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ABSTRACT

Purpose: Research objective to assess moderating role of demographic factors such as age, gender, as well as
experience, on linkage among EI (emotional intelligence) and OCB (organisational citizenship behaviour).

Design: The research has been done for senior level employees of IT service organizations like managers,
executives and team leads in India having experience of at least 2 years. Sample of 550 employees has been
selected utilizing simple random sampling technique. Google Forms has been utilised to collect data, or a closed-
ended questionnaire was created for data collection. The IBM SPSS AMOS is the software used for developing a
“partial least square structural equation model (PLS-SEM)” for assessment of impact at 5% level of significance.

Findings: The evaluation of proposed PLS-SEM model defines that EI have positive impact on OCB level as
more emotionally aware and knowledgeable persons tend to have better motivation for contributing towards the
organization. Also, integrating the role of demographics in the model, the analysis identified that demographic
factors don’t directly influence OCB resulting in restricting organizations from integrating demographic-specific
strategies. Instead, as the current experience level of employees has positive moderating influence on relationship
among EI and OCB, thus, more IT service organizations could focus on enhancing the experience of employees
in the organization by having mentorship programs, diverse projects allotment to employees, or providing training
for enhancing the skillset. These efforts will help employees feel more belonged and motivated towards improving
the organization's performance.

Originality: The research helps to broaden the body of literature in fields of OCB and EI. As the moderating role
of demographics was not assessed and also evaluation for the linkage between EI and OCB was not present for
the IT service sector in India, thus, findings of the research are valuable for IT service organizations in India to
improve the EI level of employees. Even in practice organizations could use the findings for designing their HR
policies to derive better OCB level among employees.

Keywords: Organizational citizenship behaviour (OCB), emotional intelligence (EI), age, gender, experience,
PLS-SEM

INTRODUCTION

The continuous change in today’s business environment has created the need to develop the competencies that
enable employees and managers to operate efficiently and effectively to achieve individual and organisational
goals. EI is one such competency which defines the ability of an individual to express, appraise, or perceive
emotion; capability of generating or accessing emotional knowledge, and the potential of regulating emotion for
promoting intellectual and emotional growth (Goleman, 2005; Kemkar and Jain, 2017). Previous researchers
(Gupta, 2016; John, 2020; Kapadwala and Joseph, 2023) have identified role of EI in supporting IT service sector
through its significant contribution to stress management, job performance, leadership effectiveness and
organizational performance. Also, studies have shown that the dimensions of EI like empathy, emotional stability,
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self-motivation and self-awareness have contributed to influencing managerial effectiveness (Kemkar and Jain,
2017). Further, EI is linked with the ability to reduce organizational role stress and improve creativity, emotional
resilience, and decision-making skills among IT service sector employees (Rathore and Ahuja, 2015; John, 2020;
Kapadwala and Joseph, 2023).

Another perspective is the significant role of OCB in organizational effectiveness (Goel and Singh, 2023; Singh
and Banerji, 2022). According to Matthew and V.A. (2020), OCB is described as people's behaviour that is
flexible, not instantly and clearly acknowledged by a formal incentive system, and that promotes effective and
successful organisational functioning. There are mainly 5 dimensions of OCB like courtesy, civic virtue,
sportsmanship, conscientiousness, virtue. According to Mohapatra, Satpathy, and Patnaik (2019), these factors
taken together characterise the impact of OCB. According to researcher Kusumajati (2014), OCB contributes
towards employee creativity, organizational performance, and job satisfaction. Apart from this, studies also have
shown that OCB has contributed to positively influencing employee creativity, deriving improved productivity,
increasing the adaptability of the organization, and enhancing stability (Chhabra and Mohanty, 2016; Saravanan,
2018; Mohapatra, Satpathy and Patnaik, 2019; Singh, Rawat and A., 2023). Thus, OCB is an important aspect of
the organization.

While discussing the EI of employees, the researchers highlighted the role of demographic factors. Pooja and
Kumar (2016), Nagar (2017), and Gautam and Khurana (2019) highlighted the positive contribution of age and
work experience in EI. These studies mentioned EI as a competency developed based on life experience. In this
case, older persons typically have greater EI levels than younger ones because they have more life experience.
Similarly, work experience of an individual defines the skillset and knowledge of the person. Therefore, with the
presence of more knowledge and skill, a person tends to have a higher EI. Focusing on the influence of gender,
Uslu (2020) mentioned that females have higher EI in comparison to males. According to a study by Shrestha
(2022), El is impacted by demographic factors involving education, age, service year, salary, designation, but not
by gender or marital status. Thus, demographical characteristics of an individual have a role in influencing the EI
of a person.

