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ABSTRACT
The healthcare profession is basically a patient-centric profession, and everyone strives
to provide patient-centric care. Patient-centric care is simply a mutually beneficial
relationship between a healthcare professional and a patient. A patient needs both
physical as well as mental care. Such, healthcare professionals are required who are
both mentally and emotionally stable for better patient’s safety, quality service and
mental security of the patient. Emotionally stable healthcare professionals know where
to show their emotions and where to alter them according to the demand of the
situation. Therefore, Emotional Intelligence (EI) is necessary for Healthcare
professionals working in a culture where stress and burnout is very common and where
patient’s safety is at risk. Employees having high level of Emotional Intelligence can
achieve both personal and professional benefits and help improve performance. They
have better stress managing skills, have high tolerance and they work smartly to deliver
best medical services to their patients. They are also a good listener and know when to
relate and when to keep their distance from unnecessary emotions, thus, they are able to
connect with the patients’ needs, their problems and hence finding long term solutions.
Thus, the ability to manage and monitor ones owns emotions and others emotions
becomes an important aspect for healthcare professionals. However, it has been
observed recently that Stress and Burnout are one of the most common syndromes
found among healthcare professionals. This may be due to advancements in the
technology, medical knowledge or due to strict policies/practices followed in the
hospital which have made them to be more stressful and less engaged in their work.
This becomes imperative to lay more emphasis on employee Engagement and making a
more conducive environment for work. Engagement is considered to be a positive
aspect and outcome in the organization which is achieved by employees’ willingness to
commit and focus on their job. Recent studies have also put light on the importance of
Engagement among Healthcare professionals as these are the ones who are closer and
have more contact with the patients. So, when these Healthcare professionals are more
absorbed in their work the quality of patient care also improves. It also reduces the
number of patient deaths according to a report by Gallup. As a result, it becomes
important to identify the potential facilitators of engagement among Healthcare

professionals as they are dealing with the lives of the person.



An employee to be fully engaged in their work, the most important and necessary
requirement is that they are fairly treated in their workplace. Individual characteristics
have a great influence on Organizational Justice. According to a recent report, there is a
critical shortage of healthcare providers in India. The main reason is the unfairness
given to them in the organization as a result; they are quitting their job which is
affecting the hospital’s performance. Not only the performance of the hospital, but also
the patients getting treatment in the hospital is also affected due to shortage of staff they
have to wait for long hours to get their treatment. Here Organizational Justice becomes
an important tool for hospitals smooth functioningand for increasing performance.
The objective of this study is to study the relationship between Emotional Intelligence
(ED), Organizational Justice (OJ), Engagement (EG) and Job Performance (JP) among
Healthcare professionals in select hospitals of North India in order to understand how
we can improve employee development, earn higher profits and improve patient quality
care, performance and efficiency of the hospital. A survey design was selected to fulfill
the objectives of the study. A cross sectional study was used, where the sample was
drawn from a population at one time. The data was collected from NABH Accredited
Hospitalsof North India. The data was collected using primary source of data in order
to achieve the objectives. Sample survey was conducted to collect data from
respondents. On the basis of geographical areas, India is segmented into four Zones
namely — East, West, North and South. In our study, Multistage sampling design was
used for this survey. In the first stage we selected North India as maximum hospitals are
from north India as per records available online database. Then in the second stage we
have selected hospitals which are accredited by NABH. Then in the third stage we have
selected cities on the basis of tier 1 and tier 2 Cities. Six cities were selected from each
state of North India. These cities from each state were selected on the basis of highest
population among other cities of the same state. So the selected cities were limited to
Delhi, Chandigarh, Dehradun, Lucknow, Ludhiana and Faridabad. From the selected
cities Delhi comes under Tier 1 Cities and Chandigarh, Dehradun, Lucknow, Ludhiana
and Faridabad comes under Tier 2 Cities of North India. In our sample we have
excluded the cities of Himachal Pradesh and as its population was less than the cities
which come under tier 1 and tier 2 cities in North India. Then in the fourth stage we
have selected hospitals that come under these selected cities and are accredited by
NABH. Then all the 56 hospitals that come under thesesix cities and are accredited by

NABH were taken. So responses were collected from 560 Healthcare employees but
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in case of non-response we have taken 600 sample size. Responses were sort from 10%
of employees strength up to a maximum of 10 employees, belonging to Healthcare
employees (1 Doctor, 1 Nurse,3 Administrative staff(1- maintenance, 1-technical,l-
catering staff) and 5 Paramedical staff (1-dietician pharmacist, 1-rehabilitation staff, 1-
Laboratory personnel,1- diagnostic imaging staff)) from each hospital in the sample.
Healthcare Professionals were asked to give their opinion to the statements related to
the four dimensions of Job Performance on a 5 point Likert scale ranging from strongly
agrees to strongly disagree. The present study comprises of four variables Emotional
Intelligence, Engagement, Organizational Justice and Job Performance. The main
purpose of this study is to study the role of employees Emotional Intelligence,
Engagement, Organizational Justice on Job Performance in select hospitals in North
India. The findings of this study show that justice in the organization, emotional
intelligence and engagement are important for improving Hospital performance.
Organizational Justice acts as a motivational tool for employees to properly use their
emotions while giving treatment to the patients and become more engaged in their
duties thus, Increasing the hospital effectiveness and performance. Hospitals
administrators should follow re-implement policies and strategies of hospitals in order
to increase retention rate, engagement level and emotional intelligence level among
employees soas to increase patient satisfaction and hospitals performance and overall

efficiency.
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Chapter - 1
INTRODUCTION

“The foundation for success in life is good health: that is the basis of fortune; it is
also the basis of happiness. A person cannot accumulate a fortune very well when he
is sick.”

P.T.Barnum
“Heath is a state of complete physical, mental and social well-being and not merely
the absence of disease or infirmity.”

World Health Organization

Health is wealth. It is a very important contributor in the process of development. It
contributes in enhancing the socio economic conditions of the patients in many ways.
It also provides a detailed definition of the healthcare system.

The healthcare system has become one of the largest players in terms of employment
and revenue. It comprises of hospitals, laboratories, pharmacies, medical equipment,
medical tourism and health insurance. The health care system is the organisations that
are created to meet the needs of the population. For better functioning of these
organizations it requires good financing which can be provided through either by
general taxation to the state, social health insurance, out of pocket payment, private
health insurance or through donations to health charities. Well-trained workforce who
are ready to give their best efforts to cater to the needs of the patients even in the
stressful situations. Their only motivation is patient satisfaction and improved hospital
efficiency and performance. So, healthcare sector is considered an important for
progress and wellbeing of the nation. In India, this sector is among the fastest growing
sectors. A brief detail about the healthcare industry in India is explained in the next
section.

1.1 Healthcare Industry in India

The healthcare industry in India is growing at a rapid rate and is expected to reach
$300 billion in 2022. The CAGR of the hospital industry in India was $ 4 trillion in
financial year 2017 and is expected to reach $ 8.6 trillion in financial year 2022. In

India, diagnostic centres have attracted US$ 6.09 billion foreign direct investment
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between April 2000 and March 2022.

Many foreign players such as Pacific Healthcare of Singapore, Columbia Asia Group,
Wockhardt Hospitals Steris and many more have entered Indian Healthcare market
due to potential of large market in India. These foreign players besides showing
interest in investing in the hospitals in India they are showing their interest in the
research and development centres in India. US pharmaceutical companies are also
planning to set up a laboratory named Merck in India. The Healthcare industry is
estimated to grow 16% in terms of employment from 2020-2030. In India Healthcare
market is expected to reach 372 billion US dollars by 2022.Some of the private
hospitals chains providing world class medical treatments to its patients includes Max
healthcare,Fortis,Escorts, ApolloHospitals,Moolchandhospital, ManipalHospitals,etc. T
oday Private Practitioners and hospitals are the major players in the healthcare
industry. The existing infrastructure in public hospitals is not sufficient to meet the
needs of the fast-growing population. So the people are forced to go for their
treatment in the private hospitals. Thus, the healthcare cost is increasing every day, as
a result harming the pockets of the common people.

Healthcare delivery in India is classified into three categories that include primary
care, secondary care, and tertiary care. The primary care category includes hospitals
which provide basic healthcare facilities. It includes doctors, nurses and attending
physicians which cater to a particular group of people. The secondary care category
includes hospitals that have modern diagnostic and treatment facilities. When primary
healthcare providers are unable to treat the patients so they refers them to their
concerned specialists. These specialists have more specific and in depth knowledge
about the problem the patient is suffering. Specialists are those who specialise on a
particular part of the body. For example it includes cardiologists which focus on heart,
oncologists who focus on treating cancer and many more. The third category is the
tertiary care category, which includes hospitals with advanced diagnostic and
treatment facilities. It means when a patient is admitted in a hospital and there is a
need for higher level of treatment and more advanced specialty care. This category
includes specialized procedures like plastic surgeries, neurosurgeries, burn treatments

and many more complicated procedures.



Figure 1.1 Different Levels of Healthcare System

As the population increases, more healthcare related issues can be expected.
According to Dr. Appa Rao in a Global Healthcare Summit held in Hyderabad in
2014, India's healthcare system should learn and invest more in research and
development. As, India still lags behind many advanced nations in providing quality
services. India also lags in providing quality care to its patients, only 2% of all
hospitals in India are accredited. In the next section we have discussed why

accreditation is important in the hospitals

1.2 Accreditation in Healthcare

Healthcare Accreditation is very beneficial for any organisation in order to ensure quality
care, reduce liability risks, and smoothly functioning of operations. It can give a view
as to how to improve the organization in the years to come. NABH was established to
provide accreditation to healthcare organisations. It consists of 600 and more
objective elements that hospitals must achieve in order to get NABH Accreditation.
For a hospital to achieve these objective elements they are required to have a process
driven approach in all the activities that are taking place in the hospital whether it is
registration, admission, pre, intra or post-surgery protocols. ISQUA (International
Society for Quality in Health Care) is the apex body which accredits the accreditors.
The NABH standards have been accredited by ISQUA, making it the leading hospital

accreditation board in the world. Hospitals accredited by NABH will be able to have
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international recognition, which will further improve medical tourism. Lately there
were only 11 countries which were NABH (National Accreditation Board for Hospital
and Healthcare providers) accredited. India has become the twelfth country to join this
group. Employees are the main assets of any company. These employees work to
provide a competitive advantage to any organisation. If the employees are emotionally
and mentally strong, are completely immersed in their work, are willing to do extra work
which are not part of their work but will improve the reputation of their organisation, if they
feel a sense of justice is given to them in the work they are doing then it will improve the
performance, competitive advantage as well as organisational efficiency of an organisation. In
a healthcare system, employees are considered a valuable asset as they have a direct
interaction with patients and are dealing with the lives of patients, so they have to be totally
involved and focused while treating and providing medical services to the patients so that no
medical accidents occur during the course of their treatment as a single negligence during the
on-going treatment can lead to life threatening situations which not only will make the life of
the patient in danger, as well as it will harm the reputation of the hospital in which such
negligence has occurred as a result overall performance of the hospital will be harmed as
people once heard about such case happened in a particular hospital, they will not be willing
to get their treatment from that hospital as a result the hospital will lose their profit,
credibility, and assurance. So it is required that the management of the hospital during
recruitment process should consider all the aspects like employees Emotional Intelligence
level, how much they are focused and know about their work, how much loyal are they
towards their work which can be possible if employees feels that there is fairness done while
distribution of rewards and is totally based on the performance of the employees. All these
aspects while hiring hospital staff can only improve the performance of the hospital and that
will increase the profitability reduce turnover rate and improve the hospitals efficiency.
Management can also organize workshops, trainings in which employees can learn about how
to deal with patients in different situations as every patient needs different treatment and
services so employees should know what to do in those situations which can help in saving
patients' lives.

This chapter first discusses broadly about all the four variables taken in the study
which includes Emotional Intelligence, Organizational Justice, Engagement and Job
Performance. Then further it explains their role and importance in the healthcare

sector.



1.3 Emotional Intelligence: An Introduction

Emotional Intelligence as a term was first introduced by Salovey and Mayer in 1990
But Emotional Intelligence gained its popularity from the Goleman book titled
“Emotional Intelligence” in 1995. From then on Emotional Intelligence has become
the subject for much empirical work. Currently there are three models that are
proposed which include Ability Model, Mixed Model and Trait Model. To measure
the level of Emotional Intelligence the scale widely used for this model is “Mayer-
Salovey-Caruso Emotional Intelligence Test” by Mayer et al. in 2002.The next model
to measure level of Emotional Intelligence is trait model that was given by Petrides in
2001 which includes two types of abilities which are behavioural disposition and self-
perceived abilities. The instrument widely used for this model is trait meta -mood
scale by Salovey et al. in 1995.The last model to measure the level of Emotional
Intelligence is mixed model which was given by Goleman in 1998 it includes both
components of ability model and trait model which includes perceive emotions,
Integrate emotions, understand emotions, to regulate emotions, behavioural
disposition and self-perceived abilities. The instrument widely used for this model is
Bar-On Emotional Quotient Inventory by Bar-on in 2004.

Today with the increase in competition and totally changed environment condition in
the organization Emotional Intelligence has emerged as one of the main concern in
the organization .To solve this emerging problem there are need of employees who
are mentally and emotionally healthy, have good managing abilities, are professional,
flexible i.e. ready to work in any environment, who are ready to help their co-workers
and are able to handle relationships empathically and are ready to work efficiently and
give their best to their work to achieve their goals (Salovey and Mayer ,1990).

These all can help the organization improve their effectiveness and overall
Performance. So, understanding EI and its relationship with JP is very useful as many
organizations are implementing emotional intelligence practices in recruiting new
employees to figure out the accurate level of emotional intelligence skills they are
possessing (Cadman and Brewer, 2001). It is a very important variable in the
healthcare sector. Its role and importance in the healthcare sector are discussed in the

next section.
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Figure 1.2: Dimensions of Emotional Intelligence

1.4 Emotional Intelligence in the Healthcare sector

Emotional Intelligence is an essential skill which all Healthcare professionals should
possess so that best and quality services are provided to its patients. According to
Forbes contributor and Founder of Leadership IQ states that Emotional Intelligence is
a growing topic of concern across the nation among various healthcare organizations
as stress and burnout among doctors and nurses has become more prevalent.
According to Murphy many new employees recruited fail within 18 months and low
Emotional Intelligence is the second biggest reason for their failing.

Today everyone is striving to provide patient centred care. To cater to this need, there
are many models like operational strategies and models available, but not every
organisation using this is successful. Patient-centred care is just a relationship
between healthcare professionals and patients, and for this, emotional intelligence is
considered an important aspect in the healthcare sector as it can help them achieve
both personal and career benefits and can also help improve their performance.
Emotional Intelligence is one of the most valuable assets in the hospitals. The more
the Healthcare professionals are emotionally stable the better the outcomes will be in

terms of patient safety, security, performance and quality assurance.



1.5 Organisational Justice: An Introduction

Organisational justice was first introduced in 1990 by Greenberg. He defined
Organizational Justice as the employee’s perceptions of fairness in the organization.
Organisational justice has been discussed for more than 40 years. The term
Organizational Justice first appeared in 1960 .It first focused on DJ which is referred
to as the fairness with which decisions are made and resources are distributed.
Greenberg and Baron (2003) defined Distributive Justice as employees' perceptions of
fairness with which resources are allocated among themselves. Distributive justice
means fair distribution of duties, goods, services, opportunities, punishments, awards,
promotions, etc. among employees (Lambert,2003).Employees tend to leave their jobs
if they feel that there is no justice provided when rewards are distributed among them
in any organisation, as a result it harms the overall performance and efficiency of the
organization(Dailey and Kirk,1992)So to retain employees, to reduce turnover rates,
and to increase profitability organisations should take care in distributing equal
rewards among employees.

Then, further in the mid-1970's it focused on Procedural Justice which is referred to as
the fairness with which employees working in the organization feels that they have
given a fair chance in the process in the organization and during the process there is
no biasness, is ethical and transparent. It is referred to as the fairness of using methods
to determine various outcomes (Folger and Cropanzano ,1998).Past studies
concerning Procedural Justice reveal a wide range of job attitudes and organization
commitment (Loi et al.,2006). According to Colquitt and Chertkoff (2002) Procedural
Justice refers to giving equal justice in all processes of the organizations whether it is
related to equal distribution of wages among employees, giving clear information or
allowing participation in decision making process. It motivates employees in doing
their job faster, efficiently and with good quality. Therefore, increasing organisations
overall performance (Loi et al., 2006).So organisations should make sure that their
employees are provided with fair procedures so as to increase their efficiency and
overall performance.

Further in 1980 the research broadened its scope on Interactional Justice which is
referred to as the fairness with which the employees are treated with dignity by the

superiors in the organization when decisions are made. Colquitt (2001) further divided
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interactional Justice into two components, namely Informational Justice and
Interpersonal Justice. The first component is Informational Justice, which
explains the information regarding the decisions made about the benchmark
taken in the distribution of rewards to its employees. It is the level at which an
employee has access to information in an organisation.

According to Colquitt (2001), Informational justice is referred to as the fairness
with which supervisors provide transparent and clear information to its
employees. So in conclusion leaders need to be meticulous while providing
correct and thorough information to their employees so it does not harm the
performance of the organization.

The second component of interpersonal justice is explained as the interaction
between an employee and their supervisors. Employees expect that their
supervisors should treat each and every employee under them equally, give
equal opportunities and Supervisors feels that the employee under them should
treat them with respect, politeness and with dignity (Greenberg,
1990).Employees will feel motivated and perform well when they felt that they
are treated fairly and respectfully by their superiors who are involved in
making decisions.

Although Organisational Justice has been discussed for over 40 years, it is
studied mostly in the western countries mainly in the USA and there are limited
studies conducted in India. Many studies while explaining Organisational
Justice discuss only three dimensions of Organisational Justice which included
Procedural Justice (PJ), Distributive Justice (DJ), and Interactional Justice. But
there are only a few studies which introduced Colquitt (2001) new two
components that are Interpersonal Justice and Informational Justice. This study
1s an attempt to study organisational justice in the Indian context along with
two new components of organisational justice, namely interpersonal justice (

IPJ) and informational justice (IFJ).
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Figure 1.3: Dimensions of Organisational Justice

But before studying the concept of Organisational Justice broadly, first we need to
address the question of whether Justice really matters? Wilson (1993) stated that even
a small child understands the meaning of Justice. He is able to differentiate whether
something is fair or not. Further, Folger et al. (1983) explained that justice is very
important for human beings. Justice in the organization leads to job satisfaction, high
retention rates and better job performance. It motivates employees to perform their
jobs effectively and innovatively in order to produce good quality work and
voluntarily take extra jobs and become more committed and focused in achieving
their jobs goal. It also helps to retain employees, which can help to increase the
profitability and credibility of any organisation. It can help improve the relationship
among employees. In the organization literature it has been seen that if organizations
treat their employees fairly the more effective the organization becomes. According to
Colquitt et al. (2013) if rewards are fairly and equally distributed among all the
employees based on their performance, this can reduce the turnover rates of the
employees and also help in reducing Counterproductive Work Behaviour, turnover,

and burnout and improving their performance, organisational commitment, and
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Organisation Citizenship Behaviour. It can also help in building a cordial relationship
between the employees and their supervisors by developing a trust between them
(Kernan and Hanges, 2002). Fair practices are considered to be essential for an
employee’s stability and also for improving the performance of hospital. The
importance of organizational justice in the healthcare sector is discussed in the
following section.

1.6 Organisational Justice in the Healthcare Sector

The hospital is a type of organisation that requires up-to-date technologies and well-
experienced and efficient employees to operate on these advanced technologies to
provide good quality patient care. Every patient require different services based on
their treatment so hospital staff have to be well prepared and trained to provide those
services to those patients .But in the recent days it has been seen that the hospital
staffs are quitting their jobs. Research also shows that there are high turnover rates
among hospital staff. A turnover rate of 18.2% is recently recorded in National
Healthcare Retention report which is one of the highest recorded turnover rates. This
high turnover rate is directly affecting the health of the patients and also harming the
performance of the hospital as there is increase in the operating costs which includes
costs in recruiting new employees and providing the training so that they provide
better quality services to their patients. Due to the shortage of staff, patients are
waiting for long hours in order to get their treatment. This can be dangerous for the
patients’ lives as one mistake can lead to losing life. So hospital staff is one of the
most important assets for smooth running of the hospital. In order to retain Healthcare
professionals, Justice in the hospital is considered to be an important aspect. Hospitals
following fair practices in terms of distribution of work and other career benefits
motivates healthcare professional to stay connected to the workplace and work for the
benefit of both patients and for hospital. It also becomes important for the healthcare
professionals performance while performing their duties. Research shows that when
hospital staff receive fair information and are provided with rewards equally and
fairly according to their performance, then employees will feel a sense of motivation
to receive those rewards by improving their performance as such by doing their duties
and never taking any leave of absence from their work and treating their patients with

proper sincerity and are ready to learn about new treatment that can improve patient
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health. It also helps in delivering timely treatment to their patient’s there by
improving patient’s life and improving hospitals performance and overall efficiency.
1.7 Engagement: An Introduction

An employee Engagement concept first appeared in management theory in 1990.But
it became popular in management practices since 2002. William Kahn defined
employee engagement as employees being physically and emotionally involved in
their job. Schmidt et al. In 1993 explained employee engagement as the employees
being involved in their job, committed in their job and as well as satisfaction with
their job.

Organizations are competing with each other to sustain in today’s world market
fluctuations and technological advancements. For success in business, employees
need to be committed and focused in their work. But retaining employees is one of the
biggest problems that today's organisations are facing. Recently, employee
engagement has received attention from many experts as it is considered as one of the
most important predictors for the organisation's success. It also addresses many
multiple concepts related to customer loyalty, customer satisfaction and for business
success and profitability. It also addresses problems at individual level, such as job
performance, absenteeism (Gallup, 2013).It is attracting attention of many
practitioners and academicians (Saks, 2006).According to international Survey
research, Employee Engagement is explained as the employees' commitment in their
work and employee retention to improve performance and achieving success.

To quantify the degree of Employee Engagement the broadly utilized scale is Utrecht
Work Engagement Scale proposed by Schaufeli et al.(2003). The model incorporates
three aspects which are Vigor, Dedication and Absorption.

Vigour is explained as employees investing their great energy and effort while
working and are ready to work even in stressful environment. Dedication refers to
employees feeling a sense of significant in the work they are doing, and employees
are proud of their job and ready to face any challenges. Absorption is explained as an
employee totally immersed in their work and cannot separate them from their work so
time passes by quickly and they are so immersed in their work that they are not aware

of the things that are happening around them.

11



WVigour refers to an employee’s motivation to put extra effort to his/her

profession and determination to achiewve even in the face of mishaps.

N Dedication relates to one’s utmost interest in his/her work.

Absorption relates to a person’s full concentration to his/her job and
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state of contentment which makes the time fly fast and one’s reluctance

to quit his/her job,

Source: Schaufeli et al. 2006

Figure 1.4: Dimensions of Engagement

According to Lockwood (2007) bureaucracy and heavy workloads are the key factors
causing employees to be in stress as a result leading to disengaged employees. Macey
and Schneider (2008) stated that employees working in an organization cannot always
perform with their highest level of energy all the time. There is a consistent need for
engaged employees to guarantee representatives prosperity so workers are occupied
with their work to accomplish hierarchical objectives. So, there is a need to study
Engagement (EG) and its influence on Job Performance (JP) in order to clearly
understand the link between them (Robertson-Smith and Markwick, 2009).This can
be done by providing training to the employees so that they can improve their ability
to engage their staff. The following policies and strategies for engagement are as
follows:

Table 1.1 Policies and Strategies for Engagement

S No. Policies and Strategies

1 HSE Corporate Plan 2015-2018- Its fourth goal is engage, develop and value for delivering

best and good quality service to their patients.

2 National Service Plan 2018-The commitment is to engage and value the employees to

deliver best quality care services to the people.

3 Quality framework 2016-The organization having engaged culture helps in encouraging the

employee in developing new ideas and also helps in delivering best quality services to their

people so that they are satisfied with their job.
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Employee engagement is very essential for any organization especially healthcare
sector where patient’s life is at stake to incorporate employee engagement practices so
as to achieve better patient satisfaction and performance.

