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Abstract 

This study was aimed to improve team effectivity by giving assertive communication training to the 

commercial division. The type of this study was action research. The samples were obtained using purposive 
sampling technique due to specific criteria given for sampling. Sample size in this study was 9 commercial 
division employees. Team effectivity was measured using questionnaire, interview, and observation. The tool 
used to collect data was team effectivity questionnaire of “Five dysfunctions of a team” from Lencioni (2002) 
which comprised of 38 items consisted of five characteristics, i.e. trust, conflict, commitment, accountability 
and result, with validity and reliability value of α 0.894, which means that all items were reliable in predicting 

criteria. Data analysis technique used to determine training needs was Microsoft Excel program adjusted to 
calculation from Lencioni. The results showed that trust and accountability aspects were in medium category, 
whereas conflict, commitment, and result aspects were in high category. These results indicated that trust and 
accountability should be developed through assertive communication training. This study is expected to be a 
consideration for further studies. 
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1. INTRODUCTION 

Competition in the business field, especially retail, keep seizing the attention of the community, 
including X Company which is the biggest store network in Indonesia engaged in motorcycle parts with tires 

as its main product. This competition requires constant changes in product development according to 
community needs. One of the division with task and responsibility in regulating and observing product 
development, identifying new market opportunities, determining optimum price to balance profit and 
customer satisfaction, and directing marketing activities is the commercial division.  

Product development requires effective teamwork to achieve company goal and target. Mulyana 
(2007) stated that a team is a group of people sharing a common goal who interacts with one another to 

achieve said goal, knowing each other, and view each other as a part of the group. Lencioni (2002) proposed 
that not finance, strategy, or technology which provide competitive superiority, but teamwork. In performing 
its function, teamwork is not free of problems that can hinder the achievement of team goal. Problem solving 
requires each team member to express opinions and give ideas toward solving their problems. 

 This was in line with a pilot observation, in which lack of communication interaction between team 
members, including careful response when asked for opinion regarding peer performance assessment. A 

survey conducted by Sharon and Sylvia (2000) revealed 3 important characteristics in determining effective 
teamwork, i.e. can be reviewed from organization structure, self-contribution and teamwork  process. A team 
is viewed as a three-stage system, which uses resources (input), internal process maintenance (throughput) 
and produce certain products (output).  

Team process describes an interaction aspect and organization pattern which changes input to output. 
Characteristics of team process include coordination, communication, cohesion, decision making, conflict 

management, social relationship and performance feedback. Communication involved information exchange 
which can be observed and interaction of power, attitude, and value (Loxley, 1997). An effective team 
requires reliable communication process, clear responsibility and appropriate delegation (Husting, 1996). 
Individuals should often listen to each other and collaborated to develop knowledge which can improve 
communication. Joint decision making and formal and informal exchange can also improve communication 
(Headrick et al. 1998). 

Communication process in an organization is one of the defining factors in achieving effective 
organization. Through organization. Information, idea and experience exchange occurs. Dynamic 
communication process can lead to several problems which can affect organization achievement, especially 
the rise of misunderstanding and conflict. A team group or working team requires communication for good 
teamwork in achieving company target. The commercial division should repair and develop any problems 
occurred, so that they can continue their tasks and responsibilities properly and effectively. The aim of this 

study was to improve team effectivity in commercial division with the result of training intervention design 
modified according to team needs, which resulted in good, unhindered work. 
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2. RESEARCH METHODS 

The population in this study was Commercial division employees in X company. The sample size in 

this study was 9 people. Sampling technique used was purposive sampling. According to Sugiyono (2013), 

purposive sampling is a sampling technique of data resources with certain considerations. The considerations 

include the subjects should be involved in commercial division, both male and female with minimum work 

experience of 6 months. The type of this study was action research, which is a process in finding solution 

from real problems faced by an organization by collaborating with clients in collecting data, obtaining 

feedback from collected data and develop planning for change according to problems faced (Smither, Houston 

& McIntire, 1996). 

Data collection method used in this study was questionnaire, interview, observation and archive. The 

questionnaire used in this study used team effectivity scale, i.e. five “dysfunctions of a team”, with 38 items 
consisted of 5 dimensions, trust, conflict, commitment, accountability, and result. Data were analyzed using 

Microsoft Excel program modified with the calculation of Lencioni. To determine the scoring of 

questionnaire results and validity and reliability test of the questionnaire, the SPSS 22.0 program for windows 

was used. The measurement tool used passed the validity and reliability test with a score of 0.894, which 

means all items were valid in predicting criteria and reliable. This scale was used to determine team 

effectivity, whether there was any problem occurring in the communication division.  