TIndia's IT services industry makes a significant economic impact. Accounting for 7.5% of Indian GDP in FY 23
as well as an expected contribution of 10% by 2025 in India’s GDP, the focus of the sector is towards preparing
itself for the next phase of the IT revolution (IBEF, 2023). However, the sector has the presence of problems such
as employment risk, skill gap, workload, higher turnover intent, lower organizational commitment, and women
employment discrimination (Chaturvedi and Chand, 2022; Kanwar, Singh and Kodwani, 2012; Gaikwad, 2021).
A focus on OCB could help in addressing these challenges and even researcher Kusumajati (2014) identified the
positive contribution of OCB in organizational performance, thus, the IT service sector of India could employ the
strategies for boosting OCB.

Researchers have independently identified how demographics affect EI and how EI affects OCB, but they have
not focused on using demographics as moderating variables in relationship among EI and OCB. As India is an
economy with a diverse group of people, demographics have a crucial role in influencing behaviour of employees
(Singh and Banerji, 2022). To achieve the success of the organization, there is a need to have effective management
of the diverse workforce. For this, the requirement is to have an understanding of the role of demographics. Thus,
the objective of current research is to close this gap by evaluating moderating impact of demographics between
OCB and EI.

Aim of the study

This study aims to examine the moderating effect of age, gender, and experience on the impact of emotional
intelligence on OCB.
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LITERATURE REVIEW
EI

EI could be defined as the social intelligence form which focuses on ability of people to manage emotions and
understand as well as recognize them in himself or others (Mayer and Salovey, 1993; Yadav and Jain, 2020). The
concept of EI accepts the role of emotion in influencing individual life and compared to the standard intelligence
concept, EI defines emotion's influence on the relationships, success, and well-being of an individual (Habib, Naqi
and Ali, 2021). As stated byDoe, Ndinguri, and Phipps (2015), EI is ability to think more clearly. This involves
being able to recognise or control emotions for personal development, as well as having access to and
comprehending emotions and emotional knowledge. Though EI is significant for all individuals, but it has a
special role in the workplace. As organizations can improve the well-being of the employees and increase their
productivity by focusing on EI, therefore, consideration of the role of EI is required (Phaugad and Rajan, 2017).

Researchers in existing studies identified that there is the existence of many factors which contribute to influencing
the EI of an employee. According to a study by Soomro et al. (2022), job satisfaction and organisational
commitment are the elements that influence EI. Further, OztiMurlenk (2019) defined the significant role of the
education level of employees in affecting the EI for the service sector employees in the U.S. Lakshmi and Sekhar
Rao (2018) defined that EI not only have an influence on the career and workplace but it also influences the
professional life of an individual. The factors which majorly constitute this impact are anger, anxiety control,
achievement orientation, adaptability, transparency, and emotional self-efficacy. Another study by Babithak,
Murugesan and SanithaK (2020) mentioned that work-life balance, educational factors, personal factors,
demographic factors have major influence on EI of employees. Supporting this, Thapa, Akashe and Bhattarai
(2023) also mentioned the role of socio-demographic features like qualification, EI training, marital status, work
experience, age and gender on EI of employees. Herein, the relationship of EI was derived from marital status, EI
training, social media engagement, and work experience. Hence, the presence of EI in employees is essential for
improving their efficiency and deriving better organizational performance.

OCB

OCB defines the discretionary and voluntary actions taken by employees which are benefitting the organization
and are beyond the role requirement (Tambe, 2014; Azmi, Desai and Jayakrishnan, 2016). In simple terms, OCB
is the phenomenon wherein the individual behaves in a manner which is beyond the scope of the assigned tasks.
The researchers defined OCB with its two main characteristics. Firstly is the requirement of voluntary behavior
i.e. the engagement of the employee in the task should be willingness-based and not direct by any external
coercion. The second aspect is that the action should have some valuable contribution to the organization like a
positive influence on the effectiveness and functioning (Ravina, 2023). According to existing research, these
volunteer contributions improve job satisfaction, organisational and individual performance, building
relationships with others, and gaining a competitive advantage (Yadav and Punia, 2013; Kernodle and Noble,
2013). Thus, for improving the management practices and the organizational performance focus on OCB is
essential.