Its importance in the healthcare sector is discussed in the following section.
1.8 Engagement in the healthcare sector

Research shows that healthcare professionals are those who are closer and have more
contact with patients. Work of Engaged Healthcare professionals is reflected in the
quality of patient care and it also reduces the number of patient’s deaths according to
Gallup. Overall turnover rate of Healthcare professionals reduces as a result
increasing operating margin.

Patient satisfaction is one of the most important goals for any hospital. When
healthcare professionals are more engaged in their work it shows success in the
ongoing treatment,, as a result leading to 100 % patient recovery and a high hospital
rating. Rothbard (2001) stated that engagement is important for employees
performance and as well as individuals well-being. According to the US Joint
Commission on the Accreditation of Healthcare Organizations there is a need for high
quality healthcare and health workplaces. It means that to provide high-quality care,
we need highly qualified employees that are more engaged in their work and only
focus on providing the best care services to their patients, which will benefit in
improving hospitals performance. An engaged employee delivers timely and good
quality care to their patients,, and it also helps in reducing patient mortality, reducing
the number of healthcare accidents, improving clinical and patient care,, and
improving the improving the staff wellbeing rate. It also helps in higher income
growth, better patient satisfaction and overall hospital's performance.

1.9 Job Performance: An Introduction

Job Performance is an important outcome for any organization. It is alluded to as the
exercises that are performed by the workers straightforwardly and by implication to
accomplish the hierarchical objectives. Campbell (1990) stated that job performance
is a multidimensional construct. He divided Job Performance into eight dimensions
which includes task specific behaviours which include the behaviours which are task
orientated which an employee do in their job, nontask orientated behaviours which

include behaviours which are not necessarily be task orientated but these are the
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behaviours which an employee have to do but are not necessarily related to a
particular job, Written and oral communication task where an employee has to
prepare an oral or written presentation and then deliver this to various audiences,
employees commitment in work, employees having good personal discipline i.e. not
violating the law, degree to which an employee help their coworkers in a group while
achieving the group goals, supervisory component,, and Managerial task is where a
manager helps a group or an individual employees so that they can achieve
organisation's goals. Job Performance may also be divided as employee behaviours
which include CWB, Task Performance (TP), and OCB which influence
organisational effectiveness.

According to Campbell 1990 there are different kinds of activities included in an
individual Job Performance that contribute to an organization in many different ways.
The first aspect of job performance incorporates task performance. Task Performance
is characterized as the exercises that are performed by an employee to perform the
task given to them by the organization so as to achieve the organization's goals.
Campbell (1990).1t includes activities which are directly related to accomplishment of
organisational goals or involved in accomplishment of organisations technical core
(Borman and Motowildo, 1993).The behaviours showing Task Performance are
relatively static overtime as the employees involved in this are totally engaged and
focused in their work and are only concerned about how to achieve the goals and
responsibilities given to them by their organisations. The second aspect of Job
Performance is Contextual Performance. It was first identified by Borman and
Motowildo in 1993 in research related to industrial and organisational psychology
research. Since then, Contextual Performance has become an important feature of Job
Performance and has attracted the interest of many researchers.

Contextual Performance is defined as the activities which are involved in the
psychological and social core of an organization. It also includes a person's voluntary
willingness in doing an extra job that is not mentioned in their job description,
willingness in helping coworkers and many more behaviors. These behaviours help
improve the efficiency of the organisation and also increase an organisation's
competitive advantage.

The third aspect of Job Performance is Organization Citizenship Behavior. It is a type
14



of behaviour in which an employee is performing the job given to them by an
organisation and they are willing to perform extra job which are not part of their job
but which can enhance the reputation and effectiveness of an organisation (Podsakoff

et al., 1990).

DIMENSIONS

# Effectiveness with which job employees perform activities.

RELS AR LA L * It depends upon cognitive abilities of the person

= It involves behaviours that support the social, organizational
CONTEXTUAL PERFORMAMNCE and psychological environment in which tasks are
performed.

= It is discretionary, not directly or explicitly recognized by the
formal reward system
* It promotes the effective functioning of the organization.

ORGANIZATION CITIZENSHIP
BEHAVIOUR

= Employee behaviours that goes against the legitimate
COUNTER PRODUCTIVE interests of an organization.

WORK BEHAVIOUR = It can harm the organization and its people which includes
clients, customers, employees and patients.

Figure 1.5: Dimensions of Job Performance
There are different dimensions of Organisation Citizenship Behaviour which includes

Altruism, it involves behaviours in which employees are willing to help their co-
workers within or outside an organisation, Conscientiousness, it includes behaviour
which are not only limited to the organisation roles, rather it goes beyond to the
minimum roles that are required by an organisation, Civic Virtue it includes
behaviours where an employee has a deep concern of an organisation, Courttesy, it
involves behaviours of being polite and helping others at work and Sportsmanship
includes behaviour where employees are not complaining about trivial matters and
has a tolerance power to deal with organisation matters. Counterproductive Work
Behavior includes behaviors which are not benefit and are harmful for the legitimate
interest of an organization (Spector et al.2006).Different dimensions of
Counterproductive Work Behavior includes Absenteeism it includes no of days an
employee is absent from their work, Cyber Loafing is defined as an employee’s using
net for some other purposes which is not related to their work during their working
hours, Knowledge Sabotage is when an employee deliberately gives wrong

information to their co-workers, Lateness is where an employee comes late to their
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workplace which harms the effective functioning of an organization, Sabotage is
where an employee damage the property of an organization and theft is where
employees are taking things from the organization without taking permission and
which are not related to them. Job Performance plays an important role in various
organizations' decisions related to promotion, retention of employees (Scullen et al.,
2000).It also plays an important part in achieving greater customer satisfaction and
efficiency. Patient satisfaction is one of the important goals of any hospital. So, job
performance in the healthcare sector is very important. Its role in the healthcare is
explained in the following section.

1.10 Job Performance in Healthcare sector

Healthcare sector has to be safe, timely, patient centered, acceptable and accessible.
Healthcare professionals are either serving in the government hospitals or private
hospitals and they are obliged to carry out tasks which are related to healthcare. They
are working in hospitals that order them to follow strict policies and procedures for
the safety, security and quality of the patients. According to Schwirian (1978) Job
Performance in healthcare institutions is defined as how well healthcare professionals
perform their tasks given to them. Job Performance in the healthcare industry is very
important as it is involved in saving and bettering patients’ lives. When healthcare
professionals are performing properly it improves the patient care which is ultimately
one of the most important goals for all the healthcare professionals working in any
healthcare organization to achieve. This has an impact on safety, security and quality
of patient care. When employees are performing better there are less chances of
medical accidents to occur and patients feels that they are secure, safe and in the right
hands giving them a sense of confirmation that they will get better if they receive
treatment in a particular hospital. Once the patients are satisfied with the performance
of the hospital, they become loyal to that particular hospital and also give positive
reviews to other people about the hospital, as a result the brand name, performance as
well as overall efficiency of the hospital improves. So, to increase hospitals
performance and efficiency, hardworking healthcare professionals are required that
are ready to devote themselves in their work without concerning about what is
happening in the surroundings. For this management of the hospitals should organize

timely workshops, trainings so that these healthcare professionals be able to learn how
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to deal different patients with different services in different situations so that when
they come across patients they will be able to provide with accurate services on right
time thus, improving the life of the patient which will further helps in boosting the

hospitals performance.
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CHAPTER 2
REVIEW OF LITERATURE

2.1 Variables of the research study

This review focused on concentrating on the connection between Employee
Engagement, Emotional Intelligence, Organisational Justice, and Job Performance
among Healthcare professionals in North India. Thus the survey is introduced under
these four factors.

2.2 Emotional Intelligence (EI)

In the past 20 years, many researchers have written and explored Emotional
Intelligence role in different workplaces. They have explained Emotional Intelligence
and its various models, their relationship with other variables and its impact on
various work outcomes which includes Job Performance. In this competitive world
where employees are in the grip of stress, anxiety, depression and emotional ailments
There Emotional Intelligence becomes a key factor for the organization to incorporate
as it is linked to the organization's Job Performance, decision making process and in
also the efficient working of the organizations .It also plays an important role in
Human Resource Planning like in recruiting, interviewing and also in the selection
process of an employee in the organization. So as a whole it has a major part in
effective functioning of the organization and also in improving its performance.
Salovey and Mayer (1990) characterized Emotional Intelligence as a capacity of a
person to direct and deal with own feelings and handle feelings of others. The idea is
to distinguish between different emotions in order to use this information to think and
behave suitably to achieve the organization's goals on time. Later it gained its
popularity in the Goleman book titled “Emotional Intelligence” in 1995. Goleman
(2002) characterized EI as ability to appreciate people on a profound level as a
capacity to figure out one's own feelings and furthermore to grasp its effect on others.
Naeem and Raghavendran (2009) put some light on the importance of EI in the
organisation and found that emotional intelligence plays an important role in
achieving the goals of an organisation and is responsible for an organisation's success.
He found in his study that an Emotionally Intelligent employee is mental and

emotionally healthy and are more committed to their job and is more focused in
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achieving their goals. They also stated that Emotional Intelligence is related to
spiritual values which include forgiveness, honesty and gratitude, etc.. Goleman
(1998) studied the importance of emotional intelligence among the salespersons of
national insurance companies and found that the sales persons who have a high
emotional intelligence were able to sell more insurance than the person with low

emotional intelligence.

Table 2.1 Definitions of emotional intelligence

Authors Definitions

Salovey and Mayer,1990 Emotional Intelligence is defined as the ability to
monitor ones owns emotions and others emotions
to discriminate between them and to use this

information to guide one’s thinking and actions.

Mayer and Salovey,1997 Emotional Intelligence is defined as the ability to
perceive emotion, integrate emotion to facilitate
thought, understand emotions and to regulate

emotions to personal growth.

Golemann, 1998 Emotional Intelligence is defined as the capacity
for recognizing our own feelings and those of
others, for motivating ourselves. and for
managing emotions well in ourselves and in our

relationship.

Golemann,2001 Emotional Intelligence is defined as the ability to
monitor and regulate emotions in ourselves and in

others.

Karimi et al. (2021) found that emotional intelligent employees caters to the needs of
the patents and are able to deliver better quality patient care. Picon et al. (2021) stated
that emotional intelligence is an essential skill for professionals working in the
healthcare sector. Snowden, A. (2015) access the association between emotional
intelligence, mindfulness, and caring experience among nurses and midwives and
found that women are more emotional intelligence compared to men. Nwankwo et al.
(2013) discussed that doctors who understand the needs, feelings and issues of the
patients are able to treat the patients in an effective manner. Saeid et al. (2013) aimed
to study the association between emotional intelligence and demographic variables

among nurses working in Trehan hospitals. The results showed that self-awareness
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and social awareness were having high levels of scores as compared to the remaining
parameters. Bushara B. and Talib P. (2012) discussed that Emotional Intelligence
helps in reducing anxiety among the medical workers and it also helps employees to
complete their goals in an effective way and also helps employees in realizing the
effective and efficient ways a job can be fulfilled. Hefferman et al. (2010) found that
among medical health workers treating patients in extreme working conditions,
emotional intelligence acts as a booster. This can be seen that when employees are not
emotionally stable then there are chances for medical accidents to happen. In medical
professions, 1% chance is dangerous for life so, in this situation where life of a person
is at stake there only emotionally intelligent employees are required. Brundin et al.
(2008) discussed the importance of emotional intelligence among healthcare
managers, affecting employees and the results show that managers who have adopted
emotional intelligence parameters were able to monitor the negative emotions of their
employees and further try to give them a positive direction that would help improve
the satisfaction level of the employees in their job and also helps in improving their
job performance. McQueen A.C.H (2004) investigated the impact of Emotional
Intelligence among nurses working in different hospitals. The results showed that in a
nursing profession employees need to adopt new methods in order to maintain
harmony at the workplace where Emotional Intelligence helps in maintaining better
human relations. Emotional Intelligence helps in upgrading the values of employees
and also helps in maintaining a good employee organization relationship (Carmeli,
2003).

2.3 Job Performance (JP)

Today, to deliver the most affordable and best quality services to its customers,
organisations need to improve their performance. It is an important outcome in
achieving success that further leads to increase customer satisfaction, retention of
employees, and earning more profits. Job Performance is defined as the activities
performed by the employees to achieve organizations goals. Campbell (1990) defined
Job Performance as those behaviours that individuals do to achieve the organization's
goals. Nasurdin and khuan (2007) states that Job Performance is all the direct and in-

direct activities which can be evaluated.
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Table 2.2 Definitions of Job Performance

Authors Definitions

Canpbell, 1990 Job Performance is those behaviours that
individuals do to achieve the organizations

goals.

Berman et al.,2010 Job Performance 1s defined as the activities
performed by the employees to achieve the

organizations goals.

Nasurdin and Khuan,2007 Job Performance 1s all the direct and indirect

activities which can be evaluated.

2.4 Organisational Justice (OJ)

Today for the stability of employees one the most needed aspect step in the
organization is to incorporate justice in the organization. It is defined as the
employees perception of fairness in the organization (Greenberg,1990).Employees are
concerned about the transparency of information related to distribution of rewards and
the policies/practices followed in the organization (Moorman,1991).1t is a degree of
fairness in an organization(Colquitt,2001).According to Simpson and Kaminski
(2007) employees feel satisfied with their job if they feel that the rewards are
allocated among the employees fairly based on their performance. Greenberg (1993)
proposed a concept of organisational justice that included three dimensions, namely
procedural justice, distributive justice, and interactional justice. Later Colquitt (2001)
developed a four factor model which includes four dimensions namely Distributive
Justice which is defined as the fairness with which the rewards are distributed among
employees(Colquitt,2001).It is the fair compensation that employees
receive(McFarlin and Sweeney,1992).1t is a degree to which rewards are allocated on
the basis of performance (Moorman,1991). Procedural Justice, which is referred to as
the fairness with which employees working in the organization feels that they have
given a fair chance in the process in the organization and during the process there is
no biasness, is ethical and transparent. It is referred to as the fairness of using methods
to determine various outcomes (Folger and Cropanzano, 1998). Informational justice
is referred to as the fairness with which supervisors provide clear and transparent
information to their employees. So in conclusion, the leader needs to be meticulous
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while providing correct and thorough information to his employees so that it does not
harm the performance of the organisation (Colquitt et al., 2000).The fourth dimension
of organisational justice is interpersonal justice which is explained as the fairness with
which employees are treated with respect by superiors. It is catered with respect,
justification, and truthfulness (Bias and Moag, 1986).Colquitt et al. (2001) found that
the components of Organisational Justice contribute moderately too highly towards
the variance explained in the fairness perceptions. Ambrose et al. (2007) found that
distributive justice affects attitudes related to performance evaluation, whereas
procedural justice affects attitudes related to organisation commitment. They also
found that the event mediation model is the best suited model that best explains the
relationship between different dimensions of Organizational Justice and attitudes.
Gilaninia and Abdesonboli (2011) discussed the role of Organizational Justice among
employees working in public hospitals in Rasht and found that interactional justice
and Informational Justice are high in their organization followed by Distributive
Justice and then followed by low Procedural Justice and it also suggested hospital
authorities to adopt practical solutions like following fair procedures while
distributing salary , promotions ,bonuses etc. to its employees based on their
performance which can further help in improving dissatisfaction among employees
and help them to work more effectively to produce better output, which will be
beneficial for their organisation in which they are working. Mohamed (2014) also
found that nurses working in the public hospital in Egypt perceive Procedural Justice
as the lowest Organizational Justice with regards to pay raises, promotions,
organizational commitment and Job Performance. Fairness in allocation of resources
in terms of pay, promotions, career benefits and the decisions outcomes motivates
employees to work with full commitment and dedication to achieve organisational
goals and never taking any leave of absence. Fairness in the organization helps in
reducing the turnover rate, increase productivity and performance of the organization.
It motivates employees to perform their tasks and duties in more efficient way and
helps in boosting positive behavior related to organizations such as improving Job
Performance(Walumbwa et al.,2009),0rganization Citizenship Behavior(Gurbuz et

al.,2016;Tziner and Sharoni,2014).
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Table 2.3 Definitions of organisational justice

Authors Definitions

Greenberg,1990 Organizational Justice is defined as the
employees perception of fairness in the

organization

Coliquitt,2006 Organizational Justice is a construct that
explains an individual experience in an
organizations setting in terms of fairness

based on situational and personal factors.

2.5 Employee Engagement (EG)

However, engagement is considered an important aspect in the healthcare sector as in
the healthcare sector we are dealing with the lives of people, so hospital staff should
be more focused and engaged while treating a patient so as there are no medical
accidents that can harm a patient's life, this can make the hospital as a destination
workplace and a profit-generating organisation (Rao,2012).Kahn (1990) defined
Employee engagement as a situation where employees are fully immersed in their
jobs, tasks, and roles.

and responsibilities given to them try their best to achieve and those tasks which help
in achieving their career benefits.

Table 2.4 Definitions of Engagement

Authors Definitions

Catteeuw et al..2007 Employee Engagement leads employees to think
about new ideas on how to improve their work so
that it can further improves effective functioning

of an organization.

BT.2008 Employee Engagement is a mixture of thoughts,
attitudes and behaviours which will further result
in job satisfaction, employee commitment and
loyalty

University of York,2008 Employee Engagement is a combination of

employee commitment and willingness to help co-

workers in their problem.

It is employees loyalty, effectiveness and commitment in their work (Xiao and Duan,
2014) and employees Dedication, Vigor, Absorption and organizations identity (Liu,
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2016).It is also includes three elements namely say, stay and strive and also how
much they are committed towards their work that they are also ready to do extra work
which are not part of their work but which can further help in uplifting the
organization's reputation and performance they are working for. (Hewitt,
2004).According to May et al. (2004) there should be a well-established management
that can help in creating a culture of maintaining Employee Engagement. Studies
show that engagement helps in improving the performance of any organization. Gupta
(2008) argued that only an engaged employee is the one who is completely loyal and
are emotionally connected with the organization and they know their responsibility of
fulfilling the goals given to them on time. Engaged employees are those who know
about their duties and goals and are ready to put their all energy and effort in
accomplishing their goals thus enhancing their performance. Mishra (2014) found
employees who are more engaged are more inclined to their job, are determined to
complete their tasks on time by putting their all energy levels and efforts and are
ready to go extra miles even during difficult times thus, improving the performance of
the organization. Rana et al. (2019) found a significant impact of Engagement on Job
Performance. It means when an employee is fully engaged in their work they put extra
efforts in doing extra jobs which are not given to them but which will help in
improving the performance of the organization.

2.6 Emotional Intelligence and Engagement

The two important factors in today’s competitive era are emotional intelligence (EI)
and engagement (EG) for any organisation, as it is concerned with organisation
profitability, reducing the employee turnover rate, improving performance, and
overall organisational efficiency. Researchers have tried to explore their relationship
as to how Emotional Intelligence influences and impacts engagement of employees in
various different organizations which includes universities, hospitals, banks and many
more. Muizu (2017) analysed the influence of personality on emotional intelligence
and employee engagement among Rural Bank employees in West Java and found that
emotionally intelligent employees are able to properly alter their emotions according
to the situation's requirements. They know when to use emotions and when they
should behave rationally. These are the employees who have the capacity to work

long hours and give their best even during difficult situations. Devi (2016) found that
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employees having positive emotions are able to show their best skills and abilities in
their work which affect positively with both engagement and performance. Mwangi
(2014) studied the relationship between Emotional Intelligence on employee
engagement sustainability among employees in public universities in Kenya and
found that employee Emotional Intelligence dimensions were able to impact and
influence employee engagement basically in order to fulfill organizations vision and
in order to improve organizations effectiveness. Martin et al.(2021) found a positive
relationship between Vigour, Dedication, and Absorption and Emotional Intelligence
among high school students. High level of emotional intelligence among employees
allows employees to show their best skills and talents, solve complex problems, and
voluntarily take extra jobs and become more dedicated and absorbed in their work.
Low level of Emotional Intelligence decreases engagement level due to increase level
of emotional exhaustion. High level of Emotional Intelligence increases Engagement
levels among employees resulting in greater job satisfaction and performance. Similar
results were found in studies done by (George et al.,2021;Zhoc et al.,2021).George et
al.(2021) examined the relationship between Emotional Intelligence and Engagement
among public sector employees in Nigeria and found that emotionally intelligent
employees understand to manage their emotions that leads to higher engagement of
employees. Zhoc et al. (2021) found that emotionally intelligent students are better
engaged in their studies, have higher learning and have higher academic achievement.
2.7 Engagement and Job Performance

Engagement is related with how an employee’s feels at their work and how they are
treated (Bates, 2004).According to Robinson et al. (2004) Employees who are
engaged, committed and are ready to put their extra effort in their work those
employees are the ones who are responsible for increasing the competitive advantage
of an organization and generating a favourable business environment (Kang, 2014).
Now Organizations is also considering Engagement as a very beneficial factor in
increasing the profitability and productivity (Swarnalatha and Prasanna, 2012). Ariani
(2013) found that an engaged employee is performing efficiently towards fulfilling
their goals and are also willing to take extra jobs which are not part of their job but
which can help in uplifting the reputation of the organization thus improving the

organization performance. Mortimer (2010) discussed the benefits of an engaged
25



workforce in an organisation. He discussed that an engaged workforce leads to
improved productivity, performance, quality service, strong connection among
employees, a good understanding between employees and their supervisors and
reduced turnover rate and absenteeism among employees. Engagement helps in
delivering a high Job Performance, customer satisfaction and employee retention rate.
An engaged employee understands their responsibility towards the organisation and is
more committed with their work thus producing good quality of services (Haid and
Sims ,2009).Saradha and Patrick (2011) have discussed that the main aim of any
organisation is to improve their productivity, increase customer satisfaction and
reducing turnover rate and absenteeism and also discussed the measures that HR
Manager of an organisation should incorporate so that employees are more engaged
and satisfied in their work, which in turn can help an organisation overall performance
to improve. According to Shuck and Albornoz (2007) many organizations are now
adopting engagement as an important contributor in order to improve its performance
and also to lower down the retention rate of its employees. Kumar and Swetha (2011)
in their study explained that employee engagement helps in achieving organisation
success. As it helps in improving employees retention rate, customer and employee
satisfaction, employee performance and also in improving overall performance of an
organization. Similar results were found in studies done by (Motyka, 2018; Shrestha,
2019; Lackmann et al., 2021). Dajani (2015) found that work engagement has more
influence on work performance than organisational commitment among 200 bank
employees working in private and public banks in Cairo-Egypt. Ahmed et al. (2018)
explained that an organization having an engaged and committed workforce that
organization will achieve success the performance of their employees will improve
and as a result overall organizations overall performance will be improved. All
dimensions of Engagement Vigor, Absorption and Dedication have a significant
impact on Job Performance (Jaya and Ariyanto, 2021). Vigor is important predictor
for sustainable performance ( Kartal, 2018;Bakirtzis and Myloni,2020; Bhardwa;j et
al.,2020;Khusanova et al.,2021).It is used as motivational tool for lowering the
turnover rate and increasing organizational efficiency and performance. One of the
most important reasons for an Engaged employee showing high Job Performance is

due to employee’s positive emotions while working in the organization (Bakker and
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Demerouti, 2008). Bhardwaj and Kalia (2021) also found that employees who were
more energetic and happy to be involved in their tasks were most likely to show high
job performance. Lowe (2012) found that Engagement is a key determinant in
healthcare sector as it concerns the life of a person. High employee engagement (EG)
leads to fast recovery of patients and also improved hospitals performance and
efficiency (Stirpe et al., 2022; Sanlioz et al., 2022). Thus, a high level of engagement
in work motivates employees to show their capabilities and strength to face new
situations and deal with different patients with different problems. Literature shows
that the maximum studies were conducted in the USA and in the Netherlands and very
limited studies have been conducted in India. Among the various studies showing
employee engagement relationship with job performance across various industries,
health care sector included only 6%:.