3. RESULTS AND DISCUSSION 

Subje

ct 

TRUS

T 

CONFL

ICT 

COM

MITM

ENT 

ACC

OUN

TAB

ILIT

Y 

RE

SU

LTS 

1 3.87 4.38 4.43 3.71 4.25 

2 4.37 5.00 4.57 4.14 4.50 

3 4 3.50 3.57 3.43 3.38 

4 4 3.88 4.00 3.57 4.25 

5 3.50 3.88 3.43 3.43 3.75 

6 3.00 4.00 3.71 3.43 3.50 

7 3.62 4.13 4.00 3.71 4.75 

8 3.37 4.00 4.00 3.86 3.75 

9 3.87 4.38 4.00 3.29 3.63 

Mean 

per 

aspect 

3.73 4.12 3.96 3.61 3.97 
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Mediu

m 
High High 

Medi

um 
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According to the results of questionnaire, the commercial division achieved medium result in trust 

and accountability, and high in conflict, commitment, and result. It can be seen that trust did not weaken 

conflict, commitment and result, but affecting accountability.  

The results of interview with several employees gave information that the team members lack good 

interaction, in which each member tend to perform their own task without involving other members due to 

fear of mistakes, and different responsibilities between team members. Lack of interaction between team 
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members causes lack of trust. Difficulties or doubt in expressing opinion and team member character 

assessing also clearly described by questions given, such as “whether the information they gave will be 

forwarded to their superiors or not”. 

The results of observation revealed that the team members lack interaction during work due to 

different task and responsibilities, which affect the intensity of communication. Doubt in expressing opinion 

can also be seen from reluctant body movement in expressing opinion, such as allowing the others to speak 

first, or thinking carefully before talking. According to the results, in order to improve the problems, an 

intervention design in the form of assertive communication training was required for the commercial division, 

in which will affect team performance in order to achieve company goal. 

Weiner, et al. (2003) explained that general team effectivity is known in various aspects, with 

emphasize in internal  (member satisfaction, team worthiness) and external aspect (productivity, 

performance), whereas according to Torrington, Hall, and Taylor (2005), team effectivity depends on the goal 

owned and agreed upon by the team, teamwork method and scenes whereas team members can be open and 

honest in expressing opinion regarding the work they do and uses conflict constructively. To achieve team 

goal or objective, a good teamwork is required, and this requires good communication between team 

members. Harter, Schmidt & Hayes (2002) stated that assertive behavior is a way to self-express with 

straightforward and clear communication, expressing point of view with polite behavior and avoiding the use 

of sentences with negative connotations. Assertive behavior can support individuals in solving problems, 

resolving team conflicts, and preventing individual depression (Johnson & Johnson, 1994). Alber ti & 

Emmons (2002) also stated that assertive behavior contains a comfortable feeling, and train individuals in 

maintaining the right opinion. Assertive behavior training help the individuals to openly behave assertively, 

honest to themselves and others, able to listen to opinions and complaints of others, expressing understanding 

to someone in trouble, can make decisions during difficult situations, can act firm, bold in speaking and can 

position themselves in front of others (Wills & Daisley, 1995). This was in line with a study conducted by 

Towsend (2009), whereas an impact of assertive behavior training includes the ability to give idea to the 

participants to solve conflicts, overcoming difficult situations, and share decisions and improve 

comfortability.  

The results of Ninawati (2012) revealed that there was a correlation between assertive behavior and 

cooperative skills, in which higher assertive behavior, higher cooperative skills, and otherwise. Similar result 

was expressed by Matthew & Aleksander (2006) who stated that critical team member assertiveness in 

expressing opinion gave an effect on team performance and work satisfaction. Critical and assertive team 

members can trigger the development of specialization, credibility, and coordination between team members. 

In other words, a team can ascertain that resources, information, and special knowledge flow efficiently and 

effectively between the center and various specialization satellites. Therefore, critical team member 

significantly increased team effectivity.  

The intervention design given to the commercial division was assertive communication training with 

the aim of improving assertive behavior between team members to create effective teamwork in the 

commercial division. Assertive communication training was given within two days (morning and afternoon 

sessions). The procedure of assertive communication training consisted of several stages as follows: 
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Pretest: The participants were given questionnaire regarding the training that will be given with the aim to 

determine their knowledge and understanding regarding assertive communication training before the training 

is given. 

First material: An explanation of the basic concept of communication consisting of understanding, process 

and hindrance in communication with the aim for the participants to be able to understand and explain 

understanding, process and hindrances in communication process related to tasks and responsibilities in work. 

Second material: An explanation of assertive communication with basic materials and characteristics of 

assertive behavior. The method used was lecture and question and answers to improve participants‟ 
understanding on the basic and characteristics of assertive behavior. 

Third material: An explanation of assertive behavior techniques and their implementations using techniques 

of mixed feelings statements, emphatic, confrontative and “I” language statements. The goal was for 
participants to further understand assertive behavior in its self-implementation and implementation to other 

team members and organization related to problems occurring in tasks and responsibilities. 

Posttest: The participants were given the same questionnaire from pretest in order to determine knowledge 

and understanding of participants related to assertive communication training after the training was given. 

4. CONCLUSION AND SUGGESTION 

Team performance improvement is needed by every employees in a division or a working team. 

Team effectivity to achieve goal or team objective is coordinatively performed by each team members, such 

as support given by each members to others. The commercial division would like to understand whether their 

team effectivity was considered good or still require improvement to properly achieve company goal or target. 

