional intelligence have an enhanced ability to recognise and manage emotions which
enables them to brace against distracting emotions in the workplace (Kunnanatt, 2008:616).
Analysis of the respondents' answers and overall scores for each dimension are discussed in the
next sections (4.5.1 to 4.5.6).

Self-Awareness

According to Baloch et al (2014:214), self-awareness is all about the importance of one’s own
feelings and emotions and how they affect the employee’s performance. The cluster of questions
in question 6 of the questionnaire was intended to measure how competent the respondents are
with the self-awareness dimension of emotional intelligence. Respondents were asked to indicate
their level of agreement or disagreement with four statements as shown in figure 4.5.1(a) below:

Figure 4.5.1(a): Self-Awareness
SELF AWARENESS

| always know which emotions | am feeling and why WA) 59%

| am aware of the link between my feelings and what |

think, do or say 3%5% 54%

| am able to recognise situations that triggers my 504
0

0,
emotions il

| recognise how my feelings and emotions affect my
performance

8% 43%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.5.1(a) presented above reveals that:

(1 Collectively 92% of the participants agreed (59% agreed and 32% strongly agreed) that they
always know which emotions they are experiencing and why. Only 5% of the respondents
disagreed and 3% were neutral. Polychroniou (2009:345) emphasised that self-awareness is
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associated with the ability to be aware of which emotions, moods, and impulses one is
experiencing and why.

{1 Collectively 92% of the respondents agreed (54% agreed and 38% strongly agreed) that they
are aware of the link between their feelings and what they think, do or say. Only 3% of the
respondents disagreed, 5% were neutral. According to Kunnanatt (2008:620) self-aware
individuals are able to link their feelings with what they think and do. It is evident that the
majority of respondent are highly competent with that.

1 An overwhelming 94% of the respondents agreed (70% agreed and 24% strongly agreed) that
they are able to recognise situations that triggers their emotions. While 5% of the respondents
were neutral, it is noted that none of the respondents disagreed. Moon (2010:886) states that
in addition to being able to identify or recognise one’s own emotions and their implications,
self-aware individuals recognise the source that triggers these feelings.

(1 Collectively 92% of the respondents agreed (43% agreed and 49% strongly agreed) that they
recognise how their feelings and emotions affect their performance. While none of the
respondents disagreed, 8% of the respondents were neutral. Baloch et al (2014:214) argues
that self-awareness is also concerned with the effects it has on the performance of the
employees.

Individuals who are competent in the self-awareness dimension of emotional intelligence are able

to detect which emotions, moods, and impulses one is experiencing and why and how they affect

others and their performance (Polychroniou, 2009:345).

The overall mean score for the self-awareness dimension was 4.26 as shown in Table 4.5.1:

Table 4.5.1: Self-Awareness Descriptive Statistics

Mean Mode Min Max Standard Skewness
Deviation
Self-Awareness 426 400 275 5.00 0.48 -0.69

Table 4.5.1 above shows that individual scores are ranging from 2.75 to 5. A standard deviation
of 0.48 was observed indicating that scores of most participants are clustered around the mean
score.

Self-awareness is important to guide interactions among colleagues and establishing positive and
productive teamwork (Luca and Tarricone, 2001:368). It is evident that interactions among IT
team members are likely to be positive as majority are able to recognise and guide their
emotions.

Majority (97%) of the respondents are competent in this dimension as they have a score of 4 and
above as shown in figure 4.5.1(b) below.

Figure 4.5.1(b): Self-Awareness Scores Distribution
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Self-Management

This cluster of questions was intended to measure how competent the respondents are with the
self-management dimension of emotional intelligence. Respondents were asked to indicate their
level of agreement or disagreement with four statements as shown in figure 4.5.2(a) below:
Figure 4.5.2(a): Self-Management

I can manage my impulsive feelings and distressing » )
emotions well - il = -
I am able to resist the impulse to act immediately  SUGRINIO% 46% L30%
I am able to remain calm, composed and positive in . o
trying moments . _16% §2% _
When frustrated with fellow team members, | can
! 0, 0, 0,
overcome my frustration without reacting . 028 3% —

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree Neutral Agree  E Strongly Agree

Figure 4.5.2(a) reveals that:

0

Collectively 73% of the respondents agreed (54% agreed and 19% strongly agreed) that they
can manage their impulsive feelings and distressing emotions well. The data shows that
almost a quarter of the respondents (24%) were neutral and 3% of the respondents disagreed.
Individuals who are competent in the self-management dimension of emotional intelligence
are able to manage their impulsive feelings or emotions well (Kunnanatt, 2008:620; Moon,
2010:883).

Five percent (5%) of the respondents disagreed that they are able to resist the impulse to act
immediately, 19% were neutral and 76% agreed (46% agreed and 30% strongly agreed). This
shows that the majority of the respondents do not react to impulses, but rather take time to
think before they react.

Collectively 62% (43% agreed and 19% strongly agreed) of the respondents are able to
remain calm, composed and positive in trying moments. Over a quarter (30%) of the
respondents responses was neutral and 8% of the respondents disagreed. According to
Kunnanatt (2008:620) one of the signs of competence in self-management is the ability of an
individual to remain calm, composed and positive during trying moments.

Collectively 92% of the respondents agreed (43% agreed and 49% strongly agreed) that when
they are frustrated with fellow team members, they can overcome the frustration without
reacting. Only 8% of the respondents were neutral and none disagreed. This shows that the
working relationships among team members are likely to be positive. Luca and Tarricone
(2001:369) states that being able to manage one’s emotions especially during conflict,
pressure and stress promotes positive and effective working relationships with fellow team
members.

Individuals who are competent in the Self-Management dimension are able to manage their
emotions and impulses to remain calm in potentially volatile situations and maintain composure
irrespective of the emotions they are experiencing (Polychroniou, 2009:345).

The overall mean score for the self-management dimension was 3.88 as shown in table 4.5.2
below:
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Table 4.5.2:Self-Management Descriptive Statistics
Mean Mode Min Max Standard Skewness

Deviation
Self-Management 388 400 225 5.00 0.63 -0.62

Table 4.5.2 above shows that individual scores ranging from 2.25 to 5. A standard deviation of
0.63 was observed indicating that scores of most participants are clustered around the mean
score. Majority (87%) of the respondents are competent in this dimension as they have a score of
4 and above as shown in figure 4.5.2(b) below.

Figure 4.5.2(b): Self-Management Scores Distributions
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Individuals with high levels of self-awareness are effective in stressful situations and are able to
deal with hostile situations without reacting (Smit et al., 2007:307).
Social-Awareness - Empathy

This cluster of questions was intended to measure how competent the respondents are with the
Empathy competency of the social-awareness dimension of emotional intelligence. Empathy is
all about understanding and knowing other people’s feelings, needs and concerns (Moon,
2010:884). Respondents were asked to indicate their level of agreement or disagreement with
four statements as shown in figure 4.5.3(a) below:

Figure 4.5.3(a): Empathy

SOCIAL AWARENESS: Empathy

| am sensitive to the feelings and emotions of ... 3% e 4% 43% e 30%
I make an effort to understand perspectives of... [8%u 62% L30%
| respect, treat with courtesy and relates well... 5% 51% e A3%
| try to understands the underlying causes for ... |S%INRT% 51% - 14% .