2.8 Engagement and Organizational Justice

During the past few decades especially in healthcare industry burnout is one of the
typical syndrome among healthcare professionals that needs to be taken care of. There
is a recent shift towards positive behavior in the organization and researcher are more
focusing on work engagement (Bakker and Demerouti,2008).Today researchers doing
research on work engagement are more concentrating on job resources(Garrsa et al.,
2011).When an employee feel that there is a transparency and equality in an
organization then they will feel more positive towards their job, they will be more
engaged and satisfied in their job and as result there performance will improve .Zhu et
al.(2015) found a positive impact of Organizational Justice on work engagement
among the nurses working in the hospitals in China. Ozer et al. (2017) examined
whether different dimensions of Organizational Justice perceptions of healthcare
professionals working in a state hospital in Turkey have effect on work engagement
levels and found that as the Organizational Justice perceptions increases the work
engagement levels of Healthcare professionals also increases. The greatest effect on
work engagement levels was due to distributive justice. The study also recommended
further research in this field as of yet limited literature is found discussing Employee
Engagement Relationship with Organisational Justice specifically in the
healthcare/medical sector. Sze and Angeline (2011) revealed that distributive justice

has a more profound relation with work engagement as compared to procedural
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justice. Saleem et al. (2016) also found that three dimensions of Organizational
Justice significantly predict organization engagement through mediation of work
engagement. Aggarwal and Mittal (2021) found that fairness in distribution of tasks,
resources and in decision making process motivates employees to work effectively to
achieve organizational goals, set new standards and take extra work which helps in
benefitting the organization and to become more dedicated and passionate towards
their work. Similar results were found in studies (Chinenye and
Unachukwu,2022;Mulang,2022).Fairness in the organisation helps create a stress-free
environment which enables employees to rationally think and become more involved
and attached to their work, thus increasing their satisfaction, productivity, quality, and
performance.

2.9 Emotional intelligence and job performance

Hamdan et al. (2016) studied the relationship between Emotional Intelligence and Job
Performance among nurses in 6 hospitals in Jordan by using regression analysis and
correlation analysis and found that emotionally intelligent employees are able to work
in more efficient and in more affective way. They are able to properly adjust their
emotions according to the demand of the situation and act rationally while providing
treatment to the patients, thus benefiting the health of patients and improving the
performance of hospitals (Zaman et al., 2021; Alonazi, 2020).Satisfactory level of
emotional intelligence on job performance was found in nurses working in hospitals
in Saudi Arabia during COVID-19(Alonazi 2020). High levels of emotional
intelligence increase your job performance (Asiamah, 2017; Goh and Kim, 2021;
Stawicki et al.,2022;Grobelny et al., 2021; Law et al.,2008;Cote and Miners,2000).
Fujino et al. (2015) also found that high level of EI in nurses continue to gain new
knowledge about new advancements in the treating process and continue to improve
their nursing skills. The literature shows that there are some studies that show no
association between emotional intelligence and job performance, including (Brooks,
2002; Bresnik, 2004; Shaffer & Shaffer, 2005; Bohrer, 2007). There are some studies
showing a significant and positive relationship but there are some studies depicting an
insignificant relationship between them. The studies showing insignificant
relationship includes Vahidi et al. (2016) established an insignificant connection

between the ability to appreciate people at their Job Performance and Emotional
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Intelligence among medical attendants in North West of Iran and found that there was
no significant relationship between nurses Emotional Intelligence and Job
Performance. The reason may be due to nurses only perform the daily activities given
to them but refuses to give personal attention to their patients. Kessi et al. (2022) also
found an insignificant connection between these two variables among Islamic private
lecturers. Lindebaum (2013) found that the ability to appreciate anyone at their core
somewhat directs the connection between psychological well-being and some,
however, not all parts of Job Performance. Greenidge et al. (2014) contended that
capacity based ability to appreciate individuals on a profound level and its four
aspects is essentially identified with logical execution however contrarily identified
with counter useful work behavior. Empirical research has shown that there is an
immediate connection between the capacity to understand anyone at their core and
different components of job performance. Past examinations showed huge and
positive connection between the capacity to appreciate anyone on a deeper level and
two kinds of organization citizenship practices (Devonish and Greenidge, 2010) and
Task Performance (Carmeli and Johnson, 2006).Bansal et al.(2021) found that
employees with high EI are able to cope with the stressful situations, have high
tolerance power and work effectively to achieve goals of the organizations thus,
enhancing organizations job performance, customer satisfaction and overall efficiency
of the organization.

2.10 Emotional intelligence and organisational justice

Researchers are showing their interest towards Organizational Justice for over last
three decades (Colquitt, 2001).Moreover researchers are showing much attention
towards theoretical development of Organizational Justice and cognitive appraisal of
emotions. Recently many studies have shown interaction between interactional justice
(Bias and Moag, 1986) and Procedural Justice while predicting various discrete
emotions (Krehbiel & Cropanzano, 2000). Di-Fabio and Palazzeschi (2012) observed
that capacity to appreciate individuals at their core aspects showed a minor job in
clarifying various components of Organizational Justice as for Distributive Justice and
Procedural Justice however showed a more prominent job in clarifying various
elements of Organizational Justice with Informational Justice and Interpersonal

Justice. Further Devonish and Greenidge (2010) examined that undeniable degree of
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the ability to understand people at their Emotional Intelligence and Procedural Justice
among representatives brings about a significant degree of logical execution. Titrek et
al. (2015) established that there was a positive, yet frail relationship between the
capacity to understand people emotions and Organisational Justice. Fairness in the
organization enables employees to experience another person's emotions in a more
healthy and productive way. Emotionally intelligent employees have a better career
outlook, good communication with others, better respect for others, integrity, and
good attitude towards work (Mustafa et al.,2023;Bilal et al., 2021; Bisjiel et al., 2019).
2.11 Organizational Justice and Job Performance

Fairness in the organization motivates employees to perform their job efficiently and
take extra job that are not part of their main job so as to increase hospitals efficiency
and reputation (Demirkiran et al.,2016;Sapkota,2012). Devonish and Greenidge
(2010) in their study revealed that organization justice dimensions showed a
significant relationship with dimensions of Job Performance (Contextual Performance
(CP), CWB and Task Performance (TP)). The results showed that this justice helps
employees perform their tasks effectively and also goes beyond or above to achieve
organisational goals. It also encourage employees to engage in positive behaviours
rather engaging in negative behaviours like CWB(Sad, anger) .Gillet et al. (2013)
found a positive and significantly influence of Procedural Justice on need satisfaction
and organization support which in turn showed a positive effect on Job Performance
of nurses working in different units of hospitals in France. Suleiman and Kathairi
(2013) also found that fairness in the procedures followed while allocating resources
in terms of pays and promotions helped in maintaining a good manager-employee
relationship (Arab and Atan,2018) thus reflecting positively on Job Performance
(Faeq and Ismael,2022; Ahmad and Jameel,2021;Yu et al.,2022).Jameel et al.(2020)
found that Distributive Justice and Interactional justice have more impact on
academic performance. Colquitt et al.(2008) founded the procedural justice relation
with task performance but no critical connection was found between task performance
and interactional justice. Mohamed (2014) found a positive association between
Informational Justice and quality performance. Similar results was found in studies
showing Informational Justice have significant relationship with Job Performance

(Ali, 2016;Xiaojun and Wenhua, 2009;Mohamed, 2014). Informational justice
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improves the sense of group standing and self-worth among employees. Employees
have a positive attitude towards fair information communicated to them regarding
decision outcomes and allocation of resources in terms of pay, bonuses, promotions,
etc. So, they exhibit greater performance as such by doing their duties and never
taking any leave of absence from their work and treating patients with proper
sincerity. Ekingen (2021) found a significant impact of OJ on JP among nurses
working in hospitals. Fairness in the organisation helps employees to perform their
tasks and duties in a more efficient way and helps in boosting positive behaviours
related to organisations such as improving Job Performance.

2.12 Emotional Intelligence, Organizational Justice and Job Performance
Devonish and Greenidge (2010) studied that all three aspects of Organizational
Justice Distributive, Procedural and Interactional Justice, are significantly associated
with Task Performance, Contextual Performance, and Counterproductive Work
Behavior. He also explained that fairness in the procedures followed in the
organization motivates employees to have better control over their emotions leading
to employees engaged in higher levels of Contextual Performance (CP). Titrek et al.
(2015) found no significant correlation between EQ and OJ. To improve OCB of
school principal of the school needs to properly manage school internal work fairly,
principal of the school should treat every teacher equally, follow fair practices and
there should be proper communication channels and fair distribution of work among
teachers. The high level of EI enables employees not to lose their control over their
emotions even in case of injustice rather perform by going beyond their main job
contract, thus enhancing contextual performance. Emotional Intelligence entirely
mediates the relationship between Organizational Justice and job Performance
(Pracha et al.2020; Bilal et al.2021).Russel Cropanzano et al. (2005) found that
Emotional Intelligence mediates the relationship between Organizational Justice and
Job Performance. Fairness in the organization can influence an individual’s behavior,
emotions and attitude which further influence performance. Injustice and unfairness in
the organization leads to negative emotions such as anger, sadness which further leads
to Counterproductive Work Behavior (abuse, production deviance, withdrawal (Khan
et al., 2013). Fairness can help in generating positive behaviours and emotions which

helps in boosting performance and satisfaction both to the employee as well to the
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customer/client.

2.13 Engagement, Organizational Justice and Emotional Intelligence

Tamta and Rao (2017) found that justice is the organization motivates employees to
stay connected with their job, increase emotional stability among employees which
encourages them to put their all energy and efforts in performing their tasks thus
leading to increase organizations productivity. Zhu et al. (2015) also examined the
mediating role of Organizational Justice (OJ) on Emotional Intelligence (EI) and
Engagement (EG) among registered nurses at four prestigious tertiary hospitals in
Jinan, China.The results show that nurses having high EI are able to clearly interpret
behavior and attitudes of other people and are able to control their emotions even
when they are facing injustice leading to increase in work engagement and
productivity of the organization.

2.14 Engagement, Organizational Justice and Job Performance

Koon and Chong (2018) found that Engagement (EG) and Organisational Justice (OJ)
are important factors for increasing performance among representatives working in
monetary help industry in Klang Valley in Malaysia and observed that Employee
Engagement somewhat intervenes in the connection between work environment
adaptability and Organisation Citizenship Behaviour and saw that Fairness directed
the interceded connection yet with a more grounded and a positive effect. Wang et al.
(2015) examined the connection between work insecurity, Job Performance, Work
engagement and Organizational Justice among representatives in China and
discovered that low degree of hierarchical equity was essentially and adversely
identified with work execution and it likewise observed that work commitment
altogether intercedes between connection between work instability and occupation
performance. They additionally tracked down that when authoritative equity was
lower than it was secured that position frailty is contrarily identified with Job
Performance through work Engagement. Sujono et al. (2020) explored the
backhanded impact of Organisational Justice, Organisation Citizenship Behaviour
with intervening job engagement among unit heads working in biMBA-AIUEO Units
in Indonesia and tracked down that there was an aberrant impact on Organisational

Justice (OJ) on Organisational Citizenship Behaviour (OCB) with intervening job
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engagement. Similar results show that Organisational Justice and Job Performance are
significantly mediated by Engagement (EG) (Rahman and Karim ,2022;Suifan et
al.,2020;Yanthi and Rahyuda,2019;Jabeen et al., 2021).Aggarwal and Mittal (2021)
investigated the mediation effect of employee Engagement between the relationship
between Organisational Justice (OJ) and OCB of employees working in the Indian
consumer goods industry, Engagement and Organisational Justice improve employee
organisational civil behaviour and turnover. Karatepe (2013) also found that
employees having high level of Procedural Justice are more motivated and dedicated
to complete their task effectively and at the right time. Fairness in the organisation
also has great effects on the attitudes and behaviours of the employees. Employees
who perceive fairness in their work place work with a more positive attitude and are
focused only on achieving organisational goals. Dong et al. (2020) also discovered
that Organizational Justice helps in creating an environment of trust, respect and
confidence among healthcare workers which improves their wellbeing and efficiency.
Fairness in the organisation helps employees in enhancing the citizenship behaviour
which contributes to higher level of engagement. Therefore, the results confirm that
both Organisational Justice and Engagement are predictors for increasing Job
Performance.

2.15 Engagement, emotional intelligence, and job performance

Zehir et al. (2017) found that emotional intelligence among employees has a greater
effect on organisational performance compared to job participation. Emotional
Intelligence significantly eased the relationship between Organizational Performance
and Engagement. Boerrigter (2017) found that when leader have positive emotional
intelligence among employee working under them, then the organisation is able to
achieve success, thus thereby improving both job performance and work engagement.
Sanchez Gomez et al. (2021) found that medical care experts having high emotional
stability are better engaged in their work. They are able to deal with stressful
situations of hospitals and provide patients with good quality and timely service
resulting in fast recovery of patients and increase job performance. It also found that
in order to improve job performance both engagement and emotional intelligence are

necessary conditions.
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2.16 RESEARCH GAPS
Previous literature has documented many factors affecting job performance in
various organizations settings, but there is minimal research on organisational
justice and job performance in healthcare settings (Srivastava,2015). Following
fair practices motivate employees to be engaged in their work. It also encourages
them to perform their duties effectively and creates a safer environment for
patients. But literature depicts limited studies showing importance of drivers of
Engagement and Job Performance in the Indian context (Vaishnavi and
Ramkumar, 2018). Fairness in the organization also helps employees to become
emotionally stable and not to lose their emotions during stressful situations thus
improving performance. Emotional intelligence is an important factor in the
healthcare sector, as according to Srivastava (2015), employees working in
healthcare settings are facing stressful and competitive pressure due to rapid
advancements in the medical field. But literature shows that there is a very limited
research showing importance of Emotional Intelligence and Job Performance
among hospital staff (Alonazi,2020).Previous researchers have tried to focus on
one, two or three variables together in their study (Yu and Takashi,2020;Bilal et
al. 2021, Suifan et al.2021 Tamta and Rao (2017)), but there is limited study who
have focused on all the variables taken in this study together. Researchers have
tried to analyse the relationships between the variables contained in this research
across various occupations (Yu and Takashi,2020) but there are limited studies
showing the relationship between these variables in the healthcare sector.
Engagement and Emotional Intelligence helps in better understanding of
relationship between organizational justice and job performance. Previous studies
also supported this relationship across various occupations but there is limited
research conducted in the healthcare sector(Pracha et al.2020; Bilal et
al.2021;Rahman and Karim ,2022;Suifan et al.,2020).1t is important to research in
depth the mediating role of engagement and emotional intelligence in healthcare
sector as these both add to a greater knowledge in implementing fair procedures in
the organization (Vakola et al.,2004; Rahman and Karim ,2022) thus improving
it’s performance. In the role of ELLOJ,EG,JP is very essential for healthcare

employees but literature depicts lack of research on these variables among
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healthcare employees.There are gaps in terms of sample size, culture and
region.The present study is an attempt to fill this gap and contribute to the existing
literature as these variables are very important for healthcare employees working
in selected hospitals of North India. Testing this relationship will result in
employee growth, improved Job Performance, lower turnover, increased profits,

reduced malpractice, and improved patient safety, security, and quality.
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CHAPTER 3

RESEARCH METHODOLOGY
This chapter includes the particulars that are used in the study. The first part of it
includes the need, scope of the study, objectives and major hypothesis of the study.
The later part of the study includes types of data, sampling method, data collection,
instrument measurement, and sample description.
3.1 NEED AND SCOPE OF THE STUDY
3.1.1 Need for the study
Employees in the Indian healthcare sector face huge challenges and competitive
pressure, such as patient safety, security, and quality. An increase in expectations has
made the healthcare sector more complex than in the past. Employees have to cope
with the rapid advancements such as increase in medical knowledge, technologies,
skills, resources and increase in patient’s demands. Recently a turnover rate of 18.2%
is recorded in the National Healthcare Retention report which is one of the highest
recorded turnover rates (Ghosh and Tabassum,2021). This high turnover rate is
decreasing the performance of the hospitals due to shortage of staff, overload of work
on the remaining staff resulting in delay in patient’s treatment. So improving
performance is the main challenge of the healthcare sector. The literature shows that
the main reason for employees to quit their job is injustice (Reknes et al.,2020).
Organisations that practise fairness in the workplace experience higher levels of
performance. Fair practices related to distribution of resources in terms of pays,
promotions, career benefits etc. motivates employees to stay in the hospital and work
for the betterment of the hospital which will help in enhancing the performance.
Emotional Intelligence and Engagement also help in improving the hospital
performance and staff stability. More than IQ or technical know-how, more than any
other asset, EI is considered a successful aspect in career. One of the consulting firms,
Talent smart, found that among 33 factors measuring performance Emotional
Intelligence is the most powerful factor (Bradberry,2017). Employees with high
Emotional Intelligence has better emotional perception and regulatory skills, they can
cope well with negative emotions such as fraud (Di Fabio & Palazzeschi, 2012), and
contributes significantly to improved performance.Employee engagement also help

employees to develop a strong psychological bond towards the organization which in
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turn improves overall organizational performance. Gallup (2022) most recent report
states that only 33% of the workforce is engaged and only 21% of the employees feel
motivated to do outstanding work. High Level of engagement brings 22% higher
productivity, 65% lower turnover, 41% fewer patient safety incidents (Broyles,
2017).. High engagement is influenced by many factors which include rewards,
compensation, recognitions. All these HR practices will help in improving employee
engagement and thus boosting performance. This study attempts to understand the
relationship between Organizational Justice, Emotional Intelligence, Employee
Engagement and Job Performance. Testing this relationship will result in employee
growth, improved Job Performance, lower turnover, increased profits, reduced
malpractice and improved patient safety, security, and quality.

3.1.2 Scope of the study

We have taken a service sector in the study as the service sector is the largest sector
in India.Service sector is the major contributor of national income and employment
(Suganthi, 2021).From the service sector we have selected healthcare sector. By 2022,
Healthcare market in India is relied upon to rank among top three as far as gradual
development. Indian healthcare sector employed around 3,19,780 people in the
financial year 2017 and stood fourth largest employer giving employment to people
and it is further expected to provide 2.7 million jobs by 2022 and 5,00,000 new jobs
every year (Sarwal et al.,2021). Then hospitals from North India are taken as there is
maximum number of hospitals in North India. The North India is chosen on the basis
of practical considerations and also as a premise that it is the representative of the
country. People belonging to different countries, states, income group, families and
cultural backgrounds come to these hospitals. In hospitals in North India all types of
healthcare services are available. They have facilities to provide primary, secondary
and tertiary level healthcare services. Healthcare in North India is showing a rapid
growth in Healthcare sector. Maximum no of Hospitals in North India are applying
for NABH Accreditation to provide world class healthcare services to its patients
(Ghadiok, 2012). The hospitals which are NABH Accredited were chosen. NABH is
utilized as a norm for choosing hospitals as it obliges the necessities of the clients and
setting principles for progress of the wellbeing business. The standard spotlight is on

quiet security and nature of care. Consequently the legitimacy of the hospitals that are
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NABH Accreditation are plain as day as these emergency hospitals give significance
to the moderateness, proficiency, quality and viability of the healthcare sector.

3.2 RESEARCH OBJECTIVES

1. To study the relationship between employee’s Engagement and Job Performance in
select hospitals in North India.

2. To study the relationship between employee’s Emotional Intelligence and Job
Performance in select hospitals in North India.

3. To study the relationship between employee’s Organizational Justice and Job
Performance in select hospitals in North India.

4. To formulate a comprehensive model describing the relationship between
employee’s Engagement, Emotional Intelligence, Organizational Justice and Job

Performance.

For the first three objectives of the study considering the intent of the study statistical
tool of correlation and regression analysis was used. For the fourth objective
mediation analysis was used, as the intent was to understand the mediating role of
employee engagement; and emotional intelligence among the relationship between
organisational justice and job performance.

3.3 HYPOTHESES

H,: There is a significant relationship between employee’s Engagement and Job
Performance.

Hi.: There is a significant relationship between employee Engagement dimensions
and Job Performance.

Hiu: There is a significant relationship between employee’s Engagement dimensions
and Organization Citizenship Behavior.

Hi.: There is a significant relationship between employee’s Engagement dimensions
and Task Performance.

H,q4: There is a significant relationship between employee’s Engagement dimensions
and Contextual Performance.

Hi.: There is a significant relationship between employee’s Engagement dimensions
and Counterproductive Work Behavior.

H,: There is a significant relationship between employee’s Emotional Intelligence and
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Job Performance.

H,.: There is a significant relationship between employee’s Emotional Intelligence
dimensions and Job Performance

Hjp: There is a significant relationship between employee’s Emotional Intelligence
dimensions and Organization Citizenship Behavior.

H,.: There is a significant relationship between employee’s Emotional Intelligence
dimensions and Task Performance.

Hy4: There is a significant relationship between employee’s Emotional Intelligence
dimensions and Contextual Performance.

Hy.: There is a significant relationship between employee’s Emotional Intelligence
dimensions and Counterproductive Work Behavior.

Hj: There is a significant relationship between employee’s Organizational Justice and
Job Performance.

Hs,: There is a significant relationship between employee’s Organizational Justice
dimensions and Job Performance

Hsp: There is a significant relationship between the dimensions of organisational
justice of the employee and the behaviour of organisational citizenship.

Hs.: There is a significant relationship between employee’s Organisational Justice
dimensions and Task Performance.

Hiq: There is a significant relationship between the dimensions of organisational
justice of the employee and contextual performance.

Hs.: There is a significant relationship between employee’s Organisational Justice
dimensions and counterproductive work behaviour.

4. To formulate a comprehensive model describing the relationship between employee
engagement, emotional intelligence, organisational justice, and job performance.

Ha,: Employee Engagement mediates the relationship between Organisational Justice
and Job Performance.

H4: Employee emotional intelligence mediates the relationship between
organisational justice and job performance.

3.4 RESEARCH DESIGN AND RESEARCH METHODOLOGY

A survey design was chosen to achieve the objectives of the study. A cross sectional

study was used, where the sample was drawn from a population at one time
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(Zechmeister et al., 1997).

3.4.1 The study population: Service sector has been selected for the study as it is the
largest sector in India. Service sector is the major contributor of national income and
employment (Suganthi,2021). From the service sector we have chosen the Healthcare
sector as India is relied upon to rank among the best three medical services markets as
far as gradual development by 2022. In Financial year 2017, Indian healthcare sector
remained as the fourth biggest business as the sector utilized a sum of 319,780
individuals. This area is relied upon to produce 2.7 million positions in India by 2022
and 5, 00,000 jobs every year (Sarwal et al.,2021). Then hospitals from North India
are taken because there is a maximum number of hospitals in North India. The North
India is chosen on the basis of practical considerations and also as a premise that it is
the representative of the country. People belonging to different countries, states,
income groups, families and cultural backgrounds come to these hospitals. In
hospitals in north India, all types of healthcare services are available. They have
facilities to provide primary, secondary and tertiary level healthcare services.
Healthcare in North India is growing at a rapid pace. The maximum number of
hospitals in North India is applying for NABH Accreditation to provide world-class
healthcare services to their patients (Ghadiok, 2012). According to the statistics North
India have maximum no of hospitals in India. It has 21576 hospitals, South India has
17393 hospitals, and West India has 10320 and East India has 6899 hospitals in India
(Statistical Research Department, 2020). Hospitals that are NABH accredited were
selected. The study focused on the healthcare professional working in NABH
Accredited hospitals of North India.

3.4.2 Sample Size and Selection: To collect responses from the respondent, a
sample survey was conducted. In our study, Multistage sampling design was used for
this survey. In the first stage we selected North India as maximum hospitals are from
North India according to records available on-line database. Then in the second stage
we have selected hospitals which are accredited by NABH. Then in the third stage we
have selected cities on the basis of tier 1 and tier 2 Cities.

Table 3.1 Tierl and Tier 2 Cities of North India

STATES/UT TIER 1 CITIES TIER 2 CITIES
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Delhi Delhi
Uttarakhand Dehradun
Chandigarh Chandigarh
Uttar Pradesh Lucknow
Punjab Ludhiana
Haryana Faridabad

Source: Indian Urbanization Econometric Model: Mckinsey Global Institute Analysis
Six cities were selected from each state of North India. These cities from each state
were selected on the basis of highest population among other cities of the same state.
So the selected cities were limited to Delhi, Chandigarh, Dehradun, Lucknow,
Ludhiana and Faridabad. From the selected cities Delhi comes under Tier 1 Cities and
Chandigarh, Dehradun, Lucknow, Ludhiana and Faridabad comes under Tier 2 Cities
of North India. In our sample we have excluded the cities of Himachal Pradesh and as
its population was less than the cities which come under tier 1 and tier 2 cities in
North India. Then in the fourth stage we have selected hospitals that come under these
selected cities and Certified by the NABH (Singh and Rangnekar,2020). It then falls
into these six cities and includes all 56 hospitals accredited by the NABH
Certification Committee.So, responses were collected from 560 Healthcare
professionals by using purposive sampling but in case of non- response we have taken
600 sample size. Responses were sort from 10% of employees strength up to a
maximum of 10 employees (Meenakshi, 2019), belonging to Healthcare professionals
(1 Doctor, 1 Nurse,3 Administrative staff(1- maintenance, 1-technical,1- catering
staff) and 5 Paramedical staff (1-dietician pharmacist, 1-rehabilitation staff, 1-
Laboratory personnel,1- diagnostic imaging staff)(Wu et al.,2012) from each hospital
in the sample.