Though OCB is identified as a relevant concept for organizational effectiveness, but for supporting the integration
of OCB practices, researchers identified different factors which affect OCB (Goel and Singh, 2023; Singh and
Banerji, 2022). Islam, Akter and Afroz (2015) mentioned that altruism, organizational loyalty, courtesy, problem
concern, conscientiousness, sportsmanship, civic virtue, self-development, and organizational compliance are the
factors which affect OCB. Kusumajati (2014) defined the role of superior-subordinate interaction quality,
personality traits, and organizational support role in influencing OCB. Bismala (2019) discussed the significance
of a positive organizational climate, effective leadership, and job satisfaction of employees in motivating
employees to deliver more than formal tasks. Adding to this, Putra (2020) and Fathiyah and Pasla (2022) defined
leadership, personality, engagement, commitment, empowerment, employee morale, and work motivation as the
factors which tend to enhance the OCB among employees. Hence, OCB presence in an employee helps boost
organizational productivity, thus, organizations need to focus on factors affecting OCB to increase contribution of
employees in organization.
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Role Of Age, Gender and Experience in EI

The EI of an individual changes over the lifetime due to the change in a person’s physiology, experience
accumulation, motivation, and intelligence. Among these changes, the demographics of a person are the relevant
source of influencing the EI of an individual (Khan and Minbashian, 2017). Studies (Shrestha, 2022; Nagar, 2017,
Sergio, Dungca and Ormita, 2015; In their investigation on the relationship between demographics and EI, Gautam
and Khurana (2019) found that demographic parameters significantly affect EI. The importance of demographic
factors in determining an individual's EI is defined by the presence of significant impact, even though the impact
of various elements differs. According to OztiMurlenk (2019) and Pooja and Kumar (2016), age is factor which
determines people’s capacity for emotional regulation and change adaptation. As older people have the experience
of managing their own emotions and comprehending others' emotions, thus, EI competence could increase with
age. Thapa, Akashe and Bhattarai (2023) discussing gender roles in EI mentioned that higher EI scores were
attained by females compared to males as females are more emotionally developed. Uniyal and Uniyal (2020)
mentioned about work experience role in EI by defining that experience allows an individual to become more
self-aware, better at working with others, better at managing themselves, and better at handling conflict or
communicating due to the encountered chances, opportunities, and obstacles in the workplace. Therefore, higher
work experience results in raising the EI level of an individual. Though different researchers have explored the
influence of other demographic factors too like marital status or qualification, but impact of these variables
witnessed contrary findings. Studies such as Thapa, Akashe and Bhattarai (2023) defined no role of marital status
and qualification, while Pooja and Kumar (2016) showed the presence of impact. As age, gender, and work
experience were mostly consistent, thus, they are identified as mainly the demographic factors influencing EI.

Empirical review

Pooja and Kumar (2016) empirically assessed the linkage between demographic variables and the EI for the Indian
service sector by examining the perception of 424 employees using SPSS software. The analysis of the responses
revealed that gender, age, work experience, educational qualification, management level have contributed to
influencing EI. Sharma and Mahajan (2017) examined how bank employees' EI and OCB relate to one another.
With the examination of 673 employees' perceptions of the State Bank of India in J&K, the analysis depicted that
there is a presence of positive influence of EI on OCB. According to these studies, when employees' emotions are
appropriately communicated, their productivity rises, which enhances the performance of the organisation.
Turnipseed (2018) assessed the relationship between OCB and EI while controlling for locus of control. 290
employed students' perceptions were evaluated, and the results showed that the organisational and individual OCB
are positively affected by EI dimensions of managing, comprehending, and perceiving emotions. Anwar et al.
(2017) investigated relationship among OCB and EI for workers at eleven commercial banks in Peninsular
Malaysia. The analysis of 293 workers demonstrates that the elements of EI, involving emotion appraisal, emotion
regulation, emotion usage, have a favourable impact on OCB..