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.5.3(a) above shows that:

e Collectively 73% of the respondents agreed (43% agreed and 30% strongly agreed) that they
are sensitive to the feelings and emotions of others. Only 3% of the respondents disagreed,
while 24% were neutral.

e Collectively 92% of the respondents agreed (62% agreed and 30% strongly agreed) that they
make an effort to understand perspectives of others. None of the respondents disagreed and
8% of the respondents were neutral. Goleman (cited in Luca and Tarricone, 2001:369) states
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that empathy also include being able to identify with the feelings of others by trying to
understanding their perspective.

e Collectively 94% of the respondents (51% agreed and 43% strongly agreed) agreed that they
respect, treat with courtesy and relates well with people of diverse backgrounds. Goleman
(cited in Luca and Tarricone, 2001:369) asserts that empathetic individuals cultivate rapport
with people from different walks of life.

e Collectively 65% of the respondents (51% agreed and 14% strongly agreed) make an effort to
understand the underlying causes for someone’s feelings, behaviour or concerns. This creates
an enabling environment to responds to other people’s emotions as suggested by Kunnanatt
(2008:624). Only 8% of the respondents disagreed and 27% were neutral.

Individuals who are competent in the empathy aspect of the social awareness dimension

understands the links between emotions of others and their behaviour and are able to provide

emotional support to people when needed(Polychroniou, 2009:345).

The overall mean score for the empathy aspect of the social awareness dimension was 4.07 as

shown in table 4.5.3:

Table 4.5.3: Empathy Descriptive Statistics

Mean Mode Min Max Standard Skewness

Deviation
Empathy 4.07 400 3.00 5.00 0.49 -0.16

Table 4.5.3 above shows that individual scores are ranging from 3 to 5. A standard deviation of
0.49 was observed indicating that scores of most participants are clustered around the mean
score.

Majority (92%) of the respondents are competent in this dimension as they have a score of 4 and
above as shown in figure 4.5.3(b) below.

Figure 4.5.3(b): Empathy Scores Distribution
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According to Luca and Tarricone (2001:369) empathic team members are aware of the diversity
of personalities and are more accepting of the diversity of people and the impact culture can have
on interactions within a team environment.
Social-Awareness — Service Orientation

This cluster of questions was intended to measure how competent the respondents are with the
service orientation competency of the social-awareness dimension of emotional intelligence.
Service orientation is the ability to identify unstated needs and concerns of others (Moon,
2008:884). Respondents were asked to indicate their level of agreement or disagreement with
four statements as shown in figure 4.5.4(a) below:
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Figure 4.5.4(a): Service Orientation
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In Figure 4.5.4(a) above it is revealed that:

o Collectively 84% of the respondents agreed (49% agreed and 35% strongly agreed) that
they always try to address the unexpressed needs of the customer and 3% of the
respondents disagreed while14% were neutral and.

o Collectively 95% of the respondents agreed (46% agreed and 49% strongly agreed) that
they act as a trusted advisor to a customer, while 5% of the respondents were neutral.

o Collectively 94% of the respondents agreed (51% agreed and 43% strongly agreed) that
they make an effort to understand the customer’s needs and match them with appropriate
product or service. Only 5% of the respondents were neutral.

o Collectively 92% of the respondents agreed (51% agreed and 41% strongly agreed) that
they make an effort to see things from a customer’s perspective, 3% of the respondents
disagreed, 5% were neutral.

Service orientation competency of the social awareness dimension is the ability to identify the
client’s unstated needs because they don’t always articulate their needs effectively (Smit et al.,
2007:307). An overwhelming majority of the respondents respondent favourably (Agree or
strongly agree) to all statements.
The overall mean score for the service orientation aspect of the social awareness dimension was
4.38 as shown in table 4.5.4 below:
Table 4.5.4: Service Orientation Descriptive Statistics

Mean Mode Min Max Standard Skewness

Deviation

Service Orientation 438 400 3.00 5.00 0.52 -0.24

Table 4.5.4 above shows that individual scores are ranging from 3 to 5. A standard deviation of
0.52 was observed indicating that scores of most participants are clustered around the mean
score.

Majority (97 %) of the respondents are competent in this dimension as they have a score of 4 and
above as shown in figure 4.5.4(b) below.

98



Kuwait Chapter of Arabian Journal of Business and Management Review
Vol. 5, No.10, June 2016

Figure 4.5.4(b): Service Orientation Scores Distribution
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Social-Awareness — Organisational Orientation

This cluster of questions was intended to measure how competent the respondents are with the
organisational awareness competency of the social-awareness dimension of emotional
intelligence. Organisational orientation is the ability to read the current of emotions correctly,
and understand political power relationships in groups (Goleman, cited in Moon, 2010:884).
Respondents were asked to indicate their level of agreement or disagreement with four
statements as shown in figure 4.5.5(a) below:

Figure 4.5.5(a): Organisational Orientation
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Figure 4.5.5(a) above reveals that:

e Collectively 87% of the respondents agreed (76% agreed and 11% strongly agreed) that they
have a good understanding of the forces that shape the views and actions of colleagues,
customers and competitors. Only 3% of the respondents disagreed, 11% were neutral.

e Collectively 68% of the respondents agreed (54% agreed and 14% strongly agreed) that they
understand the political forces at work in the organisation. Only 6% of the respondents
disagreed (3% disagreed and 3% strongly disagreed), 27% were neutral.

e Collectively 79% of the respondents agreed (57% agreed and 22% strongly agreed) that they
are good at accurately reading key power relationships. Only 3% of the respondents strongly
disagreed, 19% were neutral.

e Collectively 76% of the respondents agreed (57% agreed and 19% strongly agreed) that they
can usually detect crucial social networks within the organisation. Only 24% of the
respondents were neutral and

The overall mean score for the organisational orientation aspect of the social awareness

dimension was 3.89 as shown in table 4.5.5 below:
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Table 1: Organisational Orientation Descriptive Statistics
Mean Mode Min Max Standard Skewness

Deviation
Organisational Orientation 389 400 175 5.00 0.60 -1

Table 4.5.5 above shows that individual scores are ranging from 1.75 to 5. A standard deviation
of 0.60 was observed indicating that scores of most participants are clustered around the mean
score.

Majority (81%) of the respondents are competent in this dimension as they have a score of 4 and
above as shown in figure 4.5.5(b) below.

Figure 4.5.5(b): Organisational Orientation Scores Distribution
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Organisational awareness goes further than just the ability to understand the politics within an
organisation or team; it includes the ability to understand they affect the people working in them.
Individuals with high levels of organisational awareness are able to detect crucial social
networks, power relationships, guiding values, political forces and organisational norms
(Careerevolutiongroup.com, 2012). On the contrary, those with low levels of organisational
awareness find it difficult to get things done in the organisation and often act in ways that the
organisation, team or community find inappropriate.

Relationship Management

This cluster of questions was intended to measure how competent the respondents are with the
relationship management dimension of emotional intelligence. Respondents were asked to
indicate their level of agreement or disagreement with four statements as shown in figure 4.5.6(a)
below:

Figure 4.5.6(a): Relationship Management

RELATIONSHIP MANAGEMENT
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Figure 4.5.6(a) above reveals that:
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e Collectively 67% of the respondents agreed (51% agreed and 16% strongly agreed) that they
are able to cheer up team members when they are feeling down. Only 3% of the respondents
disagreed, 30% were neutral.

o Collectively 81% agreed (65% agreed and 16% strongly agreed) that they can balance a focus
on task with attention to relationships. Only 19% of the respondents were neutral.

o Collectively 73% of the respondents agreed (59% agreed and 14% strongly agreed) that they
respect the opinion of team members even if they think they are wrong. Only 11% of the
respondents disagreed (8% disagreed and 3% strongly disagreed) and 16% were neutral.

o Collectively 76% of the respondents agreed (62% agreed and 14% strongly agreed) that they
handle difficult people and tense situations in a diplomatic manner. Only 3% of the
respondents strongly disagreed and 22% were neutral.