3.4.3 The Research Instrument: Primary data in the form of responses were
collected with the help of Questionnaires (Modified Standardized questionnaire which
was adapted as per the healthcare sector requirement).The scales selected in this study
were taken after a thorough review of literature. The scale which was widely used by
many researchers was selected and then it was adapted as per the healthcare

requirements. The research instrument comprises four parts which comprises
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Engagement, Organizational Justice, Emotional Intelligence and Job Performance.
The research instrument comprises of following sections:

To measure the employee Emotional Intelligence a scale developed by Mayer and
Salovey (1997) was selected and adapted according to the healthcare sector
requirements. To measure Engagement a scale developed by Schaufeli et al.(2006)
(Utrecht Work Engagement Scale) was selected and adapted according to the
healthcare sector requirements.

To measure Organizational Justice a scale developed by Colquitt (2001) was selected
and adapted according to the healthcare sector requirements.

To measure Job Performance, scales developed by Koopman et al.(2014) Scale (Task
Performance (TP) and Contextual Performance (CP) Podsakoff et al.(1990) scale
(OCB) and Spector et al. (2006) scale (CWB) and they were further adapted
according to the healthcare sector requirements.

Healthcare Professionals were asked to give their opinion to the statements related to
the four dimensions of Job Performance on a 5 point Likert scale ranging from
strongly agrees to strongly disagree.

The next step of the study was pre-testing the questionnaire. For clarity a pilot study
was conducted. The questionnaire was administered on the 10% of the respondents
(Bajpai 2011; Connelly, 2008).Respondents were asked to complete the questionnaire
so that potential difficulties can be eliminated. Further the draft of the questionnaire
was improved on the basis of the appropriateness of the language of the questions. In
this way the final draft of the questionnaire was developed for use in study.

3.5 VALIDITY AND RELIABILITY

In this section of the study the accuracy is measured in order to get authentic and right
results. Content Validity and Reliability is measured in order to confirm the true
difference of the instrument used in the study. Validity of an instrument is done to
check that the instrument reflects the true difference in the characteristic that is being
measured (Cronbach, 1971).

3.5.1 Content Validity

To check the Content Validity the domain of the construct under study was presented
to the experts who were having thorough knowledge about the domain of the

construct. Through valuable feedback of these experts regarding the contents,
42



wordings and whether questions were actually measuring the construct a clear picture
about the efficiency of these items were made. With the help of valuable responses of
these experts adequate adjustments were made in the construct under study.
According to Brod et.al (2009) there are two objectives that undergo while
performing the content validity of a standardized questionnaire. The first objective is
whether the scale taken is reliable and significant to the participants. The second
objective is whether there are some areas which are not covered in the measure.
Before presenting the items in the survey the items were modified and adjusted
according to the domain of the construct under study. Then the modified items are
then presented to the experts who are having more knowledge about the construct and
then on the basis of their feedback the survey items are then modified/ reconstructed
accordingly. Thus the validity of the study is established.

3.5.2 Reliability

The reliability of the questionnaire was measured using Cronbach Alpha based on the
responses collected from 10% of the sample under study. For all the items that were
taken in the study the reliability score was calculated and found that the reliability for
all the items taken in the study was more than 0.7(Hair et al.,2006).Thus the

questionnaire was found to be reliable and then it was further presented to the

respondents.
Table 3.2 Cronbach Alpha
VARIABLES CROMBACH ALPHA
JP (JOB PERFORMANCE) 0.825
OCB (ORGANIZATION 0748
CITIZENSHIP BEHAVIOR) )
CWB(COUNTER PRODUCTIVE 0736
WORK BEHAVIOR) )
TP (TASK PERFORMANCE) 0.866
CP (CONTEXTUAL 0867
PERFORMANCE) ]
OJ (ORGANIZATIONAL JUSTICE) 0883
DJ(DISTRIBUTIVE JUSTICE) 0.730
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PJ(PROCEDURAL JUSTICE) 0.715
IPJAONTERPERSONAL JUSTICE) 0.897
IFJANFORMATIONAL 0.746
JUSTICE)

EG(ENGAGEMENT) 0.890
VIGOR 0.822
ABSORPTION 0.712
DEDICATION 0.754
EI(EMOTIONAL 0.879
INTELLIGENCE)

AOE(AWARENESS OF OWN 0816
EMOTIONS) '
AOTE(AWARENESS OF OTHERS 0713
EMOTIONS) '
MOEMANAGEMENT OF OWN 0747
EMOTIONS) '
MOTE(MANAGEMENT OF 0744
OTHERS EMOTIONS) '

3.6 ADMINISTRATION OF THE INSTRUMENT

After reliability testing and questionnaire validation the final instrument is then
administered to the respondents via Google doc or by personal visits to the hospitals
to get responses from the respondents. There were few hospitals which did not allow
data to collect data from their hospitals due to their norms of their hospitals. The
hospitals that gave permission to collect response from their staff were then collected
through Google docs or via personal visits to the hospitals. However, in spite of
necessary follow ups, over a couple of months from healthcare professionals only 560
usable Responses could be collected.

3.7 SAMPLE DESCRIPTION

3.7.1 Gender

The table shows the frequency and percentage of male and female in the study
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Table 3.3 Gender of the respondents

Gender Frequency Percentage
Female 445 79.5
Male 115 20.5

The table shows that from 560 sample.79.5% are female respondents and 20.5% are

male respondents. It shows that the ratio of female health workers is more as

compared to male health workers.

3.7.2 Age

The table shows the frequency and percentage of age groups in the study

Table 3.4 Age of the Respondents

Age Frequency Percentage
Up to 25 years 145 259

>25 up to 35 years 191 34.1

>35 up to 45 years 96 17.1

.>45 up to 55 years 93 16.6

More than 55 years 35 6.3

The table shows that from 560 sample.25.9% of respondents belongs to up to 25
years age group, 34.1% of respondents belongs to >25 up to 35 years,17.1% of
respondents belongs to >35 years up to 45 years ,16.6% of respondents belongs to >45
up to 55 years and only 6.3% of respondents belongs to More than 55 years age
group. It shows than maximum respondents belongs to >25 up to 35 years age group
and least no of respondents belongs to More than 55 years age group.

3.7.3 Qualifications

The table shows the frequency and percentage of age groups in the study

Table 3.5 Qualification of Respondents

Qualifications Frequency Percentage
10+2 14 2.5

Under Graduate 267 47.7

Post Graduate 106 18.9
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Diploma 173 30.9

The table shows that from 560 sample.2.5% of respondents have 10+2
qualification, 47.7%  of  respondents have  Undergraduate
Qualification,18.9% of respondents have Post Graduate Qualification and
30.9% of respondents have Diploma Qualification. It shows than
maximum respondents have Undergraduate Qualifications.

3.7.4 Experience

The table shows the frequency and percentage of age groups in the study

Table 3.6 Experience of Respondents

Experience Frequency Percentage
1 year 136 24

2 years 289 51.1

3 years 72 12.7

4 years 47 8.3

5 years and More | 16 2.8

than 5 years

The table shows that from 560 sample 24% of respondents have 1 year
experience.51.1% of respondents have 2 years of experience, 12.7% of
respondents have 3 years of experience, 8.35% of respondents have 4
years of experience and only 2.8% respondents have 5 years and more
than5 years of experience. It shows maximum respondents were having 2
years of experience.
3.8 LIST OF HOSPITALS
The List of Hospitals selected from six cities which are NABH

Accredited has been listed below:
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TABLE 3.7 LIST OF HOSPITALS

CITIES

NAME OF THE HOSPITALS

Delhi

Escorts Heart Institute & Research Centre, New Delhi,
Delhi, India

Sir Ganga Fam Hospital , New Delhi, Delhi, India
DharamshilaCancer Foundation and Research Centre,
New Delhi, Delhi, India

Chacha Nehru Bal Chikitsalava, New Delhi, Delhi,
India

Fortis Flt. Lt. Rajan Dhall Hospital, New Delhi, Delhi,
India

Batra Hospital & Medical Research Centre, New
Delhi, Delhi, India

Dr. B L. Kapur Memorial Hospital, New Delhi, Delhi,
India

Jeewan Nursing Home & Hospital, Pusa Road, New
Delhi, Delhi, India

Primus Super Speciality Hospital , New Delhi, Delhi,
India

Mertro Hospital & Cancer Institute, Preet Vihar | New
Delhi, Delhi, India

Jeewan Mala Hospital Pvt. Ltd |, New Delhi, Delhi,
India

Park Hospital, New Delhi, Delhi, India

National Heart Institute, New Delhi, Delhi, India
Institute of liver & Biliary Sciences, Vasant Kunj,
New Delhi, Delhi, India

Indian Spinal Injuries Centre, New Delhi, Delhi, India
Sri Balaji Action Medical Institute, New Delhi, Delhi,
India

Metro Hospital & Heart Institute, Lajpat Nagar, New
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Delhi, Delhi, India

FLEC Hospital- Metro Heart Institute, New Delhi,
Delhi, India

Max Smart Super Speciality Hospital, New Delhi,
Delhi, India

Fajiv Gandhi Cancer Institute & Fesearch Centre,
Wew Delhi. Delhi, India

Fortis Hospital, Shalimar Bagh, New Delhi, Delhi,
India

Pushpawati Singhania Fesearch Institute for Liwver,
Fenal & Digestive Diseases, New Delhi. Delhi, India
Action Cancer Hospital, New Delhi, Delhi, India

Saro] Super Speciality Hospital | New Delhi, Delhi,
India

Max Super Specialty Hospital, Shalimar Bagh, New
Delhi, Delhi, India

Bhatia Global Hospital & Endosurgerv Institute, New
Delhi, Delhi, India

Bhagwati Hospital, New Delhi_. Delhi, India

Goval Hospital & Urclogy Centre, Erishna Nagar,
New Delhi, Delhi, India

Tirath Ram Shah Charitable Hospital. New Delhi,
Delhi, India

Jain Hospital, New Delhi, Delhi, India

Bhagat Chandra Hospital, New Delhi, Delhi, India
Maharaja Agarsen Hospital, New Delhi, Delhi, India
Sitaram Bhartia Institute of Science & Research, New
Delhi, Delhi, India

M.G_5. Hospital, New Delhi, Delhi, India

Shanti Mulund Hospital, New Delhi, Delhi, India
Mata Chanan Devi Hospital, New Delhi. Delhi, India
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Jeewan Hospital & Nursing Home Pwvi. Ltd. Jeewan
Nagar, New Delhi, Delhi, India

Lucknow T. 5. Misra Medical College and Hospital, Lucknow,
Uttar Pradesh, India
Nowva Hospital Limited, Lucknow_ Uttar Pradesh,
India
Shekhar Hospital Pvt. Ltd., Lucknow, Uttar Pradesh,
India
Sahara Hospital, Lucknow, Uttar Pradesh, India

Dehradun Max Super Specialtvy  Hospital, Dehradun,
Uttaralkhand, India
svnergv Institute of Medical Sciences, Dehradun,
Uttaralkhand, India

Ludhiana Fortis Hospital | Ludhiana_ Punjab, India
Dawvanand Medical College & Hospital, Tagore Wagar,
Ludhiana, Punjab, India
Mohandai Oswal Hospital, GT Road., Sherpur
Bvpass, Ludhiana, Punjab, India
Deepak Hospital. Sarabha Nagar, Ludhiana, Punjab,
India
(Global Heart And Super Specialtv Hospital, Ludhiana,
Punjab, India

Chandigarh Eden Critical Care Hospital. Chandigarh, Punjab,
India

Faridabad Fortis Hospitals Limited, WNeelam Bata Road, NIT,

Faridabad, Harvana, India

Sarvodava Hospital & Research Centre ., Faridabad,
Harvana_ India

Asian Institute of DMedical Sciences, Faridabad.
Harvana_ India

MMetro Heart Institute, Faridabad, Harvana, India
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QFG Central Hospital & Research Centre Ltd. .
Faridabad, Harvana, India

Park Hospital, Faridabad, Harvana, India

QFEG Medicare Ltd., Faridabad, Harvana, India

3.9 Limitations

Some of the restrictions of the study are introduced beneath:

1. The current study is a cross sectional study and it doesn't gauge the connections
throughout some stretch of time. The results of the study may differ if the study was a
longitudinal study.

2. The sample was collected from one sector of North India. The results may vary if
we have included different sectors of the economy.

3. The culture of the study was only confined to North Indian Hospitals. The culture
might vary if it goes beyond this geographical region.

4. The study was based on purposive sampling the results may have been varied if the
study has used random sampling technique.

The filled in questionnaires were then checked and were analyse
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CHAPTER-4
DATA ANALYSIS

This chapter includes the data analysis, results and interpretation of the results.
The results obtained have been explained precisely with the support of previous
studies. The results are obtained from the data collected from 560 health care
professionals working in selected hospitals (NABH Accredited) of North India by

using questionnaire, Google documents.

4.1 Emotional Intelligence

Statements related in this section is related to four dimensions of Emotional
Intelligence (MOE, AOE, MOTE and AOTE)

Table 4.1 Statements inclnded under Emotional Intelligence

Emotional Intelligence

Awareness of own emotions I can explain the emotions I feel for my
team members.

I can discuss the emotions I feel with
other team members.

If I feel down, I can tellmy team
members what will make me feel
Better.

I can talk to other members of my team
about the emotions I experience

Management of own emotions I respect the opinion of my team
members when they think I am wrong.
When I am frustrated with my fellow
team members, I can overcome my
frustration.

When deciding on a dispute, I try to see
all sides of a disagreement rationally
before I come to a conclusion.

I give a fair hearing to fellow team
member’s ideas.

Awareness of others emotions I canread fellow team members ‘true’
feelings. even if they try to hide them

I am able to describe accurately the way
others in my team are feeling.

When I talk to my team members I can
identify their true feelings from their
body language.

I can tell when my team members don’t
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Management of others’ emotions

My enthusiasm can be contagious for
members of my team.

[ am able to cheer my team members up
when they are feeling down.

I can get fellow team members to share
my keenness for a project.

[ can provide a ‘spark’ to get fellow team
members enthusiastic.

4.2 Engagement

Statements related in this section are related to three dimensions of Engagement

1.e. Absorption, Dedication and Vigor.

Table 4.2 Statements included under Engagement

Engagement

Vigor

At my job, I feel bursting with
energy.

At my job, I feel strong and
Vigorous.

When I get up in the morning, I
feel like going to work.

I am proud of the work that I do.

Dedication

I am enthusiastic about my job.
My job inspires me.

Absorption

I feel happy when [ am working
intensely.

[ am immersed in my work.

I get carried away when I'm
working.

4.

3 Organizational Justice

Statements related in this section are related to four dimensions of Organizational
Justice (DJ,PJ, IF] and IPJ).

Table 4.3 Statements included mnder Organizational Justice

+

Organizational Justice

Procedural Justice

[ have a say in the development of
procedure and process for making
decisions.

[ am able to appeal against the
decisions of the hospital.

In arriving at decisions the procedures
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followed by the hospital are
consistent.

Distributive Justice The benefits I receive reflect my
effort towards work.

The benefits I receive are equal and
fair as compared to my working
colleagues.

Interpersonal Justice The hospital treats me with dignity
and respect.

I receive cordial working relationship
from my supervisor and colleagues.

Informational Justice The hospital is transparent and honest
in communicating its regulations in
details to employees.

The hospital management explains its
decisions to its employees in order to
bring transparency in their system.
The hospital clearly links the
individual needs with the hospitals
mission and vision.

4.4 Job Performance
Statements asked in this section are related to four dimensions of Job

Performance (OCB, Task Performance, CWB and Contextual Performance).

Table 4.4 Statements included under Job Performance

Job Performance

Organization Citizenship Behavior I Consume a lot of time complaining
about small matters

[ tend to make problems bigger than they
are

[ always focus on what 1s wrong with my
situation, rather than the positive side of
it

[ attend functions that are not required,
but at times it helps in uplifting hospitals
image

[ “Keep up” with the development in the
hospital
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I disapprove changes which are not best
for the hospital’s image

I Conscientiously follow hospital
regulations and procedures

I meet my tasks earlier than is required

I return requests for information
i}romptly

Help orient new emplovees even though
is not required

I willinglv give mv time to others

I am alwavs ready tolend a helping hand
to those around me

Task Performance

I am able to manage to plan my work so
that it completes on time.

I am able to plan optimally.

I kept in mind that results that I intend to
achieve in mv work.

I am able to separate main issues from
side issues at work.

I know how to set theright priorties.

I am able to perform my work well with
minimal time and effort.

I feel Collaboration with others is
productive.

Contextual Performance

I tend to take extra responsibilities.

I take new tasks of mv own, when
allotted tasks finishes.

I am willing to opt challengeable work
when available.

I work at keeping my job knowledge up-
to-date.

I work at keeping mv job skills up-to-
date

I would come up with creative solutions
to new problems.

I keep looking for new challenges in my
job.

I would do more than what is expected
from me.

I actively participate in work meetings.
[ actively look for wavs to improve my
performance at work.

I tend to grasp opportunities whenever
thev appear.

I am able to handle difficult situations
and setbacks quickly.

Counterproductive Work Behavior

Sometimes [ intentionally tell people
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outside the job what a lousy place [ work
for.

Sometimes [ intentionally come to work
late without permission.

Sometimes [ intentionally stav at home
from work and inform that [ am sick but
actuallv [ am not.

Sometimes [ intentionally insult someone
about their job performance

Sometimes [ intentionally make fun of
someone’s personal life.

Intentionallv sometimes [ ignore
someone at work place.

Sometimes [ intentionally start an
argument with someone at work.
Sometimes [ intentionally Insults or make
fun of someone at work.

4.5 Correlation

Correlation is a statistical technique applied between two variables. It is
characterized by how much two factors are linearly associated with each other.
Pearson correlation coefficient is the most widely used Correlation Coefficient
for measuring the linear correlation between two variables.
The range of the Correlation Coefficient is from 1 to -1.

e 1- high positive correlation

e -1- high negative correlation

e (- no correlation

Table 4.5 Thumb rule for interpreting the size of a correlation Coefficient

Size of correlation Interpretation

0.90 to 1.00 (-0.90 to -1.00) Very high positive correlation
(negative)

0.70 to 0.90 (-0.70 to -0.90) High positive correlation (negative)

0.50 to 0.70 (-0.50 to -0.70) Moderate positive correlation
(negative)

0.30 to 0.50 (-0.30 to -0.50) Low positive correlation (negative)

0.00 to 0.30 (-0.00 to -0.30) Negligible correlation
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4.5.1Correlation — Engagement (EG) and Job Performance (JP)

Organizations are competing with each other to sustain in today’s world market
fluctuations and technological advancements. For success in business there is
need of staff that are committed, involved and focused in their job. But retaining
employees is one of the biggest challenge that today’s organizations are facing.
So, the first aim of this study is to study the correlation between Employees
Engagement (EG) and Job Performance (JP).

Hypotheses 1:

Table 4.6 Correlation- Employee EG and JP

Variables JP EG
JP 1
EG .838 1

**Correlation is significant at the 0.01 level (2-tailed).
JP-Job Performance
EG-Engagement

Table 4.6 showed a high positive and significant correlation between Engagement
(EG) and Job Performance (JP) with the value of 0.838 at 0.01 significant levels. So,
we accept the Hypotheses. This can be seen Healthcare professionals showing their
utmost attention while treating their patients thereby considering necessary rules and
procedures of the hospital and also taking patients safety their first priority and
showing their utmost concern towards the patient and their family members by
guiding and answering their every questions related to the patients treatment and
medications helped in enhancing the performance of the hospital. Nasurdin et al.
(2018) engaged employees are more productive as compared to disengaged
employees. They give their all efforts, energy and skills to complete their
responsibilities thus, resulting in enhanced performance. Mishra (2014) also
supported our findings that engaged employees are more motivated and committed to
their job. They always perform at highest potential all the time. They are also willing
to go extra miles to accomplish their goals thus, improving the performance of the

organization.

H; is accepted.

Hypotheses 1a:
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Table 4.7 Correlation- EG dimensions and JP

Variables JP Vigor Absorption Dedication
JP 1

Vigor 821 1

Absorption 628 923 1

Dedication 158 .857 811 1

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

JP-Job Performance

EG-Engagement

Table 4.7 explains the correlation between employee’s Engagement dimensions and
Job Performance. The results show a high positive correlation between Vigor and Job
Performance with the value of 0.821 at a 0.01 significance level, Dedication and Job
Performance with the value of 0.758 at 0.01 significance levels. But a moderate
positive correlation was found between Absorption and Job Performance with the
value of 0.628 at a 0.01 significance level. The results show that Vigor has high
correlation with Job Performance. This can be seen Healthcare professionals
performing their duties with full energy and concentration. Their willingness to
continue their work even in stressful situations helped hospital to increase its
performance and its overall efficiency. High Vigor level motivates the employees to
perform their tasks effectively, thereby improving the hospitals performance. Sittar
(2020) supports the findings that Vigor aspect of Engagement showed maximum
correlation with Job Performance as compared to other dimensions of Engagement
among university teachers in Central Punjab. The results explain that teachers are
putting their all efforts and energy while teaching and explaining lectures to the
students, they are also taking extra classes to solve queries of the students thus,
improving the grades and performance of students and also improving the
performance of the university. Thus, accepting the Hypotheses.

Hla is accepted.

Hypotheses1b:
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Table 4.8 Correlation- EG dimensions and OCB

Variables OCB Vigor Absorption Dedication
OCB 1

Vigor 613 1

Absorption 52 923 1

Dedication 545 .857 811 1

**_ Correlation is significant at the 0.01 level (2-tailed)
OCB-Organization Citizenship Behavior
EG-Engagement
Table 4.8 explains the correlation among Engagement (EG) dimensions and
Organization Citizenship Behavior (one of the dimension of Job Performance). The
results shows moderately positive correlation between Vigor and OCB with the value
of 0.613, Dedication and OCB with the value of 0.520 and Absorption and OCB with
the value of 0.545 at a 0.01 significance level. This explains that all Engagement
dimensions are positively correlated with OCB. The results show that the Hypotheses
is accepted. Ariani (2013) supported our finding showing a positive correlation
between Employee Engagement and Organization Citizenship Behavior. The results
explained that an engaged employee is more focused with their work and find
different ways to help and fulfill the demands of patients/clients which helps in
benefiting their organization they are working for. They are willing to put extra efforts
in doing extra jobs which are not given to them but which will help in improving the
reputation of the organization.
H;y is accepted.
Hypotheses 1c:

Table 4.9 Correlation-EG dimensions and TP

Variables TP Vigor Absorption Dedication
TP 1

Vigor .636 1

Absorption .63 923 1
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Dedication .664 857 811 1

*#*, Correlation is significant at the 0.01 level (2-tailed).
EG-Engagement
TP-Task Performance
Table 4.9 explains the correlation among Engagement (EG) dimensions and Task
Performance (One of the dimension of Job Performance). The results show a
moderately positive correlation between Vigor and Task Performance with the value
of 0.636, Dedication and Task Performance with the value of 0.630 and Absorption
and Organizational Justice with the value of 0.664 at a 0.01 significance level. This
explains that Engagement dimensions are positively and significantly associated with
Task Performance. This can be seen through employees fully engaged in their given
tasks and their ability to think, promote and implement innovative ideas and also their
ability to find new ways to solve problems, thus enhancing their Task Performance.
The results show that the Hypotheses is accepted. Rana et al.(2019) also found that
engaged employees are able to achieve their tasks more effectively as compare to
others employees who are less engaged. They are able to complete their tasks on time
and voluntarily ask for more tasks so as to benefit the hospital reputation and
enhancing its Task Performance. Christian et al. (2011) found that engaged employees
are able to achieve their tasks effectively with the resources available and contribute
to the success of the organization and also helps in enhancing Task Performance by
motivating employees to perform tasks that are not part of their main job.
H;. is accepted.
Hypotheses 1d:

Table 4.10 Correlation- EG dimensions and CP

Variables Cp Vigor Absorption Dedication
Cp 1

Vigor .695 1

Absorption .608 923 1

Dedication 703 .857 811 1

**_ Correlation is significant at the 0.01 level (2-tailed).
EG-Engagement
CP-Contextual Performance
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Table 4.10 explains the correlation between Engagement dimensions and Contextual
Performance (one of the dimension of Job Performance). The results show moderately
positive correlation between Vigor and CP with the value of 0.695, Dedication and
CP with the value of 0.608 at 0.01significance level. But it shows high positive
correlation between Absorption and CP with the value of 0.703 at a 0.01
significance level. This can be seen employees following the rules and procedures of
the hospital and going extra miles to perform their duties. They were mentally and
physically prepared to work both in normal and uncertain situations, face new
challenges and volunteering for additional work which helped in enhancing the
Contextual Performance. This explains that all Engagement (EG) dimensions are
positively correlated with Contextual Performance (CP). The outcomes show that the
Hypotheses is accepted. The results is supported by study which include Christian et
al. (2011) found that employees consider all aspects of their work to be part of their
domain, so they move away from their role to help other employees in achieving their
goals, thereby improving their Contextual Performance.