The perceptions of 360 middle-level managers for Uttarakhand's businesses were investigated by Gautam and
Khurana (2019). Examination of data using SPSS software identified that gender has a significant role in EI as
females have more EI compared to males. Age has a positive impact on EI i.e. older people have more EI. Also,
work experience positively influences EI as more experienced managers tend to have higher scores of EI. Nagpal,
Kumar and Ravindra (2020) assessed the perception of more than 500 IT organisation employees in Bengaluru,
India to identify effect of demographic factors on EI. According to the study, demographic variables significantly
affect EI. Similarly, Thapa, Akashe and Bhattarai (2023) assessed the linkage between demographic factors and
EI for 397 employees of organizations in Kathmandu Valley, Nepal. Employees' EI is positively impacted by
sociodemographic characteristics, according to an analysis of parameters invovling gender, marital status, age,
qualifications, EI training, work experience.

Conceptual framework

Study's conceptual framework, as determined by the review of previous research, may be expressed as
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Figure 1. Conceptual framework.

As per the literature review, the figure above indicates that there are two types of connections among OCB and
EI. One is the clear connection among OCB and EI. Another is how the relationship among OCB and EI is
influenced by the moderating influence of demographic variables.

Research Gaps & Hypothesis

The EI existence in an organization not only helps in improving the relationship of the employees with the
organization but also makes employees feel valued in the organization. As identified by many researchers (Sharma
and Mahajan, 2017; Turnipseed, 2018; Anwar et al., 2017), this sense of being valued results in having a positive
influence on the employee's willingness to work more than the assigned tasks. This defines presence of positive
linkage among EI and OCB. Even while discussing EI, the researchers (Gautam and Khurana, 2019; Nagpal,
Kumar and Ravindra, 2020; Thapa, Akashe and Bhattarai, 2023) identified that over the lifetime, the EI of
individual changes and one of the factors which majorly influence the EI is the demographic aspects. Gender, age,
as well as work experience have a significant effect on EI. However, despite understanding the role of
demographics in changing employee behaviour, the exploration of demographics' role in influencing the OCB
level or the linkage between EI and OCB has not been done. Also, as the Indian IT industry needs to improve its
OCB to overcome the persisting challenges of employee motivation or turnover, thus, further there is a study gap
in having examinations for IT service sector in India.

Following hypothesis will be evaluated to close this research gap and satisfy the study's requirements.
HI1: EI among employees results in raising the OCB among employees

H2: Demographic factors have significant influence on the OCB among employees

H3: Demographic factors have moderating effect on relationship among EI and OCB among employees
RESEARCH METHODOLOGY

The research objective is the examination of moderating impact of demographic factors on linkage among OCB
and EI. The research was done using the positivism paradigm and epistemology philosophy as the methods enable
the exploration of the existing information and the statistical evaluation of the theoretical details. The research
design has been explanatory to support need for research of having empirical evaluation using hypothesis testing.
Herein, the deductive approach was used for discussing the broader linkage of EI and OCB concerning IT service
organizations in India only.
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Data

The research objective to have evaluation of linkage between OCB and EI for the employees considering the
moderating impact of demographic variables, thus, herein quantitative data was selected. The data allowed the
researcher to determine the association among demographic parameters, EI, and OCB, as well as to statistically
evaluate linkage.

As focus of research is employees of IT service organizations in India, so, the desired criteria was to have the
inclusion of only those organizations wherein at least 50 employees are present. Targeted population of research
has been senior-level employees like managers, team leads, or executives who have a total experience of at least
2 years. The experienced employees helped the researcher in getting more adequate information about the EI and
OCB linkage. The study was restricted to the Delhi NCR region to reach employees from all across India due to
time and resource limitations. Herein, from the specified population, a sample needs to be selected for assessment.
To minimise bias in data gathering and preserve unpredictability, the researcher chose to pick the sample using a
straightforward random sampling technique. Cochran's formula has been used to determine study's sample size
at 95 percent confidence interval, using a 65% population attribute proportion and a 4% error margin. Derived
sample size has been 546, but for better approximation, the sample of 550 employees was considered for study.