Relationship Management entails the ability to influence, guide, inspire and handle other
people’s emotions while managing the conflict (de Miranda, 2011:14). It includes the
identification, analysis, and management of relationships with people inside and outside of your
team. It also incorporates an individual’s ability to communicate, persuade, and lead others,
whilst being direct and honest without alienating people. Luca and Tarricone (2001:369) argue
that relationship management skills are essential to develop of positive and effective relationships
among colleagues.

The overall mean score for the relationship management dimension was 3.84 as shown in table

4.5.6 below:

Table 4.5.6: Relationship Management Descriptive Statistics

Mean Mode Min Max Standard Skewness
Deviation
Relationship Management 384 400 275 5.00 0.52 0.18

Table 4.5.6 above shows that individual scores ranging from 2.75 to 5. A standard deviation of
0.52 was observed indicating that scores of most participants are clustered around the mean
score.

Majority (81%) of the respondents are competent in this dimension as they have a score of 4 and
above as shown in figure 4.5.6(b) below.

Figure 4.5.6(b): Relationship Management Scores Distribution
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Team Effectiveness

In this section responses to the questions on Part C of the research questionnaire which were
aimed at evaluating the factors that affect Team Effectiveness. Part C of the questionnaire was
made up of questions 12 — 20. Respondents were required to indicate their degree of agreement
with a cluster of statements in each question. Each question was evaluating a different factor.
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Descriptive statistics were used to evaluate the factors which affect team effectiveness. A
detailed frequency distribution table of scores for all factors is provided in Appendix E. All
individual scores were rounded off to eliminate decimals in order to classify each participant’s
score into a particular category. The following categories were used and are explained below in
table 4.6 below:

Table 4.6: Team Effectiveness Factors Score Categories

Score Range Category
1-24 Disagree
25-34 Neutral
35-5 Agree

Analysis of the respondents answers and overall scores of each factor are discussed in the next
sections (4.6.1 t0 4.6.9).

Common Purpose

This cluster of questions was intended to evaluate the respondent’s opinions with regards to the
common purpose in their team. Respondents were asked to indicate their level of agreement or
disagreement with three statements as shown in figure 4.6.1(a) below:

Figure 4.6.1(a): Common Purpose

Common Purpose

Our team have a clear meaningful shared purpose 3% RN22% 5 46% e 30%
I understand our team's purpose % 54% o 35%
There is a common sense of purpose in our team  3Y%5%11%4 57% L 24%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.1(a) above reveals that:

o Collectively 76% of the respondents agreed (46% agreed and 30% strongly agreed) that
their team have a clear meaningful shared purpose. Only 3% of the respondents strongly
disagreed, 22% were neutral.

o Collectively 89% of the respondents agreed (54% agreed and 35% strongly agreed) that
they understand their team's purpose. Only 11% of the respondents were neutral.

o Collectively 76% of the respondents agreed (62% agreed and 14% strongly agreed) that
there is a common sense of purpose in their team. Only 3% of the respondents strongly
disagreed, 22% were neutral.

Common purpose gives a team a sense of direction (Stroh, 2005:435). Tiffan (2011:78) asserts

that team members are often unable to accurately articulate the purpose of their team because

they had no part in creating the purpose or it has not been regularly communicated.

The overall mean score for this factor was 4.06 as shown in table 4.6.1 below:

Table 4.6.1: Common Purpose Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation
Common Purpose 4.06 400 2.00 5.00 0.73 -0.75
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Table 4.6.1 above shows that individual scores from 2 to 5. A standard deviation of 0.73 was
observed, indicating that scores of most participants are clustered around the mean score. Figure
4.6.1(b) below shows that majority (81%) of the respondents agree that there is a common sense
of purpose in their team.

Figure 4.6.1(b): Common Purpose Scores Distribution
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Clearly Defined Goals

This cluster of questions was intended to evaluate the respondent’s opinions on whether goals are
clearly defined in their teams. Respondents were asked to indicate their level of agreement or
disagreement with three statements as shown in figure 4.6.2(a) below:

Figure 4.6.2(a): Clearly Defined Goals

Clearly Defined Goals

Our team have clearly defined goals for this year ~SNIISGN 2% 41% L 16%
Team members understand the team’s goals 08 30% 32% L 2T%
I understand our team's goals for this year  JHEH6N 27% 35% 2%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

H Strongly Disagree W Disagree Neutral Agree  E Strongly Agree

Figure 4.6.2(a) above reveals that:

e Collectively 57% of the respondents agreed (41% agreed and 16% strongly agreed) that
their team have clearly defined goals for this year. Only 16% of the respondents
disagreed (11% disagreed and 5% strongly disagreed), 27% were neutral.

e Collectively 59% of the respondents agreed (32% agreed and 27% strongly agreed) that
members their team understand the team's goals. Only 10% of the respondents disagreed
(5% disagreed and 5% strongly disagreed), 30% were neutral.

e Collectively 62% of the respondents agreed (35% agreed and 27% strongly agreed) that
they understand their team's goals for this year. Only 11% of the respondents disagreed
(8% disagreed and 3% strongly disagreed), 27% were neutral.

According to Meredith Ross et al. (2008:252) clearly defined goals help the team members to be
focused on the team’s objectives. Teams fail because their goals are not clearly defined
(Millward et al., 2010:53). According to Khan et al. (2014:2), for a team to be effective its goals
must be understood by all members.

The overall mean score for this factor was 3.66 as shown in table 4.6.2 below:
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Table 4.6.2: Clearly Defined Goals Descriptive Statistics
Score Mode Min Max Standard  Skewness

Deviation
Clearly Defined Goals 3.66 400 100 5.00 1.00 -0.61

Table 4.6.2 above shows that individual scores are ranging from 1 to 5. A standard deviation of 1
was observed, indicating that scores of most participants are clustered around the mean score.
Figure 4.6.2(a) below shows that majority (57%) of the respondents agree that goals are clearly
defined and understood by members in their team.

Figure 4.6.2(b): Clearly Defined Goals Scores Distribution
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Accountable Interdependence

This cluster of questions was intended to evaluate the respondent’s opinions on whether
accountable interdependence is prevalent in their team. Respondents were asked to indicate their
level of agreement or disagreement with four statements as shown in figure 4.6.3(a) below:
Figure 4.6.3(a): Accountable Interdependence

ACCOUNTABLE INTERDEPENDENCE

Team members are all held accountable by the... pulG% 7% 46% 11%.
Team members are all held accountable for the... G2 %N 46% :11%.
Team members help one another deal with...3%sl6%m 49% e 32%
Team members seek and give each other.. 396 IM%ml 6% 51% L19%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.3(a) above reveals that:

o Collectively 57% of the respondents agreed (46% agreed and 11% strongly agreed) that
team members are all held accountable by the team for performing their tasks. Only 16%
of the respondents disagreed, 27% were neutral.

o Collectively 57% of the respondents agreed (46% agreed and 11% strongly agreed) that
team members are all held accountable for the collective task performance. Only 16% of
the respondents disagreed, 27% were neutral.

o Collectively 81% of the respondents agreed (49% agreed and 32% strongly agreed) that
team members help one another deal with problems or resolve issues. Only 3% of the
respondents disagreed, 16% were neutral.
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o Collectively 70% of the respondents agreed (51% agreed and 19% strongly agreed) that
team members seek and give each other constructive feedback. Only 14% of the
respondents disagreed (11% disagreed and 3% strongly disagreed), 16% were neutral.