Hq 1s accepted.

Hypotheses le:

Table 4.11 Correlation-EG dimensions and CWB

Variables CWB Vigor Absorption Dedication
CWB 1

Vigor -.346 1

Absorption =27 923 1

Dedication -.295 857 811 1

**_ Correlation is significant at the 0.01 level (2-tailed).
EG-Engagement
CWB-Counterproductive Work Behavior

Table 4.11 explains the correlation between Engagement (EG) dimensions and
Counterproductive Work Behavior (one of the dimension of Job Performance). The
results show low negative correlation between Vigor and CWB with the value of -
0346 at a 0.01 significance level. But it shows negligible negative and significant
Correlation between Absorption and CWB with the value of -0.295, and Dedication
and CWB with the value of -2.70 at a 0.01 significance level. This explains that all
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Engagement (EG) dimensions are negatively correlated with CWB. The results show
that the Hypotheses is accepted. Ariani (2013) supported our finding showing a
negative relation between Employee Engagement (EG) and CWB. The results
explains that low level of emotional stability, Dedication, Absorption leads to
emotional exhaustion, burnout, stress which results in producing negative behavior
like Counterproductive Work Behavior which are dangerous for patients’ life. But
high level of emotional stability, Dedication, Absorption results in increased patient
satisfaction, patient quality care, patient safety which decreases Counterproductive
Work Behavior and enhances positive behaviors which helps in improving hospitals
performance.

H,. is accepted.

For better results we have applied Regression Analysis

Table 4.12 Model Summary- Employee Engagement on Job Performance

Model | R R Square Adjusted R Std. Error of the
Square Estimates
1 .885 783 783 7.7736

Table 4.12 shows a linear regression analysis between explanatory variable (EG) and
outcome variable (JP). The R square value is 0.783 which explains that 78.3% of
variance in the outcome variable (JP) is explained by explanatory variable (EG).
The following table is the ANOVA table, showing how well the regression equation
fits the data.

Table 4.13 ANOVA

Model Sum of df Mean F Sig
Square
square
1 | Regression | 121633.498 |1 121633.498 | 2012.833 .000
Residual 33719.386 558 60.429
Total 155352.884 | 559

Dependent Variable: Job Performance

Predictor (Constant), Engagement
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Table 4.14 Coefficient- Employee Engagement on Job Performance

Model Unstandardized Standardized |t Sig
Coefficient Coefficient
B Std. Error | Beta
1 Constant 86.721 4.080 21.256 .000
Engagement | 4.701 105 .885 44.865 .000

Dependent Variable: Job Performance

Table 4.13 ANOVA shows the statistical significance of the F ratio in the regression
model. The higher the F-number, the better the model. The F value=2012.833,p
value=0.000 shows that the model is significant and therefore accepts the Hypotheses.
Table 4.14 shows that t-value=44.865,p value=0.000 indicating that explanatory
variable (EG) is a significant predictor of outcome variable(JP).The results shows that
Engagement (EG) has a significant relationship with Job Performance(JP).

Through results of the above table we can say that for improving Job Performance
Engagement is one most important predictor. An engaged workforce leads to
improved performance and organizations success. The literature also confirms that
success of any organization comes when that organization has an engaged workforce
that performs their work effectively to improve an organizations effectiveness
.Engagement is also considered an important aspect in healthcare industry. Healthcare
sector demands professionals which are physically and emotionally strong and are
able to deal with the stressful culture of the hospital thereby providing treatment to the
hurt patients. Every patient that visits hospital requires timely treatment by healthcare
professionals so that there are faster chances of recovery. This is only possible if
hospitals have an engaged workforce. Healthcare professional is someone who has
more contact with the patient during hospitalization. Every day they have to deal with
different patients who require different treatments and for this highly engaged
healthcare professionals are needed. Employee Engagement leads to improve patient
satisfaction, quality of patient care, hospital performance and for creating a safer
environment for patients. Engaged employees are more thorough and responsive in
their care. Lana et al. (2019) found that employees who are completely devoted to
their work will make extra efforts to complete additional tasks that are not assigned to

them but which will improve the performance of the organization.
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Table 4.15 Model Summary-Engagement dimensions on Job Performance.

Model R R Square Adjusted R | Std. Error of the
Square Estimates
1 901 811 810 7.2646

Table 4.15 shows the linear regression analysis between explanatory variable (EG)
and outcome variable (JP). The R square value is 0.811 which explains that 81.1% of
variance in the outcome variable (JP) is explained by explanatory variable (EG
dimensions).
The following table is the ANOVA table, showing how well the regression equation
fits the data.

Table 4.16 ANOVA
Model Sum of | df Mean square | F Sig
Square
1 | Regression 126010.034 3 42003.345 795.896 .000
Residual 29342.850 556 52.775
Total 155352.884 559

Dependent Variable: Job Performance

Predictor (Constant), Absorption, Vigor, Dedication
Table 4.16 ANOVA shows the statistical significance of the F ratio in the regression
model. The higher the F-number, the better the model. The F value=795.896, p
value=0.000 shows a significant model and therefore the Hypotheses is accepted.
Engagement aspects (Vigor, Absorption, and Dedication) have a significant impact on
Job Performance.
Table 4.17 details the meaning of independent variables.

Table 4.17 Coefficient- Engagement dimensions on Job Performance.

Model B Beta t Sig
1 Absorption 8.946 218 5.483 .000
Dedication -29.209 -.520 -9.005 .000
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Vigor 13.394 488 8.536 .000

Dependent Variable: Job Performance
Table 4.17 shows that Vigor, Dedication and Absorption all dimensions of Employee
Engagement have a significant influence on Job Performance. Among the dimensions
of Engagement Vigor dimension of Engagement has more relationship with Job
Performance followed by Absorption and Dedication. This can be seen employees
putting their high energy levels, mental resilience and concentration in treating their
patients, their persistence to work for long hours even in the difficult situations and
their enthusiasm and passion towards patient care. High Vigor level motivates the
employees to perform their tasks effectively, encourage them to take risks, face
challenges, thereby improving the hospitals performance. Similar studies supporting
the results of the study include Kartal (2018) which shows that in case of health
professional’s Vigor is an important contributor in increasing patient satisfaction and
Job Performance Bhardwaj and Kalia (2020) also found that Vigor has maximum
contribution on Contextual Performance followed by Absorption and Dedication. Jaya
and Ariyanto (2021) also support the findings that Vigor is an important predictor of
engagement which acts as a motivational tool for employees to achieve their
objectives and hence helps in boosting the Job Performance. Nas and Suriah (2020)
also supported the findings that nurses working hospital of Gowa Regency are giving
their full energy and effort during treatment of their patients leading to fast recovery
of patients, more patient satisfaction and thus improving hospitals performance and
overall efficiency.
4.5.2 Correlation - Emotional Intelligence (EG) and Job Performance (JP)
Recently employees are suffering from stress, depression and are surrounded by many
negative emotions which are making them not able to focus properly in their work and
achieve their goals. Thus, hampering the organization’s performance. An attempt is
made to examine the association between employees Emotional Intelligence and Job
Performance among select hospitals of North India.

Hypotheses2:
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Table 4.18 Correlation - EI and JP

Variables JP El
JP 1
El .853 1

**Correlation is significant at the 0.01 level (2-tailed).
EI — Emotional Intelligence
JP —Job Performance
Table 4.18 shows a positive correlation between Emotional Intelligence and Job

Performance with the value of 0.853 at a 0.01 significance level. This explains that
employees Emotional Intelligence (EI) are positively correlated with Job Performance
(JP). Thus accepting the Hypotheses.

The literature shows that there are some studies that do not show a link between
Emotional Intelligence (EI) and Job Performance (JP) (Brooks, 2002; Bresnik, 2004;
Schaffer & Schaffer, 2005; Borer, 2007). However, there are some studies showing a
high positive correlation between these two variables which is in line with the results
of our study includes (Dhanni et al., 2016; Lyons and Schneider, 2005). Employees
with high Emotional Intelligence are able to avoid negative emotions and take
advantage of positive emotions in difficult times and situations. Carmeli (2003) also
supported our findings that for achieving success in healthcare industry Emotional
Intelligence are considered to be one of the most important parameter. Emotional
Intelligence acts as a motivational tool for healthcare professionals to think rationally
and not letting their emotions become barrier in their work while treating their
patients. Emotional Intelligence helps in lowering down the level and stress of
Healthcare professionals. It helps in improving the doctor and patient relationship.
Both of them can work better together for the patients fast recovery which is the
ultimate goal of all healthcare professionals. Employees with high level of Emotional
Intelligence are willing to adapt to new changes and advances, expand their
knowledge and learn about new technologies, processes and opportunities to improve
hospitals performance.

H; is accepted.

Hypotheses 2a:
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Table 4.19 Correlation - EI (dimensions) and JP

Variables JP AOE MOE AOTE MOTE
JpP 1

AOE 812 1

MOE .66 738 1

AOTE 713 187 .505 1

MOTE .682 .631 Sl 512 1

**Correlation is significant at the 0.01 level (2-tailed).
JP — Job Performance
EI-Emotional Intelligence
AOE — Awareness of own emotions
MOE — Management of own emotions
AOTE — Awareness of others emotions
MOTE — Management of others emotions

Table 4.19 shows a high positive correlation between AOE and Job Performance with
the value of 0.812, Awareness of others Emotions and Job Performance with the value
of 0.713 at 0.01 significance level .But the results shows moderate positive and
significant correlation between Managing own emotions and Organizational Justice
with the value of 0.660 and Management of others Emotions and Job Performance
with the value of 0.682 at 0.01 significance level .This explains that all Emotional
Intelligence (EI) dimensions are positively correlated with Job Performance (JP). The
results show that the Hypotheses is accepted. The results also showed that Awareness
of own Emotions (Self-Awareness) showed more positive correlation with Job
Performance. Awareness of own emotions helps healthcare professionals to rationally
think and address to the patients’ needs. It also helps healthcare professionals in
performing effectively by applying right emotions at right time and place and not
letting unnecessary emotions to become barrier in their work. Self-aware healthcare
professionals are able to avoid negative emotions and its consequences on patient’s
life and apply positive emotions for the retentions of their patients. Awareness of
one’s own Emotions is an important predictor for achieving organization’s success.
Okpara and Edwin (2015) support the findings that Self-aware employees are able to
use their emotions properly and they know when to get emotionally attached and
when they should avoid emotions that can become a barrier in their work. They are

able to manage their emotions during stressful situations, and deliver their best effort
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in their work, thereby improving the organizations net profit and performance.

H,, is accepted.

Hypotheses 2b:

Table 4.20 shows moderately positive correlation between Awareness of own
Emotions and Organization Citizenship Behavior with the value of 0.692, Awareness
of others Emotions and OCB with the value of 0.611 and Managing own emotions
and OCB with the value of 0.562 at 0.01 significance level .But the results shows low
positive and significant correlation between Managing of others emotions and
Organization Citizenship Behavior with the value of 0.492 at 0.01 significance level
.This explains that all Emotional Intelligence EI dimensions are positively correlated
with OCB. The results show that the Hypotheses is accepted. Miao et al. (2017) also
found that Emotionally Intelligent employees have a better hold on their emotions and
are less likely to get swayed by others emotions. They know when to attach and when
to keep themselves away from emotions so that their work is not affected and they can
rationally behave so as to get desired outcome. They are the ones who perform their
job effectively and are willing to go extra miles to perform their duties even in
emergency situations thus, benefitting the patient’s life and hospital performance.
Emotionally Intelligent employees are able to harness their negative as well as
positive emotions and are able to achieve desired results which help in generating
positive behaviors like Organization Citizenship Behavior.

Table 4.20 Correlation - EI (dimensions) and OCB

Variables OCB | AOE MOE AOTE MOTE
OCB 1

AOE .692 1

MOE .562 738 1

AOTE 611 187 505 1

MOTE 492 .631 Sl 512 1

**_ Correlation is significant at the 0.01 level (2-tailed).
OCB - Organization Citizenship Behavior
EI-Emotional Intelligence

AOE — Awareness of own emotions

MOE — Management of own emotions

AOTE — Awareness of others emotions

MOTE — Management of others emotions

Hyy is accepted.

Hypotheses 2¢:
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Table 4.21 shows moderately positive correlation between Awareness of own
Emotions and Task Performance with the value of 0.670, Awareness of others
Emotions and Task Performance with the value of 0.616 and Managing own emotions
and Organization Citizenship Behavior with the value of 0.518 at 0.01 significance
level .But the results shows low positive and significant correlation between
Managing of others emotions and Task Performance with the value of 0.398 at 0.01
significance level. This explains that Task Performance is positively correlated with

Emotional Intelligence (EI) dimensions.

Table 4.21 Correlation - EI dimensions and TP

Variables TP AOE MOE AOTE MOTE
TP 1

AOE .67 1

MOE .616 | .738 1

AOTE .398 187 505 1

MOTE 518 .631 51 S12 1

**_Correlation is significant at the 0.01 level (2-tailed).
TP — Task Performance

EI-Emotional Intelligence

AOE — Awareness of own emotions

MOE — Management of own emotions

AOTE — Awareness of others emotions

MOTE — Management of others emotions

The results show that the Hypotheses is accepted. Similar study supporting the
findings of our study include Schutte et al. (2001) found that emotionally intelligent
employee’s are able to perform tasks more efficiently and with best quality, solve

more complex problems thus, improving the Task Performance.

H. is accepted.

Hypotheses 2d:

Table 4.22 Correlation - EI dimensions and CP
Variables Ccp AOE MOE AOTE MOTE
Ccp 1
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AOE .622 1

MOE 49 738 1

AOTE .616 187 505 1

MOTE 598 .631 Sl 512 1

*%_ Correlation is significant at the 0.01 level (2-tailed).
CP — Contextual Performance

EI-Emotional Intelligence

AOE — Awareness of own emotions

MOE — Management of own emotions

AOTE — Awareness of others emotions

MOTE — Management of others emotions

Table 4.22 shows moderately positive correlation between Contextual Performance
and Awareness of own Emotions with 0.622, Awareness of others Emotions and
Contextual Performance with 0.616 and Managing of others emotions and Contextual
Performance with 0.598.But the results shows low positive and significant association
between Managing own emotions and Contextual Performance with 0.490.

The studies supporting the findings of our study include (Greenidge et al., 2014;
Deeba et al.,2021) .Emotionally Intelligent employees understand the needs of others
are found to be performing better as compared to the employees who does not know
how to manage and control emotions effectively. They are able to alter their emotions
according to the demands of the situation and are able to turn their weaknesses into
their strengths by learning from their past mistakes. They are able to understand the
problems of other employees and help then during difficult times and they also know
how to cope with job related stress and problems (work overload, low self-efficacy,
dishonesty).Thus, acting as a motivational tool in order to enhance Contextual
Performance.

Hyq1is accepted.

Hypotheses 2e:
Table 4.23 Correlation - EI dimensions and CWB
Variables CWB | AOE MOE AOTE MOTE
CWB 1
AOE -471 1
MOE -.549 738 1
AOTE -.295 187 .505 1
MOTE -.340 631 Sl S12 1

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

CWB — Counterproductive work behavior
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EI-Emotional Intelligence

AOE — Awareness of own emotions
MOE — Management of own emotions
AOTE — Awareness of others emotions
MOTE — Management of others emotions

Table 4.23 shows low negative correlation between Awareness of own Emotions and
CWB with the value of -0.471, and managing of others emotions and CWB with the
value of -0.340 at a 0.01 significance level. But the results shows moderate negative
correlation between Managing own emotions and CWB with the value of -0.549 and
very negative correlation between Awareness of others Emotions and CWB with the
value of -0.295 at a 0.01 significance level. This explains that all aspects of
Emotional Intelligence are negatively correlated with Counterproductive Work
Behavior. The results show that the Hypotheses is accepted. The studies that support
the results of our study include Miaoetal. (2017) investigated how Emotional
Intelligence is associated with Counter-productive Work Behavior and found that
Emotional Intelligence is negatively associated with Counterproductive Work
Behavior. Thus, explaining that as level of Emotional Intelligence increases the level
of Counterproductive Work Behavior decreases. This means emotionally intelligent
employees know when to be emotionally attached and when to keep their distance
from unnecessary emotions. They are able to apply positive emotions and avoid
negative emotion while giving treatment to their patients. Their positive attitude and
behavior while negotiating with the patients generates positive outcomes like patient
satisfaction, increase safety and hospitals performance. Employees with low level of
Emotional Intelligence (EI) are not able to properly regulate their emotions and of
others as a result, level of stress and burnout increases in these employees. Employees
with high level of stress allow employees to not think rationally and act against the
legitimate interest of the hospital by showing negative behaviors like
Counterproductive Work Behavior (absenteeism, withdrawal).These behavior are
harmful for patient’s health as well as for the hospitals overall functioning and
performance. Similar study supporting the findings of our study includes (Greenidge
et al. 2014; Miao et al., 2017) found that the four aspects of Emotional Intelligence
are inversely and fundamentally associated with Counterproductive Work Behavior.

Adhikari (2020) also found similar results among teachers of Kathmandu.
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Counterproductive Work Behavior is considered harmful to teachers because it acts as

a barrier to effective education.

Hy. is accepted.

For better results we have applied Regression Analysis

Table 4.24 Model Summary- Emotional Intelligence and Job Performance

Model R R Square Adjusted R | Std. Error of
Square the Estimates
1 .853 728 728 9.0943

Table 4.24 shows a linear regression analysis between explanatory variable (EI)

and outcome variable (JP). The R square value is 0.728 which explains that

72.8% of variance in the outcome variable (JP) is explained by explanatory

variable (EI).

The following table is an ANOVA table showing how well the regression

equation fits the data.

Table 4.25 ANOVA
Model Sum of | df Mean square | F Sig
Square
1 | Regression 113151.248 1 113151.248 1496.113 .000
Residual 42201.636 558 75.630
Total 155352.884 559
Dependent Variable: Job Performance
Predictor (Constant), Emotional Intelligence
Table 4.26 Coefficient- Emotional Intelligence and Job Performance
Model Unstandardized Standardized |t Sig
Coefficient Coefficient
B Std. Error | Beta
1 Constant 116.388 3.967 29.339 .000
Emotional 2.445 .063 .853 38.680 .000
Intelligence

Dependent Variable: Job Performance
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Table 4.25 ANOVA shows the statistical significance of the F ratio in the regression
model. The higher the F-number, the better the model. The F value=1496.113,p
value=0.000 shows that the model is significant and therefore Hypotheses is accepted.
Table 4.26 details the meaning of the explanatory variables. The results in the above
table explain that Emotional Intelligence has a significant impact on Job Performance.
Emotional Intelligence has recently attracted the attention of many researchers.
Researchers are trying to study the relationship between Emotional Intelligence and
Job Performance across different cultures and groups. Emotional Intelligence helps
employees to efficiently perform their work in stressful environments while managing
their emotions to become barrier in their work. It also enables them to behave
rationally during examination of the patient and provide them with proper course of
treatment. Employees having high Emotional Intelligence are able to avoid negative
emotions and use positive emotions when dealing with patient’s suffering. They are
able to adapt to new changes and advancements and ready to increase their knowledge
and learn about new technologies, procedures and ways to improve patient’s health.
Emotional Intelligence has an impact on patient satisfaction, professionalism and is
able to pull success and performance among healthcare providers. So, Health
management should organize special program and camps for employees to know their
current status and help them by improving their lack of experience by giving them
proper training. The Studies supporting our study includes (Lopes et al., 2006; Cote
and Miners, 2006).

Table 4.27 Model Summary- EI dimensions and Job Performance

Model R R Square Adjusted R Std.
Square Error of
the
Estimates
1 .858 736 734 8.5939

EI-Emotional Intelligence

Table 4.27 shows a linear regression analysis between explanatory variable (EI

dimensions) and outcome variable (JP). The R square value is 0.736 which

explains that 73.6% of variance in the outcome variable (JP) is explained by

explanatory variable (EI Dimensions).

The following table is an ANOVA table showing how well the regression equation
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fits the data.

Table 4.28 ANOVA
Model Sum of | Df Mean square | F Sig
Square
1 | Regression 114363.241 4 28590.810 387.120 .000
Residual 40989.643 555 73.855
Total 155352.884 559

Dependent Variable: Job Performance

Predictor (Constant), AOE, AOTE, MOTE, MOE
Table 4.28 ANOVA shows the statistical significance of the F ratio in the regression
model. The higher the F-number, better the model. The statistic is 0.000 (r = 0.000,
significant (AOE, AOTE, MOTE, MOE), indicating that the model is significant and
therefore accepts the Hypotheses. The dimensions of Emotional Intelligence have a
significant impact on Job Performance.
Table 4.29 details the meaning of the independent variables.

Table 4.29 Coefficient- EI dimensions and Job Performance

Model B-value Beta t Sig

1 AOE 3.548 417 9.674 .000
MOE 1.316 126 3.815 .000
AOTE 1.680 189 5.260 .000
MOTE 3.031 258 9.143 .000

Dependent Variable: Job Performance

CP — Contextual Performance

AOE — Awareness of own emotions

MOE — Management of own emotions

AOTE — Awareness of others emotions

MOTE — Management of others emotions

Table 4.29 shows the relationship between Emotional Intelligence dimensions and Job

Performance. The results show that all dimensions of Emotional Intelligence have
shown a significant relationship with Job Performance. According to the above table,
Awareness of own Emotions has showed more profound effect on Job Performance
followed by managing the emotions of others, recognizes the emotions of others, and
manages one's emotions. The results are consistent with studies showing that

73




confident employees can easily recognize their emotions (Okpara and Edwin 2015;
Olannye 2014; Jimoh, Raji, & Oyeniran 2012). Self-awareness helps build the trust of
Healthcare professionals by dealing with difficult situations and providing the best
treatment and patient care. It improves both patient satisfaction and self-care and
helps overcome stress and burnout. Hospital managers can organize mindfulness-
based stress reduction programs for healthcare professionals to reduce burnout and
stress levels; that will help in improving staff well-being and hospitals performance.
4.5.3 Correlation between employee’s Organizational Justice (OJ) and Job
Performance (JP).

Organizational Justice is viewed as one of the most significant both for the patients’
health as well as for improving the hospitals performance and reputation. It also
becomes important for the hospital staff performance while performing their duties.
When hospital staff is provided with fair information and they are provided with
rewards equally and fairly according to their performance then employees will feel a
sense of motivation to receive those rewards by improving their performance as such

by doing their duties and never taking any leave of absence from their work.

Hypotheses 3:
Table 4.30 Correlation - OJ and JP
Variables JP oJ
JP 1
oJ .843 1

*%_ Correlation is significant at the 0.01 level (2-tailed).
JP — Job Performance
OJ — Organizational Justice

Table 4.30 shows a positive correlation between Organizational Justice (OJ) and Job
Performance (JP) with the value of 0.853 at 0.01 significance level .Thus, accepting
the Hypotheses. Fairness in allocation of resources in terms of pays, promotions,
career benefits and the decisions outcomes motivates employees to work with full
commitment and dedication to achieve organizational goals and never taking any
leave of absence. Fairness in the organization helps in reducing the turnover rate,
increase productivity and performance of the organization.