Data collection

For a collection of the desired sample data, a closed-ended questionnaire was designed. As the close-ended
questionnaires enable statistical examination of the responses and even help in collecting only relevant
information for the study, thus, the close-ended questionnaire was selected for the study (Rosala, 2024;
Taherdoost, 2020). The two primary portions of the designed questionnaire were inferential and demographic
sections. While the inferential section contained the study's two primary variables, OCB and EI, the demographic
section asked questions about respondents' demographic traits. Herein, 40 items were included to represent two
constructs. Table 1 shows the no. of items included per construct and the sources based on which these items were
developed.

Table 1. Questionnaire constructs.

Constructs Items per construct Sources

OCB 24 (Kushwaha, 2019; Meilani et al.,
2020; Tambe and Shanker, 2015).

EI 16 (Garg et al., 2023; Khatun and
Salleh, 2020; Muhammad Abdul
Rasheed, 2014; Zungu, 2022)

To collect the data, initially, the organizations were contacted and briefed about research purpose and details. Once
confirmation from organization was derived for the participation of their employees, then using Google Forms the
questionnaire was circulated to the selected respondents. Initially, the response rate was very low. But as the
specified sample size was 550, thus, respondents were connected again and again and even emails were circulated
for their responses to reach the desired sample size. Finally, after three rounds the sample of 550 employees was
collected.

Data Analysis

IBM SPSS and IBM SPSS AMOS were utilised to analyse data that has been gathered from respondents. Herein,
demographic of respondents was assessed using the frequency analysis with IBM SPSS. The analysis revealed
that the selected respondents are well educated and are mostly the ones who are either executives or managers so
are mostly from age 30-40 years or 40-50 years. Even the current experience of the sample is below 5 years while
total experience is mostly between 5-10 years and 10-15 years.
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Figure 3. Demographic analysis.

The demographic analysis showed that as the selected sample is well experienced and educated, thus, the sample
was suitable for making deductions about the linkage between EI and OCB as the sample would be well aware of
the working of the organization.

For the inferential section, a PLS-SEM-based model has been developed. Based on model, the assessment of
proposed hypothesis was done at a 5% level of significance. Herein, the interaction effect between demographics

and EI was also included in the model to assess moderating impact of demographics on linkage among OCB and
EL

Reliability and validity

The focus of the researcher was not just on building the model for objective fulfilment but on deriving more
reliable and valid findings. Herein, reliability of model was assessed by utilizing the CR (composite reliability)
and Cronbach alpha test. Additionally, “average variance extracted (AVE)” was utilized to evaluate convergent
validity of model. Additionally, square root of AVE and intercorrelation among the components were used to
determine discriminant validity. Finally, the RMSEA, GFI, NGI, IFI, PGFI, PNFI, and PCFI indices were used
to assess model fitness of PLS-SEM model. Data analysis
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According to the literature study, previous research has shown that there are demographic characteristics that
affect EI and that EI influences OCB in employees. With age, gender, current experience, and total experience as
moderating variables, a PLS-SEM model is created here to illustrate relationship among EI and OCB. Interaction
effect among the demographic and EI is included in PLS-SEM model.
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Figure 4. PLS-SEM model.

The above fig. presents the linkage stated in conceptual framework of research. Before proceeding with impact
examination, the requirement is to have an understanding of reliability as well as validity of model. thus, herein,
initially, measurement model outcomes will be discussed, followed by discussion of the structured model.

Measurement model

Chan and Lay (2018) and Hair et al. (2022) while discussing development of PLS-SEM model stated that
verification of the reliability as well as validity of model is essential to define whether the findings are effective.
Cronbach alpha and composite reliability are two distinct indices that can be utilised to assess a model's
dependability, according to Hair et al. (2022). Cronbach alpha is internal consistency measure which defines the
interlinkage between the items used for measuring the construct. A value of more than 0.6 reveals that the items
are efficient in measuring the selected construct. After that, CR was defined as the construct's overall dependability
measure by Hair et al. (2022) and Cheung et al. (2023). These investigators recommended that value of more than
0.6. Further, Yang and Liu (2023) and Hair et al. (2022) also mentioned validity of model. Herein, these
researchers mentioned that convergent validity is the extent of measuring the interlinkage between the different
items of the construct. The criteria for the convergent validity are having an AVE value of more than 0.5. Herein,
table 2 illustrates that factor loading of each of selected constructs is more than 0.5, revealing significance of the
item in measuring the respective construct. Further, value of CR and Cronbach's alpha is > 0.6 for both constructs,
showing existence of reliability in the measurement of the construct. Further, even the value of AVE is 0.5 or
more, thus showing presence of convergent validity in measurement of OCB and EI.

