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[bookmark: _Toc148364651]ABSTRACT

In today's environment of highly competitive business environments, organisations have come to recognise the essential function of their employees in attaining and maintaining success. The investigation of emotional intelligence (EI) has gained significance in employee performance and satisfaction due to its association with numerous contributing elements. Understanding the impact of emotional intelligence (EI) on employees is crucial, particularly in the commercial cleaning sector in London, where contact between personnel and clients is regular and vital.This research aims to comprehensively examine the impact of emotional intelligence (EI) on employees within the commercial cleaning industry. The main objective is to discover a connection between EI and employee engagement and performance.

The research used various techniques, such as questionnaires and xxx sampling, in the study. Participants were asked to complete two questionnaires, one containing demographic information, EI, employee engagement and performance questions and the other focusing on the workplace applicability of emotional intelligence for leaders. Quantitative data analyses were made using descriptive statistics, correlation analysis and regression, while qualitative data was evaluated using theme analysis.
The study's findings confirm a significant correlation between emotional intelligence (EI) and employee engagement in the cleaning services industry. Although the correlation between emotional intelligence and performance is less intense, it is still significant. The findings emphasise the importance of EI training for organisations and suggest the need for future longitudinal research to explore strategies to improve productivity and performance within these organisations.

In summary, this research highlights the significant impact of emotional intelligence (EI) on employee engagement and performance in the commercial cleaning industry. The study suggests implementing EI training programs to improve productivity and overall performance. This research contributes significantly to understanding the positive effects of EI in the cleaning industry and provides a foundation for further research.

Keywords: Emotional intelligence, Employee engagement, Employee performance, commercial cleaning, 
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This study investigates the connection between emotional intelligence, employee engagement, and performance within commercial cleaning companies in London. The COVID-19 pandemic has presented unprecedented challenges, prompting a global adaptation to new realities. As of June 2023, in an interview with Harter at Gallup, it is evident that people are experiencing a cultural shift in which time management has become a highly valued resource. This shift has profoundly impacted how organisations manage their personnel, influencing their perspectives on customers and company revenue.

This pandemic-induced transformation has introduced a balance of control over work and increased employee flexibility. Simultaneously, it has brought challenges in managing company resources. As Clifton and Harter (2023, p.15) note, finding personnel willing to return to physical offices has become challenging, as personal liberty plays a significant role in shaping client relationships and business profits.

In any business, customers are the foundation of growth and long-term success. However, as demonstrated earlier, employees have been reluctant to return to physical office spaces due to health and safety concerns. This hesitation has affected more than 1.47 million workers in the cleaning industry (British Cleaning Council, 2021). Furthermore, the adoption of hygiene measures, such as hand sanitisers and face masks, both during and after the pandemic, has added a layer of complexity to the cleaning industry, given its on-site nature (Oksane et al., 2021; Madden et al., 2022).


[bookmark: _Toc148364657]Background

The cleaning sector in London serves as a substantial source of employment, employing a workforce of more than 150,000 individuals across various commercial cleaning companies (ONS, 2021). This fundamental service ensures cleanliness and promotes hygiene in many settings, including offices, public buildings, and commercial spaces around the city(BCC, 2021). Nonetheless, the industry needs help with staff engagement and performance, potentially affecting the quality of service provided.

Employee engagement, which encompasses dedication, discretionary effort, and emotional investment in the workplace, has positively correlated with increased productivity (Amah, 2023; Bailey, 2022; Teo et al., 2020). Nevertheless, the nature of cleaning labour entails engaging in repetitive and isolated duties that offer limited autonomy, posing challenges to maintaining high levels of engagement. Emotional intelligence (EI), as defined by Kim and Kim (2017) and Alzoubi et al., 2021, encompasses the ability to perceive, comprehend, and manage emotions in oneself and others. This capacity for emotional regulation is crucial for fostering engagement. According to studies by Siswadi and Lestari (2021) and Ginoga et al., (2022), empirical evidence suggests that emotional intelligence (EI) significantly fosters employee engagement within the workplace.