Mohamed (2014) supported the findings that quality performance is only achieved in

74



an organization where there is availability of Organizational Justice.

Hj; is accepted.

Hypotheses 3a:
Table 4.31 Correlation - OJ dimensions and JP
Variables OCB | DJ PJ IPJ IFJ
OCB 1
DJ .622 1
PJ 48 874 1
1PJ) 552 815 .656 1
IFJ .586 .654 438 .602 1

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

JP-Job Performance

0OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice

IPJ - Interpersonal Justice

In table 4.31 shows high positive and significant relationship between Distributive

Justice and Job Performance with the value of 0.758 ,Interpersonal Justice and Job
Performance with the value of 0.723 and IFO and Job Performance with the value of
0.808 at 0.01 significance level .But the results shows moderate positive correlation
between Procedural Justice (PJ) and Job Performance (JP) with the value of 0.628 at
0.01 significance level .This explains that all dimensions of Organizational Justice
(OJ) are strongly correlated with Job Performance(JP). The results show that the
Hypotheses is accepted. According to the results shown in above table Informational
Justice is more highly correlated with Job Performance (JP). This can be seen
employees were performing better and efficiently when they were provided with fair
information regarding allocation of resources in terms of pays, bonuses, promotions,
career benefits and the procedure followed during allocation of resources. Ali (2016)
supported the findings that Informational Justice has a significant relationship with
extrinsic performance among academic staff in Malaysia. Fair Information regarding
allocation of resources in terms of pays, bonuses, promotions, career benefits and
decisions and how these resources are being allocated motivates academic staff to stay
connected with the organization and work for the betterment of the organization thus,

increasing organization performance.
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Hs;, is accepted.

Hypotheses 3b:
Table 4.32 Correlation - OJ dimensions and OCB.
Variables OCB | DJ PJ IP) IFJ
OCB 1
DJ .622 1
PJ 48 874 1
IP) 552 815 .656 1
IF) .586 .654 438 .602 1

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

OCB-Organization Citizenship Behavior

0OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice

IPJ - Interpersonal Justice

In table 4.32 shows moderately positive and significant relationship between

Distributive Justice and OCB with the value of 0.622, Interpersonal Justice and OCB
with the value of 0.552 and Informational Justice and OCB with the value of 0.586 at
0.01 significance level. But the results shows low positive correlation between
Procedural Justice (PJ) and OCB with the value of 0.480 at 0.01 significance level
.This explains that all dimensions of Organizational Justice have strong and statistical
significant relationship with OCB. Justice in the organization in terms of workload,
assignment of work duties (night/day shift), distribution of resources motivates
employees to perform their tasks effectively and also motivates them to them to
voluntarily ask for extra work that are not part of their main job but which will help in
improving the reputation of the hospital, thus enhancing Organization Citizenship
Behavior. The results show that the Hypotheses is accepted. These findings are in line
with the study that includes Nandan and Azim (2015) who found that fairness in the
workplace motivates employees to give their all and go beyond and above to complete
their tasks effectively that is beneficial for the organization. Fairness in allocation of
compensation according to the employees work inputs helps in reciprocating positive
behaviors which helps in enhancing Organization Citizenship Behavior.

Hay is accepted.

Hypotheses 3c:
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Table 4.33 Correlation - OJ dimensions and TP

Variables TP DJ PJ IP) IF]
TP 1

DJ 453 1

PJ 407 874 1

IPJ 456 815 .656 1

IF] 546 .654 438 .602 1

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

TP — Task Performance

0OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice

IPJ - Interpersonal Justice

Table 4.33 shows low correlation between Distributive Justice and Task Performance
with a value of 0.453, Procedural Justice and Task Performance with a value of 0.407,
and Interpersonal Justice and Task Performance with a value of 0.456 at a
significance level of 0.01. It shows a great relationship. However, the results show
that there is a fairly strong and important link between Informational Justice and Task
Performance, with a value of 0.546 at a significance level of 0.01. The above table
shows that all aspects of Emotional Intelligence are positively correlated with Task
Performance. The results show that the Hypotheses was accepted. The studies
supporting the study include Devonish and Greenidge (2010), who found that
Procedural, Distributive, and Interactive (Interpersonal and Informational) Justice
were positively and significantly associated with Task achievement. Organizational
Justice motivates employees to perform tasks efficiently and take risks in

emergencies, thereby improving Task Performance.

Hs. is accepted.

Hypotheses 3d:
Table 4.34 Correlation - OJ dimensions and CP
Variables CP DJ PJ 1IPJ 1F]
CP 1
DJ 658 1
PJ 542 .874 1
IPJ .652 815 .656 1
IF] 748 .654 438 .602 1

**_ Correlation is significant at the 0.01 level (2-tailed).
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CP — Contextual Performance

0OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice

IPJ - Interpersonal Justice

Table 4.34 shows moderate positive correlation between Distributive Justice and

Contextual Performance with a score of 0.658, Interpersonal Justice and Contextual
Performance with a score of 0.652, and Procedural Justice and Contextual
Performance with a significance level of 0.01 of 0.542. It shows a positive and
significant association. However, the results show that there is a high correlation
between Informational Justice and Contextual Performance, with a significance level
of 0.01 and a score of 0.748. This shows all that aspects of Organizational Justice are
positively correlated with Contextual Performance (CP). The results show that the
Hypotheses was accepted. The findings of the study are supported by study which
include Devonish and Greenidge (2010), found that Organizational Justice motivates
employees to take voluntarily work and accept part-time jobs outside their
employment contracts thus enhancing Contextual Performance.

Hsqis accepted.

Hypotheses 3e:
Table 4.35 Correlation - OJ dimensions and CWB
Variables CWB | DJ PJ 1PJ IF]
CWB 1
DJ -31 1
PJ -.204 .874 1
j134] -.298 815 .656 1
IF) -4 .654 438 .602 1

**_ Correlation is significant at the 0.01 level (2-tailed).
CWB-Counterproductive Work Behavior

OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice

IPJ - Interpersonal Justice

Table 4.35 show a moderate negative correlation between Distributive Justice (DJ)

and CWB with a score of 0.310, and a score of Informational Justice and

Counterproductive Work Behavior of 0.400 with a significance level of 0.01.
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However, the results show a weak correlation between Interpersonal Justice and
Counterproductive Work Behavior (value of 0.298) and Procedural Justice and
Counterproductive Work Behavior (value of 0204) at a significance level of 0.01.
This explains why the justice aspect of an organization is negatively but significantly
associated with Counterproductive Work Behavior. The results show that the
Hypotheses was accepted. The results of this study found that Procedural,
Distributive, and Interactive (Interpersonal and Informational) Justice were negatively
and significantly associated with Counterproductive Work Behavior, which is
supported by Devonish and Greenidge (2010). Organizational Justice helps employees
avoid negative behaviors such as Counterproductive Work Behaviors (fraud,
withdrawal, absence, theft) while helps in improving patient satisfaction, patient care,
hospital performance.

Hs. is accepted.

For better results we have applied Regression Analysis.

Table 4.36 Model Summary-Organizational Justice on Job Performance

Model R R Square Adjusted R Std.
Square Error of
the
Estimates
1 .843 710 709 8.9859

Table 4.36 shows a linear regression analysis between explanatory variable
(Organizational Justice) and outcome variable (Job Performance). The R square
value is 0.710 which explains that 71% of variance in the outcome variable (Job
Performance) is explained by explanatory variable (Organizational Justice).

Table 4.37 details the meaning of the independent variables.

Table 4.37 ANOVA
Model Sum of df Mean square | F Sig
Square
1 | Regression 110296.183 1 110296.183 1365.952 .000
Residual 45056.701 558 80.747
Total 155352.884 559

Dependent Variable: Job Performance

Predictor (Constant), Organizational Justice
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Table 4.37 ANOVA shows the statistical significance of the F ratio in the regression
model, i.e. the higher the F-number, better the model. The F value=1365.952,p
value=0.000 shows that the model is significant and therefore Hypotheses is accepted.
The results in the above table explain that Organizational Justice has a significant
impact on Job Performance.

Table 4.38 details the meaning of the independent variables.

Table 4.38 Coefficient- Organizational Justice on Job Performance

Model Unstandardized Standardized | T Sig
Coefficient Coefficient
B Std. Beta
Error
1 Constant 38.106 6.263 6.084 .000
Organizational | 4.792 130 .843 36.959 .000
Justice

Dependent Variable: Job Performance

Table 4.38 explains that there is a significant relationship of justice in an organization
on Job Performance. Justice in the hospital and equal distribution of duties (night shift
/day shift) and benefits helps in motivating and influencing the behavior and attitudes
of healthcare professionals. It also encourages them to perform their assigned duties
effectively, timely and with best quality. Thus, leading to fast recovery of patients,
improve patient satisfaction, patient quality care and also performance of the hospital.
Pracha et al. (2017) supported the current study that Organizational Justice has a
significant impact on Job Performance of employees of Pakistan's public sector
organizations. Fair feedback from managers, equal distribution of resources has great
influence on employee’s performance. When employees deliver good quality work it
leads to greater production which helps in increasing the organizations performance.

Table 4.39 Model Summary-0OJ dimension on Job Performance

Model R R Square Adjusted R Std.
Square Error of
the
Estimates
1 .878 770 769 8.0186

OJ-Organizational Justice

Table 4.39 shows a linear regression analysis between explanatory variable
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(Organizational Justice (dimensions)) and outcome variable (Job Performance).
The R square value is 0.770 which explains that 77% of variance in the outcome
variable (Job Performance) is explained by explanatory variable (Organizational
Justice (dimensions)).

The next table is ANOVA Table which represents how well the regression equation
fits the data

Table 4.40 ANOVA
Model Sum of | Df Mean F Sig
Square square
1 | Regression 119667.714 | 4 29916.928 465.288 .000
Residual 35685.170 555 64.298
Total 155352.884 | 559

Dependent Variable: Job Performance

Predictor (Constant), Informational Justice, Procedural Justice, Interpersonal

Justice, Distributive Justice
Table 4.40 ANOVA shows the statistical significance of the F ratio in the regression
model. The higher the F-number, the better the model. The F value=465.288,p
value=0.000 shows that the model is significant and therefore Hypotheses is accepted.
The results in the above table explain that Organizational Justice (dimensions) has a
significant impact on Job Performance.
Table 4.41 details the meaning of the independent variables.

Table 4.41 Coefficient- OJ dimensions on Job Performance

Model B-value Beta t Sig

1 DJ -.399 -.017 -271 187
PJ 3.931 236 5.188 .000
IPJ 5.355 238 6.620 .000
IFJ 10.209 573 19.765 .000

Dependent Variable: Job Performance
0OJ-Organizational Justice

DJ - Distributive Justice

PJ - Procedural Justice

IFJ - Informational Justice
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IPJ - Interpersonal Justice

Table 4.41 shows that there is significant relationship of Justice (dimensions) on Job
Performance (JP). Further it shows that, Informational Justice (IFP) has shown more
profound effect on Job Performance followed by Interpersonal Justice, Procedural
Justice. The results are in line with other studies which include (Ali, 2016; Xiaojun
and Wenhua, 2009; Mohamed, 2014). When hospital staff is provided with fair
information regarding resource allocation in form of salaries, bonuses, promotions,
etc., and decisions on how these resources shall be allocated among them gives
motivation to healthcare professionals to perform their duties effectively and
passionately with proper sincerity and quality. Thus improving patient satisfaction,
patient quality care and hospital efficiency and performance. According to the results
of the above table Distributive Justice (DJ) has shown non-significant impact on Job
Performance rest all the Justice dimensions (PJ, IFJ, and IPJ) have shown significant
impact on Job performance. Demirkiran et al. (2016) also supports our findings
showing that except Distributive Justice remaining all Justice Dimensions (PJ, IPJ and
IFJ) have significant effect on Job Performance. The results explains that employees
working in the organization are dissatisfied with the distribution policy of the
organization they feel that distribution of resources in terms of wages, promotions and
benefits are not done with fairness. They feel that the resources they received were not
commensurate with the effort they had put into their work, leading to high turnover
rates, absenteeism, low productivity and low performance. Therefore, managers
should re-implement their old policies/practices and use fair practices during
distribution of resources and also allow involvement of employees during formulation
of decision regarding allocation of resources that encourage them to stay connected
with their organization and put efforts to improve productivity and performance of the
organization.

4.5.4 Relationship among employee’s Engagement, Emotional Intelligence,

Organizational Justice and Job Performance.
Based on the literature reviews the study model has been developed and the model
includes one explanatory variable (Organizational Justice), two mediator variables

(Emotional Intelligence and Engagement) and one outcome variable (Job
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Performance).

The proposed model consists of a direct link between Organizational Justice (OJ) and
Job Performance (JP). It analyzes the relationship between Organizational Justice

(OJ)(explanatory variable) and Job Performance (JP) (outcome variable) and uses

Engagement (EG) and Emotional Intelligence (EI) as a mediator variable.

EMOTIONAL
INTELLIGENCE
ORGANIZATIONAL
JUSTICE
ENGAGEMENT

Figure 4.1 Proposed Model

4.5.4.1 Mediating Role of Engagement

JOB

Hypotheses 4a:
Table 4.42 Coefficient of Determination
AVE | Composite | R Square Cronbach’s
Reliability Alpha

Engagement .8016 973 - 9691
Job Performance | .5055 941 7125 9322
Organizational .6032 935 - 9181
Justice

Table 4.42 shows that R Square value of Job Performance is 0.725 which indicates
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72.5% of variance in Job Performance (JP) is explained by Engagement (EG) and

Organizational Justice (OJ).

Table 4.43 Path Coefficients and Mediation Analysis

Relationship Coefficient | t-value VAF | Mediation
Type
Observed
EG -> JP 474 3.4555
0J -> EG 793 17.5437 A7 Partial
0J > JP 413 3.0323 Mediation

EG — Engagement

OJ — Organizational Justice
JP — Job Performance
Formulae to calculate VAF is:

VAF = (P * Pwp) / (Pim *Pup + Pip)

Where;
Pps = Path coefficient for ndependent vanable and Mediator,
Py = Path coefficient for Mediator and Dependent variable,

Pr = Path coefficient for Independent variable and Dependent variable.

Table 4.44 VAF Values
S.No. VAF Mediation
1 VAF>80% Full Mediation
2 VAF<20% No Mediation
3 20%<VAF<80% Partial Mediation

Source: Hair et al. (2014)
The results in Table 4.43 above show t-values. The t-value of the direct effect

between the Organizational Justice (OJ) and Job Performance (JP) is (t-value =
3.0323) which exceeds the threshold value of 1.96, indicating a significant
association. The t-values of indirect effect from Organizational Justice (OJ) to Job
Performance (JP) through Engagement (EG) is significant as t-value of Organizational
Justice (OJ) to Engagement (EG) is (t-value=17.54) and from Engagement to Job
Performance (t-value=3.46) is above the threshold value of 1.96.The above table also

shows the direct impact between an Organization's Justice and Job Performance is
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significant (B = 0.843). The direct effect after adding Engagement (EG) as an
intermediary between Organizational Justice (OJ) and Job Performance (JP) is
significant and the value is (B = 0.413).We can conclude from the results of the tables
that the effect of Organizational Justice (OJ) has diminished, but it was still remained
important. From this, we can say that Engagement (EG) act as a mediator between
Organizational Justice (OJ) and Job Performance (JP). Employee Engagement
improves the relationship between Organizational Justice and Job Performance. The
indirect effects of "Organizational Justice to Engagement" and "Engagement to Job
Performance" was also found to be significant (B = 0.376, significant). Since the
indirect value turned out to be significant, the considered variance is then calculated.
According to Table 4.43 and Table 4.44, the variance considered is 47%. From this,
we conclude that there is partial mediation. In other words, Engagement partially
mediates the relationship between an Organization's Justice and Job Performance.
Don et al. (2020) also discovered that Engagement acts as a partial intermediary
between Organizational Justice and Job Performance. Organizational Justice (OJ)
helps in creating an environment of trust, respect and confidence among healthcare
workers which improves their wellbeing and efficiency. It also helps employees in
enhancing the citizenship behavior which contributes to higher level of engagement.

4.5.4.2 Mediating Role of Emotional Intelligence

Hypotheses 4b:
Table 4.45 Coefficient of Determination
Composite | R Cronbach’s
AVE | Reliability | Square | Alp I1Qha
Emotional Intelligence 5705 | .943 - 9324
Job Performance 5057 | .941 789 9322
Organizational Justice 5984 | .935 - 9181

From the results of table 4.45 it has been found that the R square value is 0.789 which
means 78.9% of variance in Job Performance is explained by Emotional Intelligence

and Organizational Justice.
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Table 4.46 Path Coefficients and Mediation Analysis

Relationship Coefficient t-value VAF Mediation Type
Observed
EI -> JP 563 5.6591
0] > EI 696 192915 49 Partial Mediation
0oJ->JP 413 3.881
Source: Smart PLS Output
OJ - Organizational Justice
EI - Emotional Intelligence
JP - Job Performance
Formulae to calculate VAF is:
VAF = (P * Pwip) / (Pim *Pup + Pip)
Where;
Ppy = Path coefficient for ndependent vanable and Mediator,
Pyp = Path coefficient for Mediator and Dependent vanable,
P = Path coefficient for Independent vanable and Dependent vanable.
Table 4.47 VAF Values
S.No. VAF Mediation
1 VAF>80% Full Mediation
2 VAF<20% No Mediation
3 20%<VAF<80% Partial Mediation

Source: Hair et al. (2014)

Results of the above table 4.46 show the t-values. The t-value of direct effect from

Organizational Justice (OJ) to Job Performance (JP) is (t-value=3.881) which was

above the threshold value 1.96, the relationship was found to be significant. The t-

values of indirect effect from Organizational Justice to Job Performance through

Emotional Intelligence is significant as t-value of Organizational Justice to Emotional

Intelligence is (t-value=19.29) and from Emotional Intelligence to Job Performance is

(t-value=5.66) which is above the threshold value of 1.96.The table also shows the 3

value of direct effect (Organizational Justice and Job Performance) is (f =0.843,

significant). The direct effect after adding Emotional Intelligence as an intermediary

between Organizational Justice (OJ) and Job Performance (JP) is (B = 0.413,
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significant). The results show that the effect of OJ has reduced, but it still remained
significant. So, we can conclude that Emotional Intelligence acts as a mediator
Organizational Justice and Job Performance. The employee's Emotional Intelligence
improves the relationship between Organizational Justice (OJ) and Job Performance
(JP). The indirect effects of "Organizational Justice to Emotional Intelligence" and
"Emotional Intelligence to Job Performance" were significant (B = 0.392, significant).
Since the indirect value turned out to be significant, then the Variance accounted for
is calculated. According to Tables 4.46 and 4.47, the variance accounted for came to
be 49%. Thus we conclude that there is a partial mediation. In other words Emotional
Intelligence partially mediates the relationship between Organizational Justice (OJ)
and Job Performance (JP).Cropanzano et al. (2005) found that Emotional Intelligence
acts a mediator the between Organizational Justice (OJ) and Job Performance (JP).
Fairness in the organization can influence an individual’s behavior, emotions and
attitude which further influence performance. Injustice and unfairness in the
organization leads to negative emotions such as anger, sadness which further leads to

Counterproductive Work Behavior (abuse, production deviance and withdrawal).

L =is 1= [rovees | mypeen | spymes | mpymes | 5 wyees sy mommen [ L J

(Source: Author’s Calculations)

Figure: 4.2 Mediation Analysis
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CHAPTER-5
SUMMARY,DISCUSSION AND CONCLUSION

This chapter includes Summary, key discoveries, Discussions, Recommendation and
degree for future specialists. The First segment of this part explores the structure of
the study. The second section is the discussion part of the study. The third section
discusses the conclusion part followed by suggestions for future research.

5.1 SUMMARY

The healthcare profession involves a culture where stress and burnout are very
common. Healthcare professionals who are working in culture should have better
stress managing skills, have high tolerance and they should be flexible in their work.
They should have high control over their emotions and not get attached easily with
patient’s emotions and feeling rather they should give a rational decision which will
help in fast recovery of patients. So, in order to cater to patient's basic needs and
requirements these professional needs to be emotionally stable. Here, Emotional
Intelligence (EI) is necessary for Healthcare professionals working in a culture where
stress and burnout is very common. Employees having high level of Emotional
Intelligence can achieve both personal and professional interests and help improve
performance. They are also a good listener and know when to relate and when to keep
their distance from unnecessary emotions, thus, they are able to connect with the
patients’ needs, their problems and hence finding long term solutions. However, it has
been observed recently that Stress and Burnout are one of the most common
syndromes found among healthcare professionals. This may be due to advancements
in the technology, medical knowledge or due to strict policies/practices followed in
the hospital which have made them to be more stressful and less engaged in their
work. This becomes imperative to lay more emphasis on employee Engagement and
making a more conducive environment for work. Engagement is considered to be a
positive aspect and outcome in the organization which is achieved by employees’
willingness to commit and focus on their job (Snuff, 2008). Kahn (1990) defined
Engagement as an important variable for organizations success and where employees
are fully dedicated and absorbed in their work and they are trying every possible ways

to complete their goals in time. Recent studies have also put light on the importance
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of Engagement among Healthcare professionals as these are the ones who are closer
and have more contact with the patients. So, when these Healthcare professionals are
more absorbed in their work the quality of patient care also improves. It also reduces
the number of patient deaths according to a report by Gallup. As a result, it becomes
important to identify the potential facilitators of engagement among Healthcare
professionals as they are dealing with the lives of the person. An employee to be fully
engaged in their work, the most important and necessary requirement is that they are
fairly treated in their workplace (Macey et al. 2009). Individual characteristics have a
great influence on Organizational Justice. According to a recent report, there is a
critical shortage of healthcare providers in India. The main reason is the unfairness
given to them in the organization as a result; they are quitting their job which is
affecting the hospital’s performance. Not only the performance of the hospital, but
also the patients getting treatment in the hospital is also affected due to shortage of
staff; they have to wait for long hours to get their treatment. Here Organizational
Justice becomes an important tool for hospitals smooth functioning and for increasing
performance. The ;main aim of the study is to study the relationship between
Emotional Intelligence (EI), Organizational Justice (OJ), Engagement (EG) and Job
Performance (JP) among Healthcare professionals in select hospitals of North India in
order to understand how we can improve employee development, earn higher profits

and improve patient quality care, performance and efficiency of the hospital.

5.2 DISCUSSIONS

OBJECTIVE 1:-

Over the years, one of the biggest challenges an organization facing is disengagement
among employees which is leading to poor performance. The first objective of our
study is to study the relationship between Engagement and Job Performance. There
are few studies demonstrating that high level of Engagement in the workplace is
linked with better Job Performance (Tims et al., 2015; Zhong et al. 2016) which is
also in line with the findings of our study. The results of our study showed that
Engagement and Job Performance both are positively correlated with each other. This
was seen healthcare professionals continuously monitoring the patient’s health,
clarifying patients all questions related to treatment and medication and providing

them with right course of treatment leading to a better healthcare professional and
89



patient relationship resulting in fast recovery of patients. It is proved by the fact that
as we put all our efforts and energy in performing our duties it has helped in
increasing patient satisfaction, quality of care, and hospital performance. Mishra
(2014) endorsed our finding that there is a positive link between Tanzania's health
care worker Engagement (EG) and Job Performance (JP). More enthusiastic
employees are more likely to work with available resources, set new standards and
willing to use all their energy and effort to get the job done on time, and improve
employee performance even in difficult times. We also found that all aspects of
engagement are positively associated with job performance. Within the Engagement
Vigor aspect, showed a high correlation with job performance. This was seen
employees putting their high energy levels, mental resilience and concentration in
treating their patients, their persistence to work for long hours even in the difficult
situations and their enthusiasm and passion towards patient care helped in increasing
hospitals performance. High Vigor level motivates the employees to perform their
tasks effectively, encourage them to take risks, face challenges, thereby improving the
hospitals performance and its efficiency. Sittar (2020) supports the findings that Vigor
dimension shows maximum correlation with Job Performance among university
teachers in Central Punjab. Teachers not only listen but also mentor and coach their
students. They are responsible in shaping the student’s academic goals. So, teachers
have to put their all energy level to get their students to achieve these academic goals
and also help in improving their performance.