Table 2. Reliability and validity of OCB and EI.

Statements Codes | Factor | CR | AV | Cronbac
loadin E h alpha
g

Organizational Citizenship Behaviour (OCB)
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“Attendance at work is above the norm” for me OCB1 | 0.67 0.9 | 0.50 | 0.96
6

“I do not take extra breaks OCB2 | 0.70

I obey company rules and regulations even when no one is OCB3 | 0.66

watching

I’m one of the most conscientious employees” OCB4 | 0.66

I believe in giving an honest day’s work for an honest day’s pay | OCB5 | 0.78

I spend a lot of time complaining about trivial matters OCB6 | 0.75

I always focus on what’s wrong rather than the positive side OCB7 | 0.61

I tend to make “mountains out of molehills” OCBS8 | 0.75

I always find fault with what the organization is doing OCB9 | 0.79

I am the classic “squeaky wheel” that always needs greasing OCBI1 | 0.70
0

I attend meetings that are not mandatory but are considered OCBI1 | 0.70
1

I attend functions that are not required, but help the company's OCBI1 | 0.76

image 2

I keep abreast of changes in the organization OCBI1 | 0.74
3

I read and keep up with organization announcements, memos, OCB1 | 0.84

and so on 4

I take steps to try to prevent problems with other workers OCBI1 | 0.71
5

I am mindful of how my behaviour affects other people’s jobs OCBI | 0.62
6

I do not abuse the rights of others OCBI | 0.62
7

I try to avoid creating problems for workers OCB1 | 0.70
8

I consider the impact of his/her actions on coworkers OCBI1 | 0.71
9

I help others who have been absent OCB2 | 0.65
0

I help others who have heavy workloads OCB2 | 0.71
1

I help orient new people, even though it is not required OCB2 | 0.65
2

I willingly help others who have work-related problems OCB2 | 0.76
3
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I am always ready to lend a helping hand to those around me OCB2 | 0.65
4
Emotional Intelligence (EI)
I have a good sense of why I have certain feelings most of the Ell 0.77 0.9 | 0.53 | 0.94
time. 5
I have a good understanding of my own emotions. EI2 0.62
I really understand what I feel. EI3 0.66
I always know whether or not I am happy. El4 0.55
I always know my friend's emotions from their behaviour. EIS 0.66
I am a good observer of others' emotions. El6 0.65
I am sensitive to the feelings and emotions of others. EI7 0.71
I have a good understanding of the emotions of people around EI8 0.87
me.
I always set goals for myself and then try my best to achieve EI9 0.76
them.
I always tell myself I am a competent person. EI10 0.74
I am a self-motivated person. EIll 0.67
I would always encourage myself to try my best. EIl12 0.73
I am able to control my temper and handle difficulties rationally. | EI13 0.77
I am quite capable of controlling my own emotions. Ell14 0.75
I can always calm down quickly when I am very angry. EIl5 0.72
I have good control of my own emotions. Ell6 0.91

Lastly, examining the constructs' correlation with square root of AVE could be used to gauge discriminant validity
of construct. Table 3 illustrates that as value of AVE is more than the correlation value, therefore the discriminant
validity is present in the measurement of the construct, and the selected constructs could be used further for the
evaluation of the linkage between EI and OCB and moderating effect of demographic variables amid relationship.

Structural Model

Statistical model utilised to examine correlation between variables is called structural model. As results of
structural model help in hypothesis testing, thus, before statistically assessing the hypothesis, the fitness of the
model is checked. The original model state in Figure 4 stated the linkage between EI, OCB, as well as demographic
factors (current experience, age, gender, total experience), but assessment of model fitness indices revealed that
model is not adequately fit. To overcome this, the model was modified by using the covariance. Herein, the
covariance-based linkage between the error terms was stated based on the modification indices values derived in
AMOS.
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Table 3. Model fitness.