According to Brown (2011:281) in a team, members performs tasks which are interdependent
and depend on each other to accomplish a common purpose or set of performance goals for
which they hold themselves mutually accountable. Meredith et al., (2008:252) highlights that
each team member must be held accountable for the output of the team.

The overall mean score for this factor was 3.72 as shown in table 4.6.3 below:
Table 4.6.3: Accountable Interdependence Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation

Accountable 3.72 400 1.00 5.00 0.93 -0.51
Interdependence

Table 4.6.3 above shows that individual scores are ranging from 1 to 5. A standard deviation of
0.93 was observed indicating that scores of most participants are clustered around the mean
score.

Figure 4.6.3(b) below shows that majority (76%) of the respondents agree that goals are clearly
defined and understood by members in their team.

Figure 4.6.3(b): Accountable Interdependence Scores Distribution
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Role Clarity

This cluster of questions was intended to evaluate the respondent’s opinions on whether the roles
of team members are clarified in their team. Respondents were asked to indicate their level of
agreement or disagreement with four statements as shown in figure 4.6.4(a) below:

Figure 4.6.4(a): Role Clarity

ROLE CLARITY
The roles of team members are clearly defined 3%@%i16%sa 54% L 28%.
Team members clearly understand their roles 56 uulo% 43% e 20%
Team members understand one another's roles 3%A4%m16%m 49% 19%.u
When a team member's role changes, effort is... SUNSY%NN24% S 46% 16%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.4(a) above reveals that:
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e Collectively 78% of the respondents agreed (54% agreed and 24% strongly agreed) that
the roles of team members are clearly defined. Only 6% of the respondents disagreed
(3% disagreed and 3% strongly disagreed), 16% were neutral. According to Adams et al.
(2002:4) when the roles of team members clear, misunderstandings about task
assignments are minimal.

e Collectively 70% of the respondents agreed (43% agreed and 27% strongly agreed) that
team members clearly understand their roles. Only 10% of the respondents disagreed
(5% disagreed and 5% strongly disagreed), 19% were neutral. According to Michan and
Rodger (2000:203) each individual’s roles within the team need to be clarified and
understood by all members.

e Collectively 68% of the respondents agreed (49% agreed and 19% strongly agreed) that
team members understand one another's roles. Only 17% of the respondents disagreed
(14% disagreed and 3% strongly disagreed), 16% were neutral. According to Meredith
Ross et al. (2008:252) team members need to have a common understanding of each
member’s role in the team to avoid misunderstandings among members.

e Collectively 62% of the respondents agreed (46% agreed and 16% strongly agreed) that
when a team member's role changes, effort is made to clarify it for everyone in the team.
Only 13% of the respondents disagreed (8% disagreed and 5% strongly disagreed), 24%
were neutral.

The overall mean score for this factor was 3.76 as shown in table 4.6.4 below:
Table 4.6.4: Role Clarity Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation
Role Clarity 3.76 400 150 5.00 0.84 -0.84

Table 4.6.4 above shows that individual scores are ranging from 1.5 to 5. A standard deviation of
0.84 was observed indicating that scores of most participants are clustered around the mean
score.

Figure 4.6.4(b) below shows that the majority (76%) of the respondents agrees that roles are
clearly defined and understood by members in their team.
Figure 4.6.4(b): Role Clarity Scores Distribution

Role Clarity
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Team Cohesion

This cluster of questions was intended to evaluate the respondent’s opinions on whether there is
cohesion in their team. Respondents were asked to indicate their level of agreement or
disagreement with four statements as shown in figure 4.6.5(a) below:
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Figure 4.6.5(a): Team Cohesion
TEAM COHESION

Working in our team inspires team members... S%ul6%m 62% -16%
Team members consider how their actions... S%EElG%mEEE30% 3200 meiiGoem
Working relationships in our team are... 3%5%10%% 57% e 248%

We present a single message to people.. 5%8% 30 % 41% L 22%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.5(a) above reveals that:

o Collectively 78% of the respondents agreed (62% agreed and 16% strongly agreed) that
working in their team inspires team members to do their best. Only 5% of the
respondents disagreed, 16% were neutral.

o Collectively 48% of the respondents agreed (32% agreed and 16% strongly agreed) that
team members consider how their actions will impact others when deciding what to do.
Only 21% of the respondents disagreed (16% disagreed and 5% strongly disagreed), 30%
were neutral.

o Collectively 81% of the respondents agreed (57% agreed and 24% strongly agreed) that
working relationships in their team are positive, open and cooperative. Only 8% of the
respondents disagreed (5% disagreed and 3% strongly disagreed), 11% were neutral.

o Collectively 63% of the respondents agreed (41% agreed and 22% strongly agreed) that
we present a single message to people outside the team. Only 8% of the respondents
disagreed (3% disagreed and 5% strongly disagreed), 30% were neutral.

The overall mean score for this factor was 3.76 as shown in table 4.6.5 below:

Table 4.6.5: Team Cohesion Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation
Team Cohesion 3.73 350 2.00 5.00 0.73 -0.63

Table 4.6.5 above shows that individual scores are ranging from 2 to 5. A standard deviation of
0.84 was observed indicating that scores of most participants are clustered around the mean
score.

Figure 4.6.5(b) below shows that the majority (78%) of the respondents agrees that roles are
clearly defined and understood by members in their team.

Figure 4.6.5(b): Team Cohesion Scores Distribution

Team Cohesion
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According to Lussier et al. (2008:375-376) cohesive teams are more successful in achieving their
objectives compared to the non-cohesive ones. The majority (78%) of the respondents believes
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that their teams are cohesive. van Woerkom and Sanders (2009:141) highlights that in cohesive
teams, (1) members rarely miss work, (2) members are more trusting and cooperative and (3) less
tension and hostility prevails in the team.

Communication

This cluster of questions was intended to evaluate the respondent’s opinions on the level of
communication in their team. Respondents were asked to indicate their level of agreement or
disagreement with four statements as shown in figure 4.6.6(a) below:

Figure 4.6.6(a): Communication

COMMUNICATION

5% 38% 49% 8%:

Team members listen to one another... BY%n8%: 38%. 38%. 8%
5% 14%. 41% 30%....... e

Team members provide and receive.. 3%ld%mss22% 54% 8%

0% 20% 40% 60% 80%  100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.6(a) above reveals that:

e Collectively 57% of the respondents agreed (49% agreed and 8% strongly agreed) that
team members articulate ideas clearly and concisely. Only 5% of the respondents
disagreed, 38% were neutral.

o 46% agreed (38% agreed and 8% strongly agreed) that team members listen to one
another without interrupting. Only 16% of the respondents disagreed (8% disagreed and
8% strongly disagreed), 38% were neutral.

e Collectively 41% of the respondents agreed (30% agreed and 11% strongly agreed) that
team members clarify what others have said rather than assuming. Only 19% of the
respondents disagreed (14% disagreed and 5% strongly disagreed), 41% were neutral.

e Collectively 62% of the respondents agreed (54% agreed and 8% strongly agreed) that
team members provide and receive constructive feedback to one another. Only 17% of
the respondents disagreed (14% disagreed and 3% strongly disagreed), 22% were neutral.