The proper execution of social interactions within the context of commercial cleaning involves utilising emotional intelligence (EI) skills. Nevertheless, there is a need for more research investigating the relationship between emotional intelligence (EI), employee engagement, and performance within this environment. This research endeavours to fill this gap by conducting a case study on cleaning companies in London, examining the potential correlation between emotional intelligence (EI) and work engagement, performance, and its outcomes. A comprehensive understanding of these potential relationships offers valuable insights for enhancing retention and optimising service delivery within this crucial yet insufficiently researched sector


[bookmark: _Toc148364658]Statement of the Problem and significance

Given the most recent rise in attention towards Emotional Intelligence (EI) and its influence on staff engagement and performance within the cleaning sector, a notable deficiency exists in the comprehension of this pivotal association. Employee engagement (EE) is crucial in reducing turnover rates, improving job satisfaction, and enhancing overall performance. An illustrative illustration of this phenomenon may be observed in a Gallup poll in 2023, which revealed that Europe exhibits the lowest rates of employee engagement, standing at a mere 13%. It stands in sharp contrast to South Asia, which displays a considerable % engagement rate of 33% (Harter, 2023). The evident disparity highlights the urgent requirement for enhancement in initiatives to engage employees.

Several factors contribute to this significant division, such as increased employee turnover rates, widespread unhappiness, restricted professional advancement prospects, ambiguous job responsibilities, demanding work environments, and interpersonal confrontations with supervisors and peers. According to Pendell (2022), the difficulties mentioned above negatively impact staff engagement and performance. 

This study fills an existing knowledge gap by examining the complex connection between Emotional Intelligence, employee engagement, and performance, specifically in the commercial cleaning business.

This study investigates the extent of emotional intelligence proficiency among employees in the cleaning sector and its impact on employee engagement and performance. The findings obtained from this study have the potential to initiate a fundamental change in the way employers, managers, and Human Resources professionals approach initiatives related to emotional intelligence (EI), employee engagement (EE), and employee performance (EP). By engaging in this practice, individuals can actively participate in fostering a working environment that not only aids the existing labour force but also foresees the evolving conditions, which may involve a decrease in commercial establishments and a rise in domestic cleaning services due to the growing prevalence of hybrid and remote work options.



[bookmark: _Toc148364659]Purpose of the Study

Prior research has established that emotional intelligence (EI) impacts employee satisfaction and organizational effectiveness across various industries (Ginoga, 2022). However, the commercial cleaning industry presents unique challenges involving physically demanding, high-stress work (Harter, 2023; Levitats et al., 2022). This study addresses a gap by investigating how cultivating EI may increase workplace support, employee adaptability, and engagement, ultimately influencing productivity in this overlooked context (Siswadi & Lestari, 2021).

While considerable research has examined EI, employee engagement (EE), and performance broadly, their relationships remain under-explored in the commercial cleaning sector (Ginoga, 2022; Siswadi & Lestari, 2021). This study will provide much-needed industry-specific data to advance knowledge. A mixed methods design will incorporate surveys to evaluate EI, EE, and performance (Gummer et al., 2022) Quantitative surveys will evaluate emotional intelligence, employee engagement, and job performance (Tsaur and Ku, 2019). Moreover, qualitative interviews will be organised to obtain a better idea of employees' perceptions and perspectives on EI in the workplace (Herland, 2022).

The findings can help employers, managers, and HR professionals improve retention, satisfaction, and commitment through tailored strategies targeting EI and engagement. This research aims to enhance employee well-being and organizational effectiveness in this essential yet understudied sector by addressing existing knowledge gaps. The results will have implications for both theory and practice related to leveraging emotional intelligence in the workplace.
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The primary aim of this research is to explore the influence of Emotional Intelligence (EI) on employee engagement (EE) and employee performance (EP) within the context of the cleaning services industry. The research provides actionable strategies for human resources management and managers to foster enhanced employee engagement.

Objectives:
1. Assess the current levels of EI and employee engagement and their performance in cleaning organizations in London.
2. Examine the relationship between EI and employee engagement and employee performance in the cleaning industry of London.
3. Develop practical and effective human resources management strategies that leverage emotional intelligence to enhance employee engagement.
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The central hypothesis driving this research is the impact of Emotional Intelligence on employees within organizations. The following research questions have been formulated:

Questions:

1. How does emotional intelligence influence employee engagement, employee performance, and their outcomes?
2. How does emotional intelligence influence employees in the cleaning industry of London?
3. Which dimensions of emotional intelligence, such as self-awareness, self-regulation, social skills, and empathy, significantly impact employee engagement and performance in the cleaning industry?

The study of Emotional Intelligence in the workplace encompasses critical factors, including enhancing employee engagement, effective leadership, improved team dynamics and coordination, enhanced customer relations and interactions, and reduced stress and burnout (Levitats et al., 2022). Additionally, it has implications for safety, client retention, adaptability, and flexibility. The existing body of research has already shed light on these aspects and identified gaps within the cleaning industry, particularly the correlation between emotional intelligence and employee engagement and performance.