Model fitness Value
CMIN/DF 5.65
RMSEA 0.9
PGF1 0.59
IF1 0.78
CFI 0.78
PNFI 0.68
PCFI 0.71

Hair et al. (2018), while discussing goodness of fit of structural model stated that in cases wherein 3-4 criteria are
fulfilled, the model is said to be fitted and adequate for the hypothesis testing. Herein, though the value of IFI and
CFI is below the recommended level of 0.9 or more, but for RMSEA, the value is within the recommended limit,
i.e. less than 0.10. Also, for PNFI, PGFI, PCFI values are more than 0.5. CMIN/DF value is more than 5 but still
close to 5. Therefore, it can be said that the defined structural model is effective and could be used for assessment
of linkage.

Impact of EI on OCB
First part of the research objective is linkage between EI and OCB.
Table 4. Impact of EI on OCB.

Coefficient Standard T-value | P-value Result
error
EI=> OCB 0.53 0.04 12.74 0.00 Significant

According to the regression results, there is extremely minimal bias in the impact measurement, as seen by the
linkage's standard error value of 0.04. Even though p-value is < 0.05, T-value in this case is greater than the T-
value at the 95% CI, which is 1.96. As a result, the first hypothesis' null hypothesis—that is, that employee EI
has no bearing on their OCB level—is rejected. The coefficient value indicates that there is positive correlation
among OCB and EIL

Demographic factors impact on OCB
The second part of the research is focused on assessing linkage among demographic factors and OCB.

Table 5. Demographic factors impact on OCB.

Coefficient Standard T-value P-value Result
error
Age > OCB 0.01 0.03 0.55 0.58 Not-Significant
Gender > OCB 0.01 0.03 0.34 0.73 Not-Significant
Current Experience - 0.05 0.04 129 0.20 Not-Significant
OCB
Total Experience > OCB | -0.02 0.03 -0.62 0.54 Not-Significant
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As can be seen from the above table, the null hypothesis that demographic factors have no effect on OCB is not
rejected, even though the standard error value for each demographic factor is low because p-value is >0.05. This
confirms that demographic factors do not influence the OCB.

Moderating the impact of demographic variables on the relationship between EI and OCB

Finally, to define moderating effect of demographic variables on linkage among OCB and EI, impact of interaction
between EI and demographic factors is determined.

Table 6. The moderating impact of demographic factors on linkage between EI and OCB.

Coefficient Standard T-value P-value Result
error

. Not-

Gender-EI Interaction [ OCB -0.02 0.02 -1.48 0.14 ..
Significant

- “EL -
Current experience — El interaction | , 0.02 2.06 0.04 Significant
1 OCB

. Not-

Age- EI Interaction [1 OCB 0.03 0.02 1.32 0.19 .
Significant

- T — -

Total experience — EI interaction 0.02 0.03 074 0.46 Not .
OCB Significant

The table shows that gender, age, and total experience have a p-value of more than 0.05, showing no moderating
impact of these variables on linkage among EI and OCB. However, with current experience, the p-value is less
than 0.05, which shows that current experience has a moderating influence on OCB. The coefficient value of the
linkage is also positive, revealing presence of positive relationship among OCB and current experience and EI
interaction.

DISCUSSION

The research objective to determine how demographic characteristics affected the relationship between OCB and
EI for employees in Indian IT service organisations. To meet the present purpose, three hypotheses were stated.
The first hypothesis focused on evaluating the linkage between EI and OCB. The existing studies Sharma and
Mabhajan, 2017; Turnipseed, 2018; Anwar et al., 2017) have assessed relationship among OCB and EI and even
identified the presence of a positive linkage between the variables. However, most of these studies were not done
in India or for IT service organizations. As in the growing digitalized economy, the IT sector has major role in the
growth of the nation and the presence of barriers in the form of lack of employee motivation or high employee
turnover could result in reducing the productivity of the organization; therefore, there is a need to know the
significance of EI. The evaluation of the first hypothesis demonstrated that senior staff members understand
significance of EI and even embrace its role in OCB.

Second hypothesis of research aimed to assess impact of demographic factors on OCB. As existing studies lack
in evaluating this linkage, thus, herein, the empirical assessment of the selected 550 employees from IT service
organizations in India was done. The analysis confirmed that demographic factors do not influence OCB.
Therefore, it could be understood that in IT service organizations, the variation in the demographics of the
employees is not influencing their intent to work more than the specified task; instead, it could be some other
factors, like EI as identified in the previous hypothesis, which contribute to OCB. Thus, instead of focusing
directly on demographics, the organizations need to integrate strategies aimed at increasing EI to improve OCB
among employees.