According to Cantu (2007: 9), the effectiveness of a team depends on its member’s ability to
communicate effectively. Effective communication requires listening skills, adequate sharing of
information and proper interpretation of what others are communicating (Cantu, 2007: 9).
Meredith Ross et al. (2008:252) argues that team members must be able to articulate ideas clearly
and concisely, 43% of the respondents disagrees that it is not the case in their team. Meredith
Ross et al. (2008:252) further argues that each team member needs to listen without interrupting,
clarify what others have said, and provide and receive constructive feedback. It is worrying that
collectively 60% of the respondent’s states that team make assumptions rather than clarifying
what others are saying.
The overall mean score for this factor was 3.42 as shown in table 4.6.6 below:
Table 4.6.6: Communication Descriptive Statics

Score  Mode Min Max Standard  Skewness

Deviation
Communication 3.42 400 150 4.75 0.77 -0.44

Table 4.6.6 above shows that individual scores are ranging from 1.5 to 4.75. A standard deviation
of 0.77was observed indicating that scores of most participants are clustered around the mean
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score. The Skewness of the data is recorded as -0.44, indicating that there are a couple of very
low scores which brought down the mean score.

Figure 4.6.6(b) below shows that majority (54%) of the respondents agrees that roles are clearly
defined and understood by members in their team.

Figure 4.6.6(b): Communication Scores Distribution
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According to Cantu (2007:9), a team is only as good its member’s ability to communicate
effectively including listening skills, sharing of information, proper interpretation and perception
of others. Effective communication between team members sets the foundation for collaboration
(Martini, 2013).

Psychological Safety

This cluster of questions was intended to evaluate the respondent’s opinions about psychological
safety in their team. Respondents were asked to indicate their level of agreement or disagreement
with three statements as shown in figure 4.6.7(a) below:

Figure 4.6.7(a): Psychological Safety

PSYCHOLOGICAL SAFETY

Team members share and discuss... 3% GII2T% 41% 19% .
Team members display high levels of ... (M11% 59% 19%
Team members express their opinions... UIIOY%INL6% 46% .16% .
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m Strongly Disagree  m Disagree Neutral Agree  m Strongly Agree

Figure 4.6.7(a) above reveals that:

e Collectively 60% of the respondents agreed (41% agreed and 19% strongly agreed) that
team members share and discuss feelings, attitudes, and emotions as they work closely
together to achieve tasks. Only 14% of the respondents disagreed (11% disagreed and
3% strongly disagreed), 27% were neutral.

e Collectively 78% of the respondents agreed (59% agreed and 19% strongly agreed) that
team members display high levels of cooperation and mutual support. Only 11% of the
respondents disagreed, 11% were neutral.

e Collectively 62% of the respondents agreed (46% agreed and 16% strongly agreed) that
team members express their opinions honestly and openly to each other. Only 22% of the
respondents disagreed (19% disagreed and 3% strongly disagreed), 16% were neutral.
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Edmondson (cited in Boon, Raes, Kyndt and Dochy, 2013: 362) asserts that when psychological
safety is present in a team, members are free to seek feedback, ask questions and discuss
decisions. On the contrary Kayes, Kayes and Kolb (cited in Boon et al, 2013: 362) states that the
absence of psychological safety in a team leads ineffective communication and more conflict.
The overall mean score for this factor was 3.67 as shown in table 4.6.7 below:

Table 4.6.7: Psychological Safety Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation
Psychological Safety 3.67 400 167 5.00 0.87 -0.32

Table 4.5.1 above shows that individual scores are ranging from 1.67 to 5. A standard deviation
of 0.87 was observed indicating that scores of most participants are clustered around the mean
score.

Figure 4.6.7(b) below shows that the majority (78%) of the respondents agrees that roles are
clearly defined and understood by members in their team.

Figure 4.6.7(b): Communication Scores Distribution
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Psychological safety within a team creates a climate characterised by interpersonal trust and
mutual respect in which people are comfortable being themselves (Meredith Ross et al,
2008:252).

Trust

This cluster of questions was intended to evaluate the respondent’s opinions on trust in their
teams. Respondents were asked to indicate their level of agreement or disagreement with two
statements as shown in figure 4.6.8(a) below:

Figure 4.6.8(a): Trust
TRUST

Members of our team trust each other [BYalNR24% 0 38% IS
Our team has established trust... |MSGUSSRUNININL 3500 Numuu—

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Strongly Disagree  m Disagree  m Neutral Agree  m Strongly Agree

Figure 4.6.8(a) above reveals that:
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e Collectively 68% of the respondents agreed (38% agreed and 30% strongly agreed) that
members of their team trust each other. Only 8% of the respondents disagreed, 24% were
neutral. Knoll and Gill (2011:315) asserts that when team members trust each other, they
feel safe and positive, which subsequently leads to higher job satisfaction. The majority
of the respondents agree that team members trust each other; this indicates that overall
majority of respondents experience job satisfaction.

e Collectively 57% of the respondents agreed (35% agreed and 22% strongly agreed) that
their team has established trust relationships with other teams. Only 11% of the
respondents disagreed, 32% were neutral.

In a team environment, tasks are interdependent (West and Richardson, 2011:140). Team
members are likely to be satisfied with the interdependent nature of tasks in a team environment
if they trust each other (DeOrtentiis et al., 2013:537). Robbins and Judge (2012:151) assert that
members of effective teams trust each other. Trust brings the confidence among team members
that the intentions of all members are good (DeOrtentiis et al., 2013:52). According to
Edmondson (cited in Boon et al., 2013: 362) when team members trust each other, psychological
safety increases in the team.
The overall mean score for this factor was 3.79 as shown in table 4.6.8 below:
Table 4.6.8: Trust Descriptive Statistics

Score  Mode Min Max Standard Skewness

Deviation

Trust 3.79 400 200 5.00 0.86 -0.28

Table 4.6.8 above shows that individual scores are scores ranging from 2 to 5. A standard
deviation of 0.86 was observed indicating that scores of most participants are clustered around
the mean score.

Figure 4.6.8(b) below shows that the majority (78%) of the respondents agrees that roles are
clearly defined and understood by members in their team.

Figure 4.6.8(b): Trust Scores Distribution

Trust
80%
70%
60%
40% 24%
0%
DISAGREE NEUTRAL AGREE

Conflict Management

This cluster of questions was intended to evaluate the respondent’s opinions on conflict
management in their teams. Respondents were asked to indicate their level of agreement or
disagreement with four statements as shown in figure 4.6.9(a) below:
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Figure 4.6.9(a): Conflict Management

CONFLICT MANAGEMENT
In my team, members willingly confront... 3lM6Ea24% 57% 30
In my team, we are able to work through... S%EEEE30% 54% 8%
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In my team, conflict between or among.. 3%LMRE19% 59% 8%
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Figure 4.6.9(a) above reveals that:

o Collectively 60% of the respondents agreed (57% agreed and 3% strongly agreed) that in
their team, members willingly confront and resolve conflict. Only 16% of the
respondents disagreed (11% disagreed and 5% strongly disagreed), 24% were neutral.

o Collectively 62% of the respondents agreed (54% agreed and 8% strongly agreed) that in
their team, they are able to work through differences of opinion without damaging
relationships. Only 8% of the respondents disagreed, 30% were neutral.

o Collectively 68% of the respondents agreed (57% agreed and 11% strongly agreed) that
in their team, they are able to resolve conflicts with other teams collaboratively. Only 8%
of the respondents disagreed, 24% were neutral.

o Collectively 67% of the respondents agreed (59% agreed and 8% strongly agreed) that in
their team, conflict between or among team members is handled effectively. Only 14% of
the respondents disagreed (11% disagreed and 3% strongly disagreed), 19% were neutral.