The results also show that all dimensions of Engagement are strongly associated with
Task Performance (TP), OCB and Contextual Performance (dimensions of Job
Performance) and are negatively and significantly related to CWB (one of the
dimension of Job Performance). The findings of our study are supported by Ariani
(2013) which confirmed that positive correlation among Employee Engagement and
Organization Citizenship Behavior and negative correlation among Counterproductive
Work Behavior. Bilal et al. (2015) also confirmed that an engaged employee are
willing to do extra work which is not part of their main job but which will helping in
improving the organizations competitive advantage and thus, help in enhancing its
contextual performance(CP). Bakker et al. (2012) found that employees who are

dedicated and absorbed in their work are well aware of their job so they perform their
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tasks effectively and with best quality and are also ready to take extra job so as to
increase organizations efficiency and also helps in enhancing Task Performance and
Contextual Performance. Engagement is a vital predictor in enhancing the Job
Performance while being absolutely committed and absorbed in their work, therby
avoiding bad behaviors like Counterproductive Work Behaviors (abuse, fraud, anger,
sad) and apply voluntary behaviors like Organization Citizenship Behaviors in
motivating personnel to take more jobs which aren't part of their own contract but
which is beneficial for overall performance of the organization.

To better explain the results, we applied regression analysis in order to employee
Engagement effect on Job Performance and found that Job Performance is
significantly impacted by employee Engagement. The analysis show that engaged
employees are more enthusiastic, do their best to get the job done, and are
emotionally, physically and mentally connected to the job. The literature also
confirms that the success of the organization is achieved when there are more engaged
employees whose only motive is to accomplish their goals. Health professionals are
the ones who have more contact with the patients during their stay at the hospitals.
High level of Engagement and involvement of Healthcare professionals improves
patient satisfaction, patient quality care and performance of the hospital. Engaged
employees are able to create a safer environment for the patients and are more
thorough and responsive in their care. Bakirtzis and Myloni (2020) support the
findings that high Engagement levels significantly affect Job Performance.
Engagement is an important predictor which encourages employees to actively
participate in achieving organizations success. It also motivates them to go extra mile
to complete their task even during difficult times. Vigor (one of the dimension of
Engagement) was found to have more profound effect on Job Performance which is
lined with the studies (Kartal 2018; Bakirtzis and Myloni,2020;Bhardwaj et al.,2020
Nas,2020).This was seen employees treating patients with full energy and were
enthusiastic and passionate in patient care. Their perseverance to work in both normal
and difficult circumstances helped them to achieve better outcomes in terms of
performance and satisfaction from both ends from patient’s side as well as employee’s
side. Bhardwaj and Kalia (2020) also found that employees who were more energetic

and happily involved in their tasks were most likely showing high Job Performance.
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Employees applying full energy and effort in their work are able to set new standards
at work, increased patient safety, higher patient satisfaction rates. It also helped them
to deal with different patients with different problems. Thus,making them more
satisfied, passionate and enthusiastic in their work. Absorption also showed influence
on Job Performance among Healthcare professionals. This was seen employees
seriously performing their tasks given to them and were continuously monitoring the
patients’ health and their only motive was to improve the patient’s life and how to get
better results. Bhardwaj and Kalia (2020) support the findings that high levels of
Absorption among employees helps in improving both patient’s health as well as
hospital performance. Dedication among employees showed least effect on Job
Performance. This was seen employees were not feeling proud of their job they are
doing and the job was not inspiring the employees to take new tasks. It means that in
order to provide high quality care we need highly engaged employees that are more
focused and dedicated in their work, passionate in treating the patients, satisfied with
their job and open to new experiences and challenges which will motivate them to do
extra work that are not part of their main job but which will help in benefitting the
organization. Employee Engagement leads to good patient quality care, low patient
mortality rate and medical accidents and improve clinical and patient care and staff
wellbeing rate Employee Engagement also helps in enhancing hospitals success by
increasing employee’s morale, retention rate, patient satisfaction and overall
hospital’s performance.

OBJECTIVE 2:-

Many organizations recognize that the health and well-being of their employees is a
key determinant to their success. Healthcare sector follow a culture where stress and
burnout is very common and in order to be able to work in this stressful environment,
employees need to be both physically and mentally healthy. This means they need to
be able to handle difficult situations calmly and efficiently. Recently, emotional
intelligence (EI) has become a popular topic in the medical field. The second goal of
the study is to study the relationship between emotional intelligence and job
performance. According to the literature few studies have shown insignificant
connection between emotional intelligence and job performance, such as the study by

Fredrick M. Nafukho (2009) found that employees in the organization were not able
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to handle their emotions resulting in poor work quality, low productivity and poor
performance. However, there are some studies that agree with our study, such as
(Dhani and Sharma, 2017), showing that Emotional Intelligence is positively
correlated with Job Performance. Carmeli (2003) upheld the finding that Emotional
Intelligence motivates employees to achieve organizational success, thereby
improving net income and organizational performance. Employees with high
Emotional Intelligence can adjust negative emotions, learn from past mistakes, and
use positive emotions when dealing with patient distress. They are able to adapt to new
changes and advancements and ready to increase their knowledge and learn about new
technologies, procedures and ways to improve patient’s health thus improving
hospitals performance. Zaman et al. (2021) also found that employees with high EQ
have positive attitude towards their, have better problem-solving and conflict
management skills. All Emotional Intelligence (EI) dimensions were positively
correlated with Job Performance (JP). Awareness of own Emotions (one of the
dimension of Emotional Intelligence) is more actively associated with Job
Performance. Okpara and Edwin (2015) support the findings that self-awareness is
positively related with organization performance. Self-aware employees have better
capability in handling their emotions as compared to those who are not self-aware.
They are able to avoid negative emotions and its consequences and apply positive
emotions for the retentions of their customers. Self-awareness is an important
predictor for achieving organization’s success as they are able to take decision and
work effectively under difficult situations, thereby improving the organizations net
profit and performance.

The study also found the association between Emotional Intelligence (different
aspects) and Job Performance (different aspects) .The results found that all the aspects
of Emotional Intelligence are positively and significantly associated with Contextual
Performance (CP), Task Performance (TP) and OCB. The results are in line with the
studies by (Bozionelos and Singh, 2017; VabdeWaa and Turnispeed, 2012). But all
dimensions of Emotional Intelligence are negatively and significantly related to the
CWB. Employees with low level of EI easily burst out in stressful situations resulting
in poor quality of work, delay in every work they are doing and also generating

negative behaviors (CWB) which are considered to be harmful for the organizations
93



legitimate interests (Miao et al. 2017; Greenidge et al., 2014) and these findings
support the findings of our study. Emotional Intelligence is an important medicine as
understanding and controlling one’s own emotions and in others is an important skill
for health professionals. It can help healthcare professional to deliver better services
while achieving better outcomes in terms physician and patient relationship,
commitment, healthcare professional career satisfaction.

To better explain the results, we applied regression analysis to study the impact of
Emotional Intelligence on Job Performance. The results show that Emotional
Intelligence influences Job Performance. Our results are consistent with studies
performed by most previous researchers (Cote and Miners, 2006; Lopes et al., 2006).
Emotional Intelligence has recently attracted the attention of many researchers.
Researchers are trying to study the impact of Emotional Intelligence on Job
Performance across different cultures and groups. Emotional Intelligence helps
employees manage their work in stressful environments, control their emotions, and
enable them to act reasonably as they complete their tasks. Employees with high
Emotional Intelligence are able positive emotions when dealing with patient suffering.
They are able to adapt to new changes and advancements and ready to increase their
knowledge and learn about new technologies, procedures and ways to improve
patient’s health. Emotional Intelligence has an impact on patient satisfaction,
professionalism and is able to pull success and performance among healthcare
providers. So, Health management should organize special program and camps for
employees to know their current status and help them by improving their lack of
experience by giving them proper training. AOE (one of the dimension of Emotional
Intelligence) has shown more impact on Job Performance. The results are in line with
the studies by (Okpara and Edwin 2015; Olannye 2014; Jimoh, Raji, & Oyeniran
2012) which means that employees who are self-aware can easily recognize their own
emotions, able to manage and apply the right emotions at the right time. They are able
to face challenging situations and provide best care to the patients. Self-awareness
helps in generating confidence among healthcare professionals and helps them to
modify their emotions as per situations demands. It also has a major role in improving
healthcare professional-patient relationship and provide therapeutic environment

which helps in fast recovery process of patients. Scheick (2011) claims that
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Healthcare professionals are not only providing care to the wounded patients but
sometimes dealing with their own unresolved stress. Without self-awareness, health
professional’s unresolved emotions arise putting threat to the life of the patients.
Okpara and Edwin (2015) support the findings that self-awareness is an important
determinant in achieving organization success. They are able to avoid negative
emotions and their associated cost and consequences and apply positive emotions in
retention of their customers. Employees having high level of self-awareness are best
performers from average ones (Goleman, 2001). Managing others emotions has an
impact on Job Performance. This was seen Healthcare professionals calmly listening
to the problems of the patients, using reflective statements in order to decrease their
negative emotional reactions, asking questions to know the hidden meaning behind
their emotions and helping them to move from emotional state of mind to logical
rational state of mind. When Healthcare professionals were able to manage the
emotions in others and get to know with what problems the patients has actually come
to them with then this make easier for Healthcare professionals to give proper
treatment to the patient improving both patients’ health and hospitals performance.
Awareness of others Emotions has an impact on Job Performance. This was seen
Healthcare professionals connecting with the patients and trying to understand their
perspectives, worries and in which emotional state they are in and accordingly
treating the patients thus, improving the patients’ health and ultimately improving the
performance of the hospitals. Understanding others emotions also helps in generating
better outcomes in terms of performance, patient satisfaction and quality care.
Moudatsou et al. (2020) supported the findings that EI is considered very beneficial
for Healthcare professionals working in a hospital culture that involves stress and
burnout. So, controlling and understanding emotions of the patients are very
necessary condition to maintain a good healthcare professional-patient relationship
which will make the treatment process a lot easier leading to fast recovery of patients
and improving hospitals Job Performance.. Management of own Emotions has shown
least impact on Job Performance. This was seen employees showing but not able to
properly alter their emotional expressions to align with the expectations of the
surroundings. They were not properly able to manage their emotions in emotionally

charged situations. But there is a need to manage one’s own emotions in a place like a
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hospital where someone’s life is at stake. If an employee fails in managing their own
emotions medical accidents can happen which will make the patient’s life in danger.
Management of owns emotions helps Healthcare professionals to sustain emotionally
charged situations and helps in improving organization productivity, social
interactions and performance. Healthcare management can help in organizing
interactive sessions, counseling which can help employees to manage their emotions
while treating patients who further help in fast recovery of patients and increasing Job
Performance.

OBJECTIVE 3:-

Organizational Justice is considered to be one of the most important aspects, both for
the patients’ health as well as for improving the hospitals performance and reputation.
The third aim of the study is to study the relationship between Organizational Justice
(OJ) and Job Performance (JP). The literature demonstrates that Organizational
Justice is positively and significantly associated with Job Performance. This study
found a strong association between justice in the Organization and Job Performance
(JP). Fairness in an organization helps staff to perform their tasks and duties more
efficiently and helps them to promote positive behavior related to organizations such
as improved performance (Walumbwa et al., 2009), organization's behavior in
citizenship (Gurbuz et Al., 2016; Tziner and Sharni, 2014).The results also shows that
Organizational Justice (dimensions) are positively related to Job Performance (JP).In
terms of Organizational Justice, Informational Justice has shown more positive and
important relationship to Job Performance. Ali (2016) supports the finding that
Informational Justice is significantly associated with the external performance of
Malaysian academic staff. This can be seen employees were performing better and
efficiently when they were provided with fair information regarding allocation of
resources in terms of pays, bonuses, promotions, career benefits and decisions and
how these resources are being allocated. A strong relationship is found between
dimensions of Organizational Justice and aspects of Job Performance. The results are
supported by previous studies showing positive relation between on different
dimensions of Organizational Justice and Job Performance predictors (Task
Performance, Organizational Citizenship Behavior and Contextual Performance) the

studies include (Devonish and Greenidge, 2010; Suliman and Kathairi, 2012).But
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Organizational Justice predictor is negatively and significantly associated with Job
Performance predictors (Counterproductive Work Behavior). The results are
supported by previous studies include (Devonish and Greenidge, 2010;Jones and
Martens, 2009). Informational Justice (one of the dimension of Organizational
Justice) has shown more positive association with Job Performance (JP) which is also
supported by (Aryee et al.,2002;Mohamed,2014).The findings of our study explains
that Healthcare Professionals in healthcare sectors gives more weightage to fair
information received regarding procedures and decision outcomes. Fair and
Transparent information are important predictors of attracting talented and satisfied
employees. Arab and Atan (2017) support the study that most employees agree that
fair information is important predictor for attracting talented employees.

To better explain the results, we used regression analysis to study the impact of
Organizational Justice (OJ) on Job Performance (JP). The results show that justice in
an organization has a significant impact on Job Performance (JP). Pracha et al. (2017)
supported this study that justice in the organization motivates the employees of
Pakistan's public sector organizations to perform their duties effectively without
taking any leave of absence. Fair feedback from managers and equal distribution of
assets guide the attitudes and behavior of employees within the organization, thereby
helping them and the organization improve their ability to perform their duties.
Information Justice (one of the dimension of Organizational Justice) has shown a
greater impact on Job Performance (JP). The results are consistent with other studies
including (Ali, 2016; Xiaojun and Wenhua, 2009; Mohamed, 2014).Informational
Justice enhances the sense of group standing and self-worth among employees.
Employee’s holds positive attitude towards fair information communicated to them
regarding the decision outcomes and allocation of resources in terms of pay, bonuses,
promotions etc. So, they exhibit greater performance as such by doing their duties and
never taking any leave of absence from their work and treating patients with proper
sincerity. Liu et al. (2012) support the findings that Informational Justice has strongest
effect on behaviors and buyer and supplier relationship performance. Colquitt (2001)
also support the findings that fair information given regarding decision outcomes and
justifications for decisions helps employees to realize that they are an important part

in the organization which further helps in improving Job Performance. Procedural
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Justice (PJ) has also shown significant impact on Job Performance (JP) among
Healthcare professionals. The employees holds positive attitude towards how the
decisions about distribution of outcomes were made. Interpersonal Justice has also
shown impact on Job Performance. The employees holds positive attitude regarding
Interpersonal Justice. Interpersonal Justice signifies a good and fair communication
between employees and management and management and their employees with
dignity, respect, honesty and involving them during decision making process. This
was seen employees being happy doing their job under the guidance of their
management and management showing respect to the employees by taking their views
and ideas during decision making process, making them realize that they are an
important part of the organization thus,improving the performance. Distributive
Justice does not have an impact on Job Performance. This was seen employees were
not happy with the distribution of resources as they feel that the output in terms of
pays, promotions, bonuses and career benefits were not given to them according to the
hard work and efforts they have put in. Demirkiran et al. (2016) supports the findings
which show that Distributive Justice does not have an impact on Job Performance.
Employees perform better when there is fair distribution of resources based on their
hard work and efforts and they are given equal opportunities to grow and have
advancements in their career. They also perform better when they are given fair
information regarding opportunities and career benefits they will receive if they
perform their tasks effectively. So, health management should follow fair practices
regarding distribution of resources in terms of pays, bonuses and career benefits to the
employee’s, distribution of responsibilities on the merit basis so that every
employee’s gets fair distribution of tasks and are appraised accordingly and thereby
increasing the stability of the employees. They should also pay attention towards their
subordinates, while taking decisions, allocation of assets, dispersion of obligations,
implementation of association strategies like prizes and acknowledgments which will
further help in improving Job Performance (JP) of the employees and will help in

increasing the overall productivity and performance of the hospitals.
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OBJECTIVE 4:-

EMOTIONAL
INTELLIGENCE
JOB
ORGANIZATIONAL PERFORMANCE
JUSTICE
ENGAGEMENT

Figure: 5.1 Study Model

OBJECTIVE 4a:-

In first part of the objective we analyzed the role of Engagement as a mediator
between Organizational Justice (OJ) and Job Performance (JP). First, we tested
the direct effect on Organization's justice and Job Performance. Statistics showed
both are strongly correlated with each other and the value is (B = 0.843,
significant).The results were consistent with the studies that include (Paracha et
al., 2020; Greenberg, 1987). The results show that when healthcare professionals
are treated fairly in the hospital, they work more intensively and patients recover
quickly, improving hospital performance and overall reputation. Then the
mediator Engagement is added in order to test the significance path from
Organizational Justice to Engagement and Engagement to Job Performance. The
statistics reveal that the significance path from Organizational Justice to
Engagement (B =0.794, significant) and Engagement to Job Performance

(B=0.474, significant) is significant- reveals the indirect effect is also significant.
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The findings are supported by the study by (Aggarwal, n2014). Engagement is a
tool for developing more focused and enthusiastic employees who provide a
competitive level of performance in the organization in which they work. There is
a strong relationship between Engagement and Job Performance. The results are
consistent with the results of previous studies, including (Karatepe,
2013).Engaged employees are able to deliver timely treatment to the patients
leading to increased patient satisfaction, patient safety and quality thus,
improving Job Performance. The results also reveal a strong relationship between
Organizational Justice (OJ) and Engagement (EG). The results of this study are
consistent with previous studies (Ghosh et al. 2014; Park et al., 2016). Ozer et al.
(2017) supports the finding that Organizational Justice is a key factor which
encourages employees to work effectively and passionately to achieve their goals.
Fairness affects employee’s trust and engagement level in the organization. Fair
distribution of resources and decision outcomes motivates employees to complete
their jobs effectively and also encourage them to go extra mile to accomplish
their organizational goals even in difficult situations thus, improving the
organization’s efficiency and performance. The R-squared value is 0.725,
indicating that 72.5% of the variance in Job Performance is explained by
Organizational Justice (OJ) and Engagement (EG). The results also show t-value
after adding Engagement as an intermediary between the organization's justice
and job performance. The t-value of the direct effect (Organizational Justice and
Job Performance) is (t-value = 3.0323) showing it exceeds the threshold value of
1.96, indicating a significant association. The t-values of indirect relation from
Organizational Justice to Job Performance through Engagement is significant as
t-value of Organizational Justice to Engagement (t-value=17.54) and from
Engagement to Job Performance (t-value=3.46) is above the threshold value of
1.96. The direct effect between an Organizational Justice and Job Performance is
significant (B = 0.843, important). The direct effect after add on of Engagement
(EG) as a mediator between Organizational Justice and Job Performance is
significant (B = 0.417, significant).We can conclude that the effect of
Organizational Justice has diminished, but it still remained significant. From this,

we can conclude that Engagement (EG) mediates the relationship between
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Organizational Justice (OJ) and Job Performance (JP). Employee Engagement
improves the relationship between Organizational Justice (OJ) and Job
Performance (JP). The indirect effects of "Organizational Justice to Engagement"
and "Engagement to Job Performance" are also significant (B = 0.376,
significant). Since the indirect value turned out to be significant, the variance
accounted for is calculated. According to the results, the variance accounted for
came to be 47%. From this, we conclude that there is partial mediation. In other
words, Engagement partially mediates the relationship between Organizational
Justice (OJ) and Job Performance (JP) and the results of this study are in line
previous studies which include (Rahman and Karim ,2022;Schmeider et al., 2009;
Bakker et. al., 2004, Suifanetal., 2020; Yanthi and Rahyuda, 2019; Hassan et al.,
2014; Jabeen et al., 2021; Karatepe, 2013; Syaebani and Sobri, 2011; Dong et al.,
2019; Aggarwal and Mittal , 2021; Sun and Wang, 2012). Justice in an
organization motivates employees to show more positive behavior (ability to
perform their duties) as they are enthusiastic about their work. According to
Karatepe (2013), Engagement acts as a full-fledged intermediary between
organizational fairness and Job Performance, with highly procedural fairness
employees becoming more active in their work and engaging with the
organization. It turns out to show both positive attitude and behavior. Dong et al.
(2020) also discovered that fairness in the Organizational helps in creating an
environment of trust, respect and confidence among healthcare workers which
improves their wellbeing and efficiency. Fairness in the organisation helps
employees in enhancing the citizenship behaviour which contributes to higher
level of engagement. Therefore the results confirm that both Organizational
Justice and Engagement are important predictors for increasing Job Performance.
So, management should follow fair practices that will help in increasing the
morale of the employees, motivate them to work with full Dedication and passion
in achieving organizational goals, higher profits and performance which will
further upgrade the reputation of the organization they are working for. The
present study has revealed that Engagement mediates the relationship between
Organizational Justice and Job Performance in healthcare sector.

OBJECTIVE 4b:-
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In this second part of the fourth objective, we analyzed the role of Emotional
Intelligence as a mediator between Organizational Justice (OJ) and Job
Performance (JP). First, we tested the direct effect between Organizational Justice
and Job Performance. Statistics show that there is strong correlation between
them and the value is (f = 0.843, significant). The results show that when hospital
professionals are treated fairly in the hospital, they focus on their work and
patients recover faster. This improves the efficiency and overall image of the
hospital. The results were consistent with a study by (Pracha et al.,, 2017;
Greenberg, 1987).After add on of mediator's Emotional Intelligence the
significance path from Organizational Justice to Emotional Intelligence is (B
=(0.696, significant) is significant and Emotional Intelligence to Job Performance
(B=0.563, significant) is significant- reveals the indirect effect is also significant.
The results reveal that there is a significant effect of Organizational Justice (OJ)
on Emotional Intelligence (EI). For the past three decades Organizational Justice
has become one of the most visible constructs in social sciences (Colquitt, 2001).
Many researchers are drawing their attention towards the theoretical development
of Organizational Justice and an appraisal model of emotions. The literature has
shown interaction between procedural and interactional justice while predicting a
variety of emotions (Barclay et al. 2005) which results in favorable outcomes (i.e.
Performance). Unfair decisions and procedures related to pay raise predicts
negative emotions. According to previous research individuals may react
differently either through anger or sadness while suffering losses thus showing a
close link between two emotions. According to Folger, Cropanzano & Goldman
(2005), anger is considered to be the most important emotion caused in response
to injustice. Therefore, these emotions play an important role in the organization
and further impact performance. Our results also show that there is a significant
relationship between Emotional Intelligence (EI) and Job Performance (JP). This
has been confirmed in a previous study by (Dhani and Sharma, 2017). Today,
everyone strives to provide patient-centric care. Patient-centric care is just a
relationship between healthcare professionals and patients and every healthcare
professional have to deal with various patients that are coming with different

problems. They have to listen to the problems of patients and for these healthcare
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professionals should have stable emotions so that they are not carried away by the
patient’s emotions rather they rationally take right decision which is benefit for
the health of the patient. As hospitals can be a place of great stress, emotions can
run high. There employees having high level of Emotional Intelligence are
required that have capability in managing and controlling their emotions,
handling all the responsibilities without burning out and work together to achieve
hospital goals. Emotional Intelligence helps in maintaining good physician and
patient relationship, creating a safer environment for patients and improving the
hospitals performance. Coefficient of determination R square after add on of
Emotional Intelligence as a mediator came to be 78.9% which mean 78.9% of
variance in Job Performance is explained by Emotional Intelligence and
Organizational Justice. The results also shows the t-values after add on of
Emotional Intelligence as a mediator between Organizational Justice and Job
Performance. The t-value between the direct effect (Organizational Justice (OJ)
and Job Performance (JP)) is (t-value=3.881) was above the threshold value 1.96,
the relationship was found to be significant. The t-values of indirect effect from
Organizational Justice to Job Performance through Emotional Intelligence is
significant as t-value of Organizational Justice to Emotional Intelligence(t-
value=19.29) and from Emotional Intelligence to Job Performance(t-value=5.66)
is above the threshold value of 1.96. The table also shows the direct effect
between Organizational Justice and Job Performance (f = 0.843, significant). The
direct effect after on EI as an intermediary between them (f = 0.366, significant).
Kannsein concludes that after add on EI the effect of Organizational Justice has
diminished, but it still remained significant. From this we conclude that EI
mediates the relationship between Organizational Justice and Job Performance. It
improves the relationship between Organizational Justice and Job Performance.
The indirect effects of "Organizational Justice to Emotional Intelligence" and
"Emotional Intelligence to Job Performance" were significant (B = 0.392,
significant). Since the indirect value turned out to be important, the variance
accounted for is calculated. According to the results, the variance accounted for
came to be 49%. From this we conclude that this is a partial mediation. In other

words, EI acts as a partial mediator between Organizational Justice (OJ) and Job
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Performance (JP). These results are in line with (Pracha et al., 2017; Khan et al.
2013; Bilal et al., 2021). Russell Crowezano et al. (2001) found the same results
that fairness in the organization can influence an individual’s behavior; emotions
and attitude which further influence performance. Injustice and unfairness in the
organization leads to negative emotions such as anger, sadness which further
leads to Counterproductive Work Behavior(abuse, production deviance,
withdrawal)(Khan et al.,2013). Pratcha et al. (2017) have discovered that fairness
can help in generating positive behaviors and emotions and helps in avoiding
negative emotions which helps in boosting performance and satisfaction both to
the employee as well to the customer/client. The results reveal that that both
Organizational Justice and Emotional Intelligence are important for increasing

Job Performance.

e | ]

7 i 9 e )

Figure: 5.2 Mediation Analysis
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5.3 HYPOTHESES AND CONCLUSIONS
Table 5.1 Hypotheses

5 No.

HYPOTHESIS

SIGNIFICANT/
INSIGNIFICANT

ACCEPTANCE/
REJECTION

There is a significant
relationship between Employee
Engagement and Job
Performance

Significant

Accepted

There is a significant
relationship between
Emplovee’s Engagement
dimensions and the Job
Performance

Significant

Accepted

There is a significant
relationship between
Emplovee’s

Engagement dimensions and
Organization Citizenship
Behavior

Significant

Accepted

There is a significant
relationship between emplovee’s
Engagement Dimensions and
Task Performance.