Finally, the last hypothesis of the study includes demographic factors as the moderating variable between EI and
OCB. Existing studies (Gautam and Khurana, 2019; Nagpal, Kumar and Ravindra, 2020; Thapa, Akashe and
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Bhattarai, 2023) defined that demographics like age, gender and work experience have a role in influencing the
EI level of the employees. However, the moderating role of demographics still has not been explored. To fill this
gap, the empirical findings evaluated the linkage and identified that gender, age, total experience don’t have
moderating role in linkage among EI and OCB, but experience of the employee in the current organization tends
to have positive effect on linkage between EI and OCB. Thus, this suggests to the organizations that the employees
who were associated with company for more yrs are valuable as they tend to have more intent to contribute towards
the company. Therefore, while designing the strategies for EI enhancement, the companies could focus on the new
joiners to improve their EI and also could focus on providing more incentives to experienced employees to further
encourage them.

CONCLUSION

The study's objective was to investigate how demographics may moderate the relationship between OCB and EI
for Indian IT service companies. The existing literature synthesis identified that EI is essential for organizations
as it helps improve decision-making skills, emotional resilience, and the creativity of employees. Also, the
examination of OCB defined that the presence of OCB helps in deriving better stability, organizational
productivity, and better adaptability of employees; therefore, focus on OCB is essential. Even the existing
researchers have explored the role of demographics on EI by defining that age, gender, and experience have
contributed to improving the EI level of an organization. However, there was still a lack of focus on inclusion
demographics as the moderating factor or assessing the EI influence on OCB for the IT service organizations;
thus, the present research was done to fill this gap and identify role of demographics. Application of PLS-SEM
model in the study enhanced the effectiveness of the study as the model not only helped in integrating the direct
linkage between EI and OCB, but also included the impact of demographic factors on OCB and impact of
interaction effect (demographic factors and EI) on OCB. In consideration of the interlinkage between variables,
the study identified positive relationship among OCB and EI. Additionally, current experience moderating role
between EI and OCB was determined. The results of the study support previous research and offer further details
on the relationship between OCB and EI, which aids organisations in raising employee OCB levels.

Implications for practice

Study's results contribute to body of literature by offering empirical support for relationship among OCB and EI
in IT services industry. Positive linkage confirms significant role of EI in benefiting organization. Also, as the
selected demographic factors do not influence OCB thus it encourages researchers to further consider other
demographic factors like education and income for understanding their role in interaction among EI and OCB.

Implications of the study are not just theoretical, instead, there are many policy-based implications too of the
findings. Finding of research that EI have positive influence on OCB has an organisation-level implication. This
finding supports organizations in corporate policy development, wherein EI development and training programs
are mandated. This training will help in developing the behaviour among the employees which improves their
organizational performance. Another implication of the study is associated with the non-role of demographic
factors in influencing OCB level. This finding ensures organizations that the HR policies should focus on equality
and inclusivity in the EI training and development programs. The focus of the programs should not be
demographic-specific but more standardized. Lastly, as the research identified moderating positive role of current
experience on linkage among OCB and EI, thus, the IT service organisations could adopt a mentorship program
wherein policies are focused on enabling the existing employees to learn more skills, have more experiential
learning and work on diverse projects. These efforts will add more value to current experience, thus resulting in
leveraging the positive influence of current experience on OCB.

Limitations and scope for further study

The study focused on evaluating moderating effect of the demographics linkage between EI and OCB for the IT
service organizations of India. Though the study empirically assessed the linkage as the included sample in the
study is only 550 for representing employees from IT service organizations in India, thus, one main limitation of
study is small sample size of research due to limited time and financial resources. To overcome this, future studies
could focus on including more than 1000 employees in the study and even having a comparison of different
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metropolitan regions in India to have a better understanding of variation in OCB level among employees. Another

limitation of research has been theoretical restriction of research. Herein, only 3 demographic variables are
included as the moderating variable, and also, the impact assessment of EI on OCB is not done dimension-wise.
Though the existing findings are still relevant but the availability of dimension-wise information could help
organizations to further tailor their strategies. Therefore, future studies could have a dimension-wise assessment
of the impact and also have the inclusion of many other relevant demographic variables like income, designation
or education level. These explorations will provide the researcher with more in-depth information about the
concepts of EI and OCB.
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