The overall mean score for this factor was 3.58 as shown in table 4.6.9 below:

Table 4.6.9: Conflict management Descriptive Statistics
Score Mode Min Max Standard Skewness

Deviation
Conflict Management 3.58 400 175 5.00 0.76 -0.79

Table 4.6.9 above shows that individual scores are ranging from 1.75 to 5. A standard deviation
of 0.76 was observed indicating that scores of most participants are clustered around the mean
score.

Figure 4.6.9(b) below shows that the majority (78%) of the respondents agrees that roles are
clearly defined and understood by members in their team.

Figure 4.6.9(b): Conflict Management Scores Distribution
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According to Phillips (cited in Moodley, 2011:29), conflict is inevitable in teams. Conflict can be
a source of both creativity and destruction in a team (Michan and Rodger, 2000:205; Cantu,
2007:10). For a team to be effective it must resolve conflict in a productive manner (Meredith
Ross et al., 2008:252). Collectively 70% of the respondents agree that conflict is effectively
managed in their team.

Correlation Analysis

Correlation analysis establishes if there is a relationship or association between two variables and
determines the extent to which values of two variables are proportional to each other (Carver and
Nash cited in Naseer et al, 2011:37). Correlation analysis was conducted to test if a relationship
between emotional intelligence and the characteristics of team effectiveness exist. If it does exist,
is it negative or positive and how strong is it. Dimensions of emotional intelligence were also
correlated with each other to check the strength of their association with each other and overall
emotional intelligence. The results are presented in the next sections (4.7.1 — 4.7.3).
Inter-correlation between Emotional Intelligence Dimensions

A Pearson correlation coefficient was computed to assess the relationship between emotional
intelligence and all its dimensions. Table 4.7.1 below presents the correlation matrix of emotional
intelligence and its dimensions.

Table 4.7.1: Inter-correlation between Emotional Intelligence Dimensions

SA SM SAE  SASO SAOO SOA RM El
SA 1 0.2 0.3 0.1 0.03 0.2 0.3 0.5*
SM 0.2 1 0.4* 0.3 0.01 0.3 0.3 0.6*
SAE 0.3 0.4* 1 0.5* 0.3 0.7* 0.3 0.7*
SASO 0.1 0.3 0.5% 1 0.3 0.8* 0.3 0.7*
SAOO  0.03 0.01 0.3 0.3 1 0.8* 0.5* 0.6*
SOA 0.2 0.3 0.7* 0.8* 0.8* 1 0.5* 0.9*
RM 0.3 0.3 0.3* 0.3 0.5% 0.5* 1 0.7*
El 0.5% 0.6* 0.7* 0.7* 0.6* 0.9* 0.7* 1
*p < 0.05

Table 4.7.1 presented above shows:

e The empathy (r = 0.7), service orientation (r = 0.7), social awareness (0.9) and
relationship management (r = 0.7) dimensions are strongly correlated with emotional
intelligence. This indicates that a strong positive relationship between emotional
intelligence and these dimensions exists. This means that an increase in empathy, service
orientation, social awareness and relationship management competence will significantly
increase an individual’s overall emotional intelligence.

e The self-awareness (r = 0.5), self-management (r= 0.6) and organisational orientation (r =
0.6) dimensions are moderately correlated with emotional intelligence. This indicates that
a moderate positive relationship between emotional intelligence and these dimensions
exists. This means that an increase in these competencies will moderately increase an
individual’s overall emotional intelligence.

e The empathy (r = 0.7), service orientation (r= 0.8) and organisational orientation (r = 0.8)
competencies are strongly correlated with Social-Awareness dimension. This indicates
that a strong positive relationship between the social awareness dimension and these
dimensions competencies. This means that an increase in these competencies will
significantly increase an individual’s overall social awareness competence.
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Inter-correlation between Team Effectiveness Characteristics

A Pearson correlation coefficient was computed to assess the relationship between emotional
intelligence and all its dimensions. Table 4.7.2 below presents the correlation matrix of factors
that affect team effectiveness.

Table 4.7.2: Inter-correlation between Team Effectiveness Characteristics

PUR
CDG
Al
RC
TC
COM
PS
TRU
CM

PUR CDG Al RC TC COM PS TRU CM
1 05 05 06 08 0.4 06 07 0.4
0.5 1 06 06 08 0.7 06 06 0.6
0.5 0.6 1 05 07 0.7 08 0.7 0.7
0.6 06 05 1 0.7 0.5 06 06 0.5
0.8 08 07 07 1 0.6 0.7 07 0.7
0.4 0.7 07 05 06 1 07 06 0.7
0.6 06 08 06 07 0.7 1 0.8 0.8
0.7 06 07 06 07 0.6 0.8 1 0.7
0.4 06 07 05 07 0.7 08 0.7 1

From table 4.7.2 above, the following can be seen:

Team cohesion is strongly correlated with Common Purpose (r = 0.8), Clearly Defined
Goals (r = 0.8), Accountable Interdependence (r = 0.7), Psychological Safety (r = 0.7) and
Conflict Management (r = 0.7). This indicates that a strong positive relationship between
team cohesion and these factors. This means that team cohesion will be significantly
increased if :

0 The common purpose of the team is understood by members
The goals of the team are clearly defined and understood by all members
Team members work interdependently and are collectively held accountable
Roles of each member is clarified and understood by all
Conflict is resolved timeously and effectively

0 A climate of psychological safety prevails in the team
Communication is strongly correlated with Clearly Defined Goals (r = 0.7), Accountable
Interdependence (r = 0.7), Psychological Safety (r = 0.7) and Conflict Management (r =
0.7). This indicates that a strong positive relationship between effective communication
and these factors. This means that effective communication will lead to :

o Assignificant increase in the understanding of team goals by members

o A significant drop in conflict among members

0 Members being free to voice opinions without fear of being punished.
Trust is strongly correlated with Common Purpose (r = 0.8), Accountable
Interdependence (r = 0.7), Psychological safety (r = 0.8) and Conflict Management (r =
0.7). This indicates that a strong positive relationship between trust and these factors. This
means that when more team members trust each other it will lead to :

o0 Team members being more willing to work interdependently

o Asignificant increase in the level of psychological safety in the team

o Conflict will be resolved constructively.
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Correlation between Emotional Intelligence Dimensions and Team Effectiveness
Characteristics

A Pearson correlation coefficient was computed to assess the relationship between emotional
intelligence and the factors that influences team effectiveness. Table 4.7.3 below presents the
correlation matrix of emotional intelligence and the factors that affect team effectiveness.
Table 4.7.3: EI Dimensions and TE characteristics Correlations
PUR CDG Al RC TC COM PS TRU CM
SA 0.1 -0.1 0.1 0.1 0 -0.1 0.2 -0.03 0.1
SM 0.1 0.1 01 -004 02 -0.01 0.3 0.2 0.3
SAE 0.2 0.2 0.2 0.2 0.2 -0.04 0.3 0.2 0.3
SASO -0.1 -02 -01 003 -01 -0.1 0 0.03 -0.02
SAOO -004 01 0.2 0.1 -0.1 0.1 -0.02 0.2 0.1
SOA 002 004 02 0.2 0.03 -0.02 0.1 0.2 0.1
RM -0.3 -0.1 0.1 -0.1 -0.3 -0.1 -0.1 -0.2 0.1
El -0.02 0.02 0.18 0.1 -0.01  -0.06 0.2 0.1 0.2

Table 4.6.3 shows that no meaningful correlations were found between emotional intelligence
and any of the team effectiveness characteristics. This indicates that and increase or decrease in
an individual’s emotional intelligence level will not influence their opinion of whether the factors
that influences team effectiveness are prevalent in their team.