[bookmark: _Toc148364662]Definition of Terms

Emotional Intelligence (EI) encompasses identifying, comprehending, and proficiently regulating personal and interpersonal emotions (Kim and Kim, 2017; Tang et al., 2020). Emotional intelligence (EI) is crucial in fostering effective communication, improving interpersonal connections, and fostering collaborative efforts within the professional setting (Azadeh et al., 2019). Furthermore, it has been suggested by Abdullahi et al. (2020) that leaders who possess an elevated level of emotional awareness can foster a healthy work atmosphere and trust among team members and eventually improve the organisation's overall performance.

Employee Engagement (EE) manifests employees' emotional attachment, passion, and commitment towards their job, organisation, and goals (Abdulla et al., 2020). Engaged personnel are characterised by their profound interest in their respective positions and their elevated motivation levels, frequently surpassing their responsibilities' expectations. According to Extremera et al. (2018), persons with these characteristics demonstrate a higher level of creativity and a solid dedication to the organisation's overall objectives. Employee engagement is a multifaceted concept that comprises a profound sense of purpose and contentment among employees. This level of participation boosts productivity and improves workplace morale.

Employee Performance (EP) is a term that pertains to the efficacy exhibited by workers in the execution of their job duties and in attaining organisational objectives and goals (Armstrong, 2022). It entails assessing their job responsibilities, abilities, proficiencies and attained results. Employees' constant achievement of established objectives is vital in fostering organisational growth. Performance Management is a structured procedure that enables organisations to obtain valuable insights into employee performance. Its primary goal is to promote employee development and increase productivity by the organisation's objectives (CIPD, 2022). Various performance indicators, feedback systems, and assessment methods are utilised to evaluate the extent to which personnel conform to specified job standards and needs (Gassner et al., 2022).

[bookmark: _Toc148364663]Assumptions and Limitations

The research has several limitations, including a small sample size, a cross-sectional design, potential biases in self-report measures, and limited participation rates. The absence of an experimental design limits the ability to demonstrate a conclusive causal link. Other factors that could impact outcomes should also be considered. The study uses a mixed methods strategy, integrating interviews and surveys, to analyse the commercial cleaning sector comprehensively. The results may provide valuable guidance for future research requiring larger sample sizes and more rigorous experimental designs. These efforts will help establish the significance of emotional intelligence in enhancing engagement and performance.

[bookmark: _Toc148364664]Theoretical Framework

Cognitive abilities were given more importance in the past, but emotional intelligence (EI) has become a crucial skill for improving workplace efficiency in various professions(Goleman et al., 2002; Makkar and Basu, 2019; Sekreter, 2019; Miao, Humphrey and Qian, 2021; Maharaj and Ramsaroop, 2022; Zhang and Hao, 2022) Emotional intelligence (EI) encompasses the cognitive processes of seeing, interpreting, and controlling emotional information to direct one's thoughts and behaviours effectively. Major models converge on key EI areas of self-awareness, self-management, social awareness, and relationship management (Bar-On,2010; Goleman, 1998; Mayer, Salovey and Caruso, 2008).This study will utilise an integrated conceptual framework, incorporating many theories to evaluate Emotional Intelligence (EI) thoroughly.

Employee engagement mediates between emotional intelligence (EI) and organisational outcomes. Engagement is a psychological state encompassing strong determination, enthusiasm, when realising a task(Shoaib and Kohli, 2017; Garg, Dar and Mishra, 2018). Emotional intelligence (EI) facilitates engagement by promoting value alignment, cultivating high-quality relationships, and managing stress (Levitats, Vigoda-Gadot and Vashdi, 2019; Alotaibi, Amin and Winterton, 2020; Chikobvu and Harunavamwe, 2022; Selvi and Aiswarya, 2023).Numerous studies have established a correlation between engagement and various outcomes, including performance, retention, and general well-being(Schneider et al., 2018; Lee, Idris and Tuckey, 2019; Uddin, Mahmood and Fan, 2019; Wieneke et al., 2019; Xia, 2022).

Performance refers to the combination of task behaviours, which are directly related to the supply of services, and contextual behaviours, which contribute to the overall work environment (Lee, Idris and Tuckey, 2019; Yuan et al., 2022). Prior research indicates emotional intelligence (EI) predicts superior performance across domains. A meta-analysis found EI was a significant driver of performance in hospitality roles, including task execution and customer service (Miao, Humphrey & Qian, 2021). Additionally, Li and Ding (2022) found leadership EI indirectly enhanced performance through increasing motivation and adaptability. The conceptual framework proposes EI influences commercial cleaner effectiveness by enabling higher engagement, which in turn improves productivity in core tasks and contextual activities.