Significant

Accepted

There is a significant
relationship between employee’s
Engagement Dimensions and
Contextual Performance.

Significant

Accepted

There is a significant
relationship between employee’s
Engagement Dimensions and
Counterproductive Work
Behaviour.,

Significant

Accepted

There is a significant
relationship between emplovee’s
Emotional Intelligence and Job
Performance.

Significant

Accepted

There is a significant
relationship between emplovee’s
Emotional Intelligence
Dimensions and Job
Performance.

Significant

Accepted

There is a significant
relationship between employee’s
Emotional Intelligence
Dimensions and Organization

Significant

Accepted
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Citizenship Behaviour.

10

There is a significant
relationship between employee’s
Emotional Intelligence
Dimensions and Task
Performance.

Significant

Accepted

11

There is a significant
relationship between emplovee’s
Emotional Intelligence
Dimensions and Contextual
Performance.

Significant

Accepted

12

There is a significant
relationship between emplovee’s
Emotional Intelligence
Dimensions and
Counterproductive Work
Behaviour.

Significant

Accepted

13

There is a significant
relationship between emplovee’s
organizational justice and Job
Performance.

Significant

Accepted

14

There is a significant
relationship between emplovee’s
organizational justice
dimensions and Job
Performance.

Significant

Accepted

[—
¥ ]

There is a significant
relationship between emplovee’s
Organizational Justice
Dimensions and Organization
Citizenship Behaviour.

Significant

Accepted

16

There is a significant
relationship between emplovee’s
Organizational Justice
Dimensions and Task
Performance.

Significant

Accepted

17

There is a significant
relationship between employee’s
Organizational Justice
Dimensions and Contextual
Performance.

Significant

Accepted

13

There is a significant
relationship between emplovee’s
Organizational Justice
Dimensions and
Counterproductive Work
Behaviour.

Significant

Accepted
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19

Engagement mediates | Significant Accepted
the relationship between
Organizational Justice

and Job Performance

20

Engagement mediates | Significant Accepted
the relatiomship between

Organizational Justice

and Job Performance

5.4 KEY RECOMMENDATIONS

By reviewing previous studies and the results of the current study the

following key recommendations are made for the health administrators in the

hospitals:

1.

In order to improve Engagement, managers need to comprehend their
representative’s assumptions and necessities.

Employers should design the jobs so that the meaning and purpose is
good described and defined. Organizations can promote Employee
Engagement by providing Health professionals with full access to
information and resources and also providing them with growth and
development opportunities.

To Engagement level in the organization, the organization must have good
inline management and effective communication, and identify the needs
of employee development and engaged managers at all levels of the
organization.

Engagement dimension, Vigor is considered as one of the most important
dimensions which help Healthcare professionals to work with full energy
level, even during difficult situations and allow them to take extra work
which is not part of their job but which helps in benefitting the
organization.

Emotional Intelligence is one of the most important criteria which
propose a vision on how to manage and regulate one’s own emotion, thus
making a path for managing job emotional requirements among healthcare
professionals.

Emotional Intelligence, Self-awareness is an important tool of Emotional
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Intelligence that can help in recognizing one weakness and strengths of
Healthcare professionals and help them to become defensive against
obstacles they are facing.

7. Health departments should adopt Emotional Intelligence practices and
implement strategies in order to figure out client relations and motivate
people around them.

8. Organizational Justice is found to positively influence Job Performance.
Health departments should formulate procedural, moral and conditions to
improve Job Performance.

9. Organizational Justice, Informational Justice dimensions is an important
tool that makes Healthcare professionals more sincere towards their work
and more focused on the tasks given which further improves patient care.

10. The study shows lack of communication and non-involvement of
Healthcare professionals in decision making process which are considered
to be major issues contributing to the dissatisfaction and low Job
Performance among healthcare workers.

11. Job Performance is an important outcome of the hospital

12. Training will help Healthcare professionals to learn about new modern
practices and techniques about their job. Health departments should
organize such training camps for employees, which can further help in
improving employee’s performance.

13. By properly addressing employees can enhance emotional capabilities of
Healthcare professionals, which can lead towards competitive advantage.

14. Interview the Exit employees in order to access reasons that lead to
Turnover Intentions among Healthcare professionals.

15. Association between Engagement, Emotional Intelligence, Organizational
Justice and Job Performance must be studied at higher ends so that more

positive results could be traced out among Healthcare professionals.
5.5 Implications

The present research shows that all the variables taken in the study Organizational
Justice, Engagement and Emotional Intelligence positively effects the Job Performance.
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The results also depicts that after add on of Engagement and Emotional Intelligence the
effect of Organizational Justice has diminished but it still remained significant. The
research suggests that management should make efforts to enhance emotional
Intelligence and engagement within the healthcare sector through implementing
practices that helps in enhancing engagement and emotional Intelligence (Training,

practices of mindfulness to enhance self-awareness, Engagement surveys etc.).

The research also depicts that both Engagement and Emotional intelligence mediates
the relationship between Organizational Justice and Job Performance. In other words,
the current research gives detail regarding how fairness in the hospitals acts as a
motivational tool. Fairness leads to more engaged healthcare professionals who are
more focused in their work with better control over their emotions. Such professionals
can help in attaining increased patient satisfaction, quality patient care and improved
hospitals performance and efficiency. Hospitals are recommended to develop and
maintain policies, strategies and procedures to promote justice. Health administrators
should encourage fair practices like seeking views of employee’s, installing suggestion
boxes, quality circles and other think tank practices in order to involve every employee

in the policy making thus improving the organizational performance.

5.6 CONCLUSION

In Indian economy Healthcare sector has become one of the largest sectors. It is also
estimated to grow 16% in terms of employment from 2020-2030. Healthcare sector is
basically a patient oriented profession and everyone is striving in providing a patient
centered care. Patient centered care is just a relationship between healthcare
professionals and patients while catering to the needs of the patient’s basic
requirements. So, we can say Healthcare professionals are the most important assets
of the hospitals. They are responsible for improving the overall functioning, efficiency
and performance of the hospitals. Every patient’s that visit hospitals require different
services based on their treatment so hospital staff has to be well prepared and trained
to provide those services to the patients. They should be emotionally stable and must
know how to tackle situations in stressful environment .They should be fully aware of
their duties and responsibilities and provide their best quality patient care. In order to
cater to the needs and requirements of the patients and provide them with best

109



services employees needs to be fully involved and attached to their job and is ready to
go beyond their job levels to provide best care to the patients. Research also shows
that Healthcare professionals are the ones who are closer and have more contact with
the patients. When these Healthcare professionals are more engaged in their work it
reflects in the quality of patient care and it also reduces number of patient’s deaths
according to a report by Gallup. For them to be engaged in their work and
emotionally stable the one of the most important contributor is of Organizational
Justice which means how employees are treated in the organization. It is evident
enough in the recent researches that there is high turnover rates among hospital staffs
and the main reason for the employees to quit their jobs is unfairness in the
organization, which further hampers the performance of the hospitals. Therefore
Emotional Intelligence, Engagement and Organizational Justice all together become
important for improving hospitals performance.

The present study examines the role of employees Emotional Intelligence,
Organizational Justice and Engagement on Job Performance in select hospitals of
North India. It concluded that Healthcare professionals Job Performance can be
improved with the help of Emotional Intelligence (EI), Engagement (EG) and
Organizational Justice (OJ). If healthcare professionals feels that hospital
administration is transparent in assigning their duties, shifts (night/day), giving them
fair rewards on the basis of their merits, showing them respect by involving them in
decision making process and taking their ideas in consideration while making
decisions motivates them to become more emotionally, physically and mentally
committed and attached to their job without taking any leave of absence. Thus,
creating a safer environment for the patients. This result in increasing health
professionals loyalty with the hospital, reduce turnover rate, increase patient
satisfaction, quality and as well as hospitals performance. The study also found that
Engagement and Emotional Intelligence being mediators improved the relationship
between Organizational Justice and Job Performance. So in conclusion if we have to
improve Job Performance hospital administrators should treat employees fairly with
dignity and respect, provide fair information and involve them during decision
making process. When employees feels that there is fairness in hospitals, transparent

reward system is followed then they will feel a sense of motivation to work for long
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hours even in the difficult situations and apply positive emotions to retain patients.
This will not only improves performance but will reduce no of medical accidents,
increase safety, security and quality care of patients.

The study found a strong and significant association and significant impact between
Engagement and Job Performance. This can be seen Healthcare professionals
continuously monitoring the health of the patients, clearing all their and their family
members’ queries, answering their every question related to their treatment and
medications and giving their full energy and efforts in improving the patients’ health
without paying attention to what is happening in the surroundings. They were
applying their all energy levels to complete their duties, helping their co —workers in
their work and willingly volunteering to do extra shifts in case of emergency
situations thus, improving the hospitals efficiency and performance. Among
Engagement dimensions, Vigor dimension showed more profound effect on Job
Performance which was witnessed when employees were willing to work for long
hours and their resent less commitment in treating patients even in difficult and
stressful situations. Their attitude and willingness to work even in odd hours helped in
increasing their Job Performance.

The study also showed a strong and significant association and significant impact
between Emotional Intelligence (EI) and Job Performance (JP). This can be seen
employees properly controlling and managing their emotions while catering to the
needs of the patients and not allowing their own emotions to become a barrier while
performing their duties. They were able to understand the patient’s emotional state of
mind and were able to manage patient’s emotions by providing answers to their all
questions and consoling them with motivating words and actions like they will get
better. Thus, leading to improved patients satisfaction, quality and safety and hospitals
overall performance. Among the dimensions of Emotional Intelligence Awareness of
own Emotions showed more profound effect on Job Performance. This can be seen
employees were easily able to recognize their own emotions, avoid negative emotions
and thus apply positive emotions in order to retain their patients. They were able to
understand the needs of their patients and use different ways and techniques for fast
recovery of patients thus, improving their and hospitals performance.

The study also found a positive association and significant impact between
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Organizational Justice (OJ) and Job Performance (JP). This can be seen Fairness in
the organization helps employees to perform their tasks and duties in more efficient
way and helps them in showing positive behaviors related to organizations such as
voluntary behavior like (OCB). Informational Justice (one of the dimension of
Organizational Justice) showed more profound impact on Job Performance. This can
be seen when hospital staffs were provided with fair information regarding the
standards on which their performance will be marked and further rewards (career
benefits, pays, promotions) will be distributed among them motivated them to
perform their duties more efficiently, fairly, sincerely and never taking any leave of
absence. Thus, increasing hospitals overall performance and efficiency.

The study also concluded that the Healthcare professionals are the important assets in
the hospitals. They are responsible for improving or decreasing the hospitals
performance. Staff is needed to be maintained to improve hospital performance. This
can be achieved by providing employees with fair and equal compensation, salaries,
and benefits based on performance and also allowing them to participate and share
their views and ideas in the decision-making process. Thus, the employees will get a
sense of motivation that they are fairly and equally treated which will help them in
avoiding negative emotions and make them more focused and engaged in their work.
When employees are more engaged, emotionally stable and are fairly treated then
there is improvement in the nature of patient consideration, medical clinics notoriety
and execution of the hospitals.

Improving Job Performance is one of the most important goals not only in hospitals,
but also in other organizations as well. Job performance in the healthcare industry is
very important as it is involved in saving and improving patients' lives. When
healthcare professionals are performing properly it improves the patient care which is
ultimately one of the most important goals for all the healthcare professionals working
in any healthcare organization to achieve. When healthcare professionals are
performing better it will reduce the no medical accidents and patients feel that they
are secure, safe and in the right hands. They feel a sense of confirmation that they
will get better if they receive treatment in a particular hospital. In this context,
improving Job Performance is one of the hospital's most important outcomes to

achieve for survival of hospital in this competitive phase. Thus ignoring the problem
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of Emotional Intelligence, Organizational Justice, Engagement and Job Performance
can have a destructive outcome for any hospital.

5.7 SCOPE FOR FUTURE RESEARCH

Current studies show findings based on investigating the role of employee’s
Organizational Justice (OJ), Engagement (EG), Emotional Intelligence (EI) and Job
Performance (JP) in hospitals in North India. The study suggests following research
directions which can be further explored in the future. The present study emphasized
to find the relationship between Engagement, Emotional Intelligence, Organizational
Justice and Job Performance is carried out only in select Hospitals of North India. In
future researcher could consider other parts of India (i.e. South, East and
West).Similar type of study can be opted for different industrial sector with same
scope and nature. The study only focuses on three predictors of Engagement, four
predictors of Organizational Justice, four predictors of Emotional Intelligence and 4
predictors of Job Performance. More dimensions could be included by researchers in
the future for further investigations. A Comparative study considering female and
male health workers could be initiated using all these variables. It could evaluate the
effect of these variables in terms of gender. Longitudinal studies can also be
conducted to understand the variables studied over a period of time. This study
focuses on the relationship between Engagement (EG), Emotional Intelligence (EI),
Organizational Justice (OJ), and Job Performance (JP) in the context in India. There
are few studies in the literature that show a link between these variables taken in the
study. Further research can be done using other variables that may contribute to Job

Performance (JP) in the Indian context.
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EMPLOYEES' EMOTIONAL INTELLIGENCE,
ENGAGEMENT, ORGANIZATIONAL JUSTICE AND
JOB PERFORMANCE IN SELECT HOSPITALS OF
NORTH INDIA

Dear Sir/Madam,

I am conducting a survey among the employees of service sector
in North India, as a part of Ph.D. from Lovely Professional
University. Please spare some time from your busy schedule to
respond to this questionnaire. It 1s assured that the information is
sought anonymously and will be kept confidential, to be used for
academic purposes only.

OBJECTIVES
1. To study the relationship between employee’s Engagement and Job Performance in

Select Hospitals in North India.

2. To study the relationship between employee’s Emotional Intelligence and Job
Performance m Select Hospitals in North India.

3. To study the relationship between Employees organizational justice and Job
Performance i Select Hospitals in North India.

4. To formulate a comprehensive model describing the relationship between
Employee engagement, Emotional intelligence, Organizational Justice and Job

Performance.
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Part I: This part contains some statements regarding vour current job, current
organization and vourself. Please indicate how far vou agree or disagree with the
given statements on the following scale (evaluate the Emotional Intelligence
among emplovees).

Stromgly - ; Strongly
- Agres Newitral Drizagres .
5 No. | Statements E’;_.?ree ) @ @ ["15{313;99

EMOTIONAL INTELLIGENCE is the capability of individuals to recognize
their own emotions and those of others discern between different feelings and
label them appropriately, use emotional information to guide thinking and
behavior, and manage andfor adjust emotions to adapt to environments or

achieve one's goals.

Awareness of own emotions

I can explam the
1. | emotions I feel for my
team members.

I can  discuss  the
emotions 1 f2e] with other
team members.

el

If T f2el down, T can tell
my team members what
will make me feel better.

I cam taldk to other
members of my tezm
4. | sbout the emotions I
EXperience.

Management of own emotions

I respect the opmion of
my team members when
they thmk I 2m wrong.

hEL]

When I 2m frustrated
with my fellow team

6. members, I can overcome
my frustration.
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Statement

Strongly
Agres

(%)

Agres
)

Neuiral

3

Drizagres
2

Stromgly
Drizagree
(1)

When decidmg on =2
dispute, I fry to see 2l
sides of a2 disagresment
rationally before I come
to 2 conclusion.

I give a2 far hearmg to
fellow team  membet's
1deas.

Awan

eness of others emotions

I can read fellow team
members ‘true’ feelmgs
even if they try to hide
them.

10.

I am able to describe
accurately the way others
mmy tezm are fecling.

11.

When I tzlk to my tezm
members 1 can wdentfy
thetr trus feslmps from
thetr body langnape.

12.

I can tell when my team
members  don't mezn
what they are saying.

Management of others’ emotions

13.

My enthusizsm can be
contagious for members
of my tezm.

14.

I am able to cheer my
team members up when
they are feelmg down.

I can get fellow team
members to share my
kesnmness for a project.

16.

I can provide 2 'spzk’ to
get fellow team members
enthusiastic.
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Part II: This part contains some statements to which vou are reguested to
respond in view of vour curremnt job. Please indicate how far vou agree or
disagree with the given statements om the following scale (evaluate the
Engagement among emplovees).

Stromgly
_ Stromgly Arres Nentral | Disagree | Dizagree
5 No. Statements Agree ) & @ @O
=

EMPLOYEE ENGAGEMENT iz = workplsce zppreach resultng m the right
conditions for all members of zn organization to give of thew best szch day,
committed to thew organization’s gesls and values, motrvated to contibute to
organizational success, with an enhanced sense of their own well-beme.

Atmy job, I feel bursting

17. with eneroy.
18 Atmy job, I fzel strong
" | =nd vigorous.
19 I zm enthusiastic about
" | my job.
3p. | My job mspires me.
When I getup m the
21. | moming, I fesl like gomg
to work.
4q | Ifeel happy when I am
== wotking intenzely.
23 I zm proud of the work
= | that I do.
2y [ zm mmersed n my
T | wotk
" I g=t carried zway when
=2 | I'm working.
I mest my tzsks estlisr
33. | than is required
I retum requests for
M. | mformation promptly
Help orient new
35, emplc-}'e_es even though is
not requirad
36 I willmgly give my tme
* | to others
I am always ready to lend
37. | 2 helpmg hand to those

around me
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. Strongly | Agree | Nemtral | Disagree | Strongly
5 No. Statements Agree 7 @) {2} Disagree
5 1)

TASK PERFORMANCE the effectiveness with which job mcumbents perform
activites that comtribute to the orgamizahon's techmical core either directly by
mplementmg 2 part of itz technological process, or mdwectly by providmg it with
needed materials or services.

I am zble to manzge to plan

38. | my wotk so that it completes
on time.
39, [ I=zm zble to plan optmezlly.
I kept m mmnd that results that
40. (I mtend to achieve m my
work.
I zm zble to separatz mam
41. | 1ssues from side issues at
work.
o I kmow how to set the night
= | priorities.
I zm zble to perform my work
43, | well with mmimal tme znd
effort.
“ I feel Collzboration with

othets 13 productive.

CONTEXTUAL PERFORMANCE the activities that contribute to the social and
psychelogical core of the organization

I t=nd to tzhs extra

3. responsibilities.
16 I tzke new tasks of my own,
" | when allotted tasks fmishes.
I =am willmg to opt
47. | challengezble wotk when
available.
18 I wotk zt keepmg my job
" | kmowledge up-to-date.
19 I wotk zt keepmg my job
" | shalls up-to-date.
- I would come up with creative
0. | solutions to new problems.
21 I keep lockmg for new
" | challenges m my job.
5. | I would do more than what 1s
expected from me.
53 I actively participate m work

mestimes.
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Part IV - This part contains statements to which vou are expected to respond in
view of vour current job. Please indicate how far vou agree or disagree with the

given statements on the following scale of Organizational Justice among

emplovees.

5 No.

Stntements

Strongly
Agree
1=

Agres
4

Nemiral
3)

Dhizagres
2

Stromely
Drizagres
(I

ORGANIZATIONAL JUSTICE r=far: to

smployas

Taptions

of faimess

in the wordplacs,

I have = say m the
development of procedure
and process for mekmg
decisions.

66,

I zm zble to appezl agamst
the  decisions of the
hospitzl.

67.

In arriving at decisions the
procedures followed by the
hospitzl are consistent.

63.

The  Tthensfitz 1 recemve
reflect my effort towards
work.

69.

The benefits 1 receive are
gqual and fzir 2z compared
to my working colleagues.

T0.

The hospital treats me with
dignity and respect.

71.

I recerve cordizl workmg
relationship  from  my
supervisor and collezgues.

The hospital is transparent
and honest m
COMIMUNIcatmg its
regulztions i detzils to
employess.

T3.

The hespitzl manzgement
explaing itz decisions to its
emplovess m order to bring
tramsparency i their
System.

T4.

The hospital clearly links
the mdividual nesds with
the hospitzls misston and
ViSIoH.
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- Stromgly | Agree | Nemtral | Dizagree | Strongly
5 No. Statements Agree @ ) ) Disagree
) 1
I zctively lock for ways to
5. | mprove my performance at
wotk.
- | I tend to grasp opportmities
55. -
whenever they appear.
I am able to handle difficult
56. | sttuztions and  setbacks

quickly.

COUNTERPRODUCTIVE WORK BEHAVIOR iz smploves behavior that goes
agamst the legimate mterests of an organization.

57.

Semetmes | mtemtionally tell
people outside the job what 2
lousy place I work for.

Sometmes [ mtentionally
come to work late without
Pemissicn.

Sometmes | mtentionally stay
at home from work and mform
that T zm sick but actuslly I
am not.

&0.

Semetmes [ mtentionally
msult someene zbout thew job
performance.

61.

Sometimes [ mtentionally
mzks fun of someons’s
personal lifs.

Intentionally  sometimes I
ignore someene at work place.

Sometimes | mtentionally start
an argument with someone at
wotk.

64.

Sometimes [ mfentionally
Insults of mzke fun of
someons at work.
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Part V: Please tick the relevant option

Name of present Hospital

Gender
0 Male O Female

Age (in years)
O Up to 25 years O >=25upto35years O=35 up to 45 years
O =45 up to 55 years 0 More than 55 years

Your designation in current Hospital

State of Origin

Town of Origin

Qualification at the time of joining employment
0 10th/Matriculation O 10+2 O under Graduate
0 Post Graduate 0 PhD/Doctorate O other

Experience in this Hospitals (in years)
0 lyears O 2years O 3 years
0 dyears O 5Years O More than 20 years
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ITEMS RELIABILITY

ITEM CODE CROMBACH ALPHA
51 0.944
52 0.945
53 0.945
s 0.947
55 0.945
56 0.946
57 0.946
58 0.945
Ky 0.947
310 0.946
511 0.944
512 0.945
513 0.945
514 0.945
515 0.945
516 0.946
517 0.945
518 0.945
513 0.945
320 0.945
521 0.948
522 0.945
523 0.945
324 0.946
525 0.946
526 0.949
527 0.948
328 0.948
329 0.947
330 0.945
331 0.944
332 0.948
333 0.944
335 0.948
536 0.944
537 0.946
538 0.946
539 0.946
40 0.948
1 0.948
=2 0.948
3 0.944
4 0.945
545 0.945
56 0.947
547 0.947
548 0.947
545 0.946
550 0.945
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551 0.946
552 0.946
553 0.945
554 0.945
355 0.545
556 0.944
557 0.948
358 0.548
559 0.9439
560 0.949
561 0.943
562 0948
363 0.548
564 0.948
565 0.946
566 0.946
567 0.945
368 0.545
569 0.945
570 0.945
571 0.945
572 0.945
373 0.946
574 0.945
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