Only four weak positive correlations were found between, Self-management and psychological
safety (r = 0.3), Self-management and conflict management (r = 0.3), Empathy and psychological
safety (r = 0.3), Empathy and conflict management (r = 0.3). The influence of these variables on
each is very weak; this indicates that an n increase or drop in any will have a negligible change in
the other.

Conclusion

In this chapter the analysis of the primary data collected from the research participants is
presented. Figures and tables were used to present the analysis and responses. The analysis shows
that majority of the participants have high levels of emotional intelligence. Average scores for
the characteristics of team effectiveness were observed. The analysis did not show any evidence
of a significant relationship between emotional intelligence and team effectiveness.
CONCLUSIONS AND RECOMMENDATIONS

Findings from the study

The findings of the study address the objectives and research questions of the study. These
findings are presented in two parts; findings from the literature review and the primary study are
discussed under sections 5.3.1 and 5.3.2 respectively.

Findings from the Literature Review

Extensive review of relevant literature was conducted to establish:
e The factors that affects team effectiveness
e The dimensions of emotional intelligence
e The impact of emotional intelligence on team effectiveness
These identified elements will be discussed in more detail below;
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Teams

Technological and structural changes in the market environment and organisations have brought
about a shift from individual responsibilities to collective responsibilities which necessitate the
use of team (Ghosh et al, 2012:603). In a team environment employees do not work in an
isolated and sequential fashion, they work interdependently and in parallel with one another,
allowing for a more efficient and timely outcome (Cohen and Bailey, cited in West et al.,
2011:136). Teams enable organisations to develop and deliver products and services in a speedy
and cost effective manner (Cohen and Bailey cited in West et al., 2011:136).

Team Effectiveness

Team effectiveness goes beyond just meeting the customer’s expectations, it also involves the
team’s ability to work together effectively in the future (Stubbs Koman and Wolff, 2008:56).
Stubbs Koman and Wolff (2008:56) argues that while productivity and customer satisfaction are
key for the organisation’s success, they should not be pursued at the expense of the wellbeing of
the team and its members, and vice versa.

Effective teams have a common purpose and shared vision which guides what they must achieve
(West and Richardson, 2011:147).A Team’s common purpose is the main objective of the team
(Meredith Ross et al., 2008:252). Clear team objectives ensure that team member’s works toward
the same goal in a collaborative manner (West and Richardson, 2011:147). Many teams fail
because they do not have clear goals (Millward et al., 2010:53).Team goals must be clear,
understood and communicated to all members (Khan et al., 2014:2). Unclear goals are
detrimental to the team’s performance.

Interdependence of tasks is a key feature of a team. It is important for all team members to have a
common understanding of each member’s role in the team (Meredith Ross et al., 2008:252).
Clearly defined goals help team members to realise their interdependence (West and Richardson,
2011:147). Accountable interdependence among team members generates a shared sense of
security in a team (Adams et al., 2002).

Team cohesion is a critical attribute of a team (McLeod and von Treuer, 2013:1).Cohesive teams
are more successful in achieving their objectives compared to the non-cohesive ones(Lussier et
al., 2008:375-376).Effective communication between team members sets the foundation for
collaboration which is key for the team to be effective (Martini, 2013). Psychological safety
within a team creates a climate characterised by interpersonal trust and mutual respect in which
people are comfortable being themselves (Meredith Ross et al., 2008:252).

Emotional Intelligence

Emotions have a great influence in teams, they are fundamental to how team members interact
and work together (Barczak et al., 2010:333).For a team to be effective it requires more than just
technical skills, it require members to be emotional intelligent (Vrabie, 2014). Effective teams
manage emotion in the team to get the most from the personalities within the team by paying
attention to both task and feelings (JCA Global, 2013).

Employees with high emotional intelligence are able to brace against distracting emotions as a
result of their enhanced ability to recognise and manage emotions (Kunnanatt, 2008:616).
Employees with high levels of emotional intelligence can recognise and manage emotions in a
team; they can also articulate their own emotions in a controlled and thoughtful manner (West
and Richardson, 2011:154).

Emotionally intelligent employees perform more effectively individually and as team members
(Abraham, 2004; Higgs, 2004; Kunnanatt, 2004; Stubb Koman and Wolff, 2008, all cited in
Beigi and Shirmohammadi, 2011:553 and Kunnanatt, 2008:616). A team member with a low
emotional intelligence can affect their entire team; the same is true for a team member with high
emotional intelligence (Quoidbach and Hansenne, cited in Moore and Mamiseishvili, 2012:297).
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Findings from the Primary Study

Team Composition

The IT workforce is predominantly young and middle-aged, with almost two thirds (64.86%)
being below the age of 40 years. Majority (43.24%) of them falls between 30 and 39 years. The
IT teams at the Midrand campus of BSI are male dominated, 78.38% of the respondents were
males. Majority of the respondents have some form of post matric qualification. Majority
(43.24%) of them have a National Diploma, while 24.32% have a Bachelor’s degree. Only 2.7%
of the respondents have a post graduate qualification (Master’s degree and above), whereas
29.73% have matric only. The survey results shows that majority (54.05%) of the respondents are
fairly new having between 1 and 3 years’ service within BSI. The study did not determine
whether this is as a result of turnover of staff or increase of headcount

Emotional Intelligence

The survey results show that overall IT teams at the Midrand Campus of BSI are emotionally
intelligent. The overall mean score for the sample was 4.06 which indicate the team is competent
with emotional intelligence. All four teams which were survey have an overall mean score of 4
and above.

An overwhelming majority (97%) of were found to be competent in emotional intelligence, with
11% of them very high levels of emotional intelligence. Almost half of the respondents (46%)
possess very high levels of self-awareness, while overall an overwhelming majority (97%) are
competent in the self-awareness dimension of emotional intelligence. Majority (87%) of the
respondents were found to be competent in the self-management dimension of emotional
intelligence, however 5% of them were incompetent in this dimension.

An overwhelming majority (97%) of the respondent are competent in the social awareness
dimension, with 22% of them having very high levels of competency in this dimension. Majority
(81%) of the respondents are competent in the relationship management dimension. While the
remaining 19% are not incompetent, they still have room for improvement.

Team Effectiveness

The survey results shows that majority of the respondents answered favourably on all nine factors
of that affect team effectiveness. While the overall scores for all factors were favourable, it was
found that the number of unfavourable scores were high. It some case they were more than a
third. Meaningful (moderate and strong) positive correlations were found between all factors.
This indicates that all these factors are interlinked and drop in one can affect all of them which
will be catastrophic for the team.

Communication had the highest number of unfavourable scores. Overall 46% of the scores were
unfavourable with 35% of them being neutral. A closer inspection of the data shows that majority
of the respondents believe that team members don’t listen to one another without interrupting and
they assume things rather than clarifying with one another.

Almost a third of overall scores for role clarity, clearly defined goals, psychological safety and
accountable interdependence were unfavourable. If so many members do not understand their
team goals, it comes as no surprise that they don’t understand their role in achieving those goals.
Team members cannot hold one another accountable for the team goals if they do not understand
their roles.