The assessment results revealed two things that should be improved by the commercial division, 

which were trust and accountability. This was in accordance to the results of interview and observation, 

whereas while working, team members tend to focus with their own work without the involvement of others 

due to different tasks and responsibilities between team members. Lack of interaction between team members 

caused lack of trust, which had an impact on tendency to avoid responsibility in involvement or expressing 

opinions toward other team members regarding act or behavior, both positive and negative for overall good of 

the team. Therefore, to fix and improve these, an assertive communication training intervention design was 

created for the commercial division. 

5. During questionnaire filling, the author should accompany the participants throughout the time in order to 

clearly explain any questions to avoid any bias and the questionnaire can directly be returned to the author. 

An intervention in the form of training can be conducted in the morning and adjusted to team working hours 

so to not hinder work. The coach that would be giving the training should be filled by someone with 

experience in the field. Team effectivity measurement should be implemented to other divisions to improve 

team performance to achieve company goal. 

 

 



6  

References 

Alberti & Emmons. (2001). Your Perfect  

 Right: Assertiveness and Equality 

          in Your Life and Relationships, 8
th

 
          ed. Impact Publishers, Atascadero, 
          CA. 
Cangara, H. (2011). Pengantar ilmu komunikasi. Jakarta: PT Raja Grafindo. Persada. 
Harter, J. K., Schmidt, L. S., & Hayes, T. L. (2002). Bussiness Unit Level Relationship Between Employee 

Satisfaction, Employee Engagament, Business Outcomes: A Meta-Analysis. Journal of Applied 

Psychology, 87(2), 268-279 
Headrick L., Wilcock P.M & Batalden P.B. (1998). „Interprofessional working and continuing medical 

education‟, British Medical Journal, 316 (7), 771-774. 
Husting,P.M. (1996). Leading work teams and improving performance: Nursing Managemen. 27 (9), 35-38. 
Irving, J.A., & Longbotham, G.J. (2007). “Team Effectiveness and Six Essential Servant Leadership Themes: 

a Regression Model Based on Items in the Organizational Leadership Assessment”. International 

Journal of Leadership Studies. 2(2),  98-113. 
Jhonson & Johnson. (2009). The  

 cooperative learning in the  

 classroom.Virginia, Association  
 for supervision and  
            curriculum development. 

Kumala, A.G. (2009). Konflik peran ganda dilihat dari perilaku asertif perwira polisi wanita dan dukungan 
sosial suami. Tesis Magister Psikologi. Semarang: Universitas Katholik Soegijapranata. 

Lencioni, P. (2002).  The five  

 dysfunctions of a  

 team. Jossey Bass 
Loxley, A. (1997). Collaboration in Health and Welfare, Jessica Kingsley Publishers, London. 

Mangkunegara, A. P (2013). Manajemen sumber daya manusia  

perusahaan.  Bandung: Penerbit  
Rosda Karya. 

Matthew, J.P & Aleksander,P.J.E. (2006). “The effects of critical team member assertiviness on team 
performance and satisfaction”. Journal of Management. 32 (4), 585-587. 

Maulana. H & Gumelar. G.  (2013).  Psikologi komunikasi dan persuasi . Jakarta: Akademia. 

McShane, S.L. & Von G,. Mary A.(2008). “ Organizational Behavior “. Fourth Edition. McGRAW-Hill 
International, United States of America. 

Newstrom, J. W. (2011). Organizational Behavior: Human Behavior at Work. Newyork-America:McGraw-
Hill Education. 

Ninawati,T.M. (2012). Training komunikasi asertif untuk meningkatkan perilaku asertif terhadap 
keterampilan kerjasama pada pre operational first officer PT.X. Tesis Magister Psikologi. 

Depok:Universitas Indonesia. 
Sharon,M & Sylvia,R. (2000).Characteristics of effective teams: a literature review. Australian Health 

Review, 23 (3) 201-205. 
 Smither, R.D., Houston, J.MMcIntire, S.A. (1996). Organization Development: Strategies for changing 

environments. New York: Harper Collins College Publishers. 
Stein, S. J., & Book, H.E. (2004). Ledakan EQ: 15  

prinsip dasar kecerdasan 

emosional meraih sukses. Bandung: Kaifa 
Torrington,D., Hall, L and Taylor,S. (2005). Human Resourse Management. Harlow:Pearson Education 



   7 

Limited. 
T ownsend, M.  C. (2009). Buku Saku Diagnosis Keperawatan Psikiatri: Rencanan 

AsuhanDan Medikasi Psikotripik. Jakarta:EGC. 
Weiner, I.B. et.al. (2003) Industrial and  

 Organizationaln Psycology. New  
 Jersey: Jhon Wiley & Sons,Inc. 
Willis, L., & Daisly, J. (1995). The Assertiveness Trainer, A Practical

 Handbook on Assertiveness for Trainer Running Assertiveness Course.

 3th Edition.  

            USA: Mc.Grow Hill Book  

            Company. 
 

 