The number of respondents who do not understand their team’s purpose is high (19%). This

consequence of this is seen by a significantly high number of employees not understanding their
team’s goals as team goals are aligned to the team’s purpose (reason for existence).
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The link between emotional intelligence and team effectiveness

None of the factors that affect team effectiveness showed any meaningful correlations with
emotional intelligence and its dimensions. This indicates that emotional intelligence is not does
not have an impact on team effectiveness among IT teams at the BSI Midrand campus.
Recommendations

In the light of the findings discussed in the previous sections, recommendations to enhance team
effectiveness are made. These recommendations are discussed in the next sections.

Team Demographics

In the light of the findings discussed in the previous sections about the team demographics, the
following recommendations are made:

e The IT teams at the Midrand campus of BSI are male dominated. The company needs to
implement strategies to attract females into IT roles. According to the Institute of Information
Technology Professionals that 56% of global ICT professional jobs are held by women, but
in only 20% of the ICT workforce are women (Itnewsafrica.com, 2014). The statistics further
indicates that the science and technology faculties of most tertiary institutions are also
dominated by female students. BSI needs as one of the market leaders in ICT industry in
South Africa needs to make gender transformation a priority as required by the ICT charter.

e The research shows that majority (54.05%) of the respondents are fairly new having between
1 and 3 years’ service within BSI. Statistics South Africa’s quarterly labour force survey for
quarter 4 of 2014 reveals that in Gauteng an employee stays on a job for 55 months (4.5
years). Staff turnover comes with cost the company financially, as there high costs associated
with training and recruitment of new employees. Majority of the employees are approaching
the 4.5 years tenure, the company needs to look at implementing retention strategies. It is
recommended that management implement the following:

o Financial Rewards: Management must ensure that employees’ salaries are
competitive. This will eliminate the need to move for better financial rewards.

o0 Flexi hours: Traffic in peak hours in Gauteng is a problem. The problem gets worse
when traffic lights are off due to load shedding. This makes commuting to work
difficult and frustrating. Offering flexible working hours to employees will help
reduce stress.

o Time off: It professionals are often required to work long hours to complete projects.
Employees should be rewarded with some paid time off work in addition to their
annual leave.

0 Development: Management must provide training and development opportunities to
provide new skills which will enable employees to grow within the organisation.

Emotional Intelligence

For a team to be effective it requires more than just technical skills, it require members to be

emotional intelligent (\Vrabie, 2014). Beam (2012:12) highlights that emotional intelligence has

an impact on teamwork. Emotional Intelligence alone does not guarantee team effectiveness; it
does enrich the climate to be conducive for effectiveness. Having high levels of Emotional

Intelligence in a team facilitates effective problem solving, high performance, trust,

communication, and collaboration (Beam, 2012:12). The survey results shows that IT

professionals at the Midrand campus of BSI are emotionally intelligent, however the high
number of respondents who have unfavourable scores for communication, trust and conflict
management suggests that their emotional competencies does not seem to facilitate effective

communication, trust and collaboration as suggested by Beam (2012:12).
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It is evident that emotional intelligence abilities are not used to benefit the teams. The following
recommendations are made:

e A training course must be identified to enrol employees on to further develop their
emotional competencies. The course must at minimum address the following topics:

o Understanding what emotional intelligence is
Understand the different emotions and how to manage them
The role and impact of emotional intelligence in the workplace
The role and impact of emotional intelligence in interpersonal and intrapersonal
relationships in a team.

e Emotional intelligence assessment test should form part of the recruitment process of IT
professionals. This will ensure that new employees have high emotional intelligence
levels. This however should not be used to discriminate. For those who do not possess
those abilities but meeting all other requirements, the test will enable management to plan
a training program aimed at developing these abilities.

e Emotional intelligence competencies must form part of the performance appraisal of IT
professionals. This must however not be used as a punitive intervention but rather a
developmental tool.

o Employees who successfully apply these competencies must be appropriately
rewarded.
o For those who are rated low on these competencies, training must be provided to
correct this.
Team Purpose and Goals
The survey revealed that19% of the respondents does not know their team’s purpose. It was no
surprise to find that a third of the respondents do not understand their team’s goals as team goals
are aligned to the team’s purpose (reason for existence). The following are recommended to
correct the situation:
e All teams to have a workshop to do the following:
o Communicate the purpose of the team to all team members.
o0 Explain how the team’s purpose is aligned to the organisation’s vision

e Teams should have workshops at the beginning of each year to do the following:

o Formulate and communicate goals for the year which complies with the SMART

(Specific, Measurable, Achievable, Realistic and timely) principle.

o0 Involve team members in the process of formulating the goals

o Explain how these goals are linked to the employees performance contracts
Role Clarity
The research results shows that while majority of the respondents agree that the roles of team
members are clearly defined and that team members understand their roles and the roles of other
members, the number of those that who disagree is alarming. The results further shows that the
biggest challenge seems to be when a member’s role is change. It is for this reason that it is
recommended that management do the following:

e Performance contracts of employees should be reviewed to make sure if they are aligned
to their roles

e Regular communication session within teams to clarify roles of members should be held.

Communication

The research results show that communication within teams is a problem. The survey data
identified two major issues that contribute to poor communication in the teams. Members don’t
listen to one another without interrupting and they assume things rather than clarifying with one
another. To address these problems, the following are recommended for management to
implement:
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e Employees should be enrolled on an effective communication skills course. Bytes People
Solutions (another subsidiary of the Bytes Technology Group) offers a wide range of
courses to develop soft skills. Management should identify relevant courses to enrol team
members to develop their communication skills.

e Training and development plans for IT professionals must be reviewed. Management
must not only focus on technical training, soft skills training must form part of annual
training plans. These skills are critical for effective interpersonal relations among team
member and with clients.

Trust

A third of the respondents believe that members don’t trust each other in their teams. Lack of
trust within a team affects other critical factors that affect team effectiveness. Factors such as
team cohesion, psychological safety and conflict management are negatively impacted by lack of
trust among members. DeOrtentiis et al., (2013:537), team members who trust one another will
be more likely to remain with their team and the organisation. It is recommended that
management implement the following:

e Run workshops to highlight the importance of trust among team members. The emphasis
should be on how distrust among members is detrimental for the team to achieve its goals.

e Conduct an anonymous survey to identify the reasons why team members don’t trust each
other.

e Formulate strategies to address the reasons identified.

Limitations and areas of future research

This study had limitations. The following areas are suggested for further research:
e The study was limited to one campus of BSI, a much wider study can be conducted across
the whole organisation
e The study found that emotionally intelligent organisations are much more successful than
those who are not. This study focused on the IT workforce only. A study that include all
employees (both IT and non IT professionals) must be conducted determine how the
organisation as a whole is doing.
Conclusion

The literature review in chapter 2 revealed that teams require more than just technical skills to be
effective. Emotional intelligence was highlighted as one of the key skills required for
effectiveness in teams. The study found that the IT respondents are emotionally intelligent with
some having very high levels of emotional intelligence. The survey data showed no meaningful
correlations were found between emotional intelligence and any of the team effectiveness
characteristics/factors. It is for this reason that the study concluded that emotional intelligence
does not have an impact on the team effectiveness in IT teams at the Midrand campus of BSI.
While the majority of respondents believe that these characteristics are prevalent in their team, a
significantly high number of them disagreed. This indicates that the teams are not using the high
emotional intelligence levels to benefit the teams. It is recommended that management needs to
pay a closer attention to the characteristics of an effective team.
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