[bookmark: _Toc148364665]Summary

This chapter explores the impact of emotional intelligence on staff engagement and performance in the commercial cleaning sector. It uses a conceptual framework informed by organizational psychology theories to investigate these links. The research aims to fill knowledge gaps about factors influencing the productivity and well-being of service employees. Chapter 2 comprehensively examines academic literature on emotional intelligence, employee engagement, and performance. Chapter 3 explains the mixed methods study design and associated data collection and analysis processes. Chapter 4 outlines the findings obtained from the investigation. Chapter 5 analyses the results, implications, limits, and potential avenues for future studies using psychological variables to enhance engagement and effectiveness among susceptible occupational groups, such as cleaners. This framework lays the groundwork for systematically investigating emotional intelligence's impact in a significant but under-researched labour force sector.
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[bookmark: _Toc148364667]Introduction

The primary objective of this exploratory case study is to determine workers' perceptions of emotional intelligence within the workplace. Additionally, this research aims to investigate the potential correlations between employee engagement, employee performance, and emotional intelligence. This study contributes to the existing body of literature on emotional intelligence, employee engagement, and job performance by examining the impact of emotions on workers and their work behaviour (Makkar and Basu, 2019) Furthermore, this study examines how emotional intelligence affects employee engagement and identifies its essential dimensions. This study could enhance organisations' comprehension of emotional intelligence, employee engagement, and performance interrelationships.

This chapter thoroughly introduces the research methodologies used in the current study. This material provides an overview of many components of a research study, including the research design, population and sampling methods, , data collecting processes, instrumentation, measures, data analysis, concerns, limits, and ethical considerations and summary. The components above demonstrate the methodology used in conducting the study to answer the specified research objective and questions effectively.
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The study explores the impact of emotional intelligence on employee engagement and performance in a commercial context. It aims to measure the correlation between emotional intelligence and performance metrics and explore its nuanced influence on employee engagement. The research employs a pragmatic philosophy and a mixed methods approach, focusing on quantitative and qualitative aspects.

This study adopted a mix methodology, quantitative and qualitative data, gather using self-report surveys to investigate the relationships among emotional intelligence (EI), and Employee engagement (EE), and employee performance (EP). The quantitative method focuses on data expressed in figures, obtainable through questionnaires (Humphreys et al., 2021). In contrast, the qualitative methodology involves a range of techniques, including questionnaires, interviews, focus groups and surveys (Davies, 2022).
Pragmatism is a philosophical approach that places a significant emphasis on the real-world application of concepts and theories to events in actual life (Kelly and Cordeiro, 2020). It holds utility in research because it fosters the exploration of ideas that have the potential to reshape our understanding of the world and its interactions(Morgan, 2014). When pragmatism is integrated into mixed methods research, it empowers researchers to collect and assess both quantitative and qualitative data, thereby offering contextual insights and a deeper comprehension of the subject matter (Foster, 2023). This fusion of approaches amplifies the robustness of research outcomes, enabling decision-making grounded in both statistical significance and the practical application of results. The integration of pragmatism and mixed methodology thus contributes to the understanding of intricate real-world issues, encouraging meaningful advancements.

In science, researchers utilize both inductive and deductive methodologies to construct ideas through the analysis of empirical evidence and logical reasoning. These approaches offer distinct perspectives on theory generation, validation, and identification. Inductive methods derive from evidence-based observations(Hayes et al., 2019), while deductive methods rest upon pre-established hypotheses (Shin, 2019).

The inductive approach also referred to as the bottom-up strategy, is a research methodology that initiates by formulating research inquiries and subsequently collects and evaluates data to generate a theory rooted in participants' perspectives(Johansson, 2021). In contrast, the deductive approach entails a research method that examines existing theories, with a focus on real-world data, and attempts to develop new theories within the framework of the established ones(Hatta et al., 2020). This method follows a top-down route, commencing with a theoretical framework and hypothesis formulation, followed by evidence collection and analysis to corroborate or challenge the foundational theory (Kanger, 2016)
[bookmark: _Toc148364669]
Population and sampling

In this study, participants were selected from the commercial cleaning industry in London. The selection process involved an initial contact with ten cleaning companies, initiated through email invitations. Upon receiving approval from the cleaning companies to participate in the research, the researcher proceeded to contact managers who expressed an interest in the study. These managers were sent a copy of the consent form, ensuring that they were fully informed about the research's purpose and the nature of their participation. Subsequently, the participants were provided with a link to access the questionnaires and detailed instructions. Finally, a thank-you email was sent to express appreciation for their participation in the research.

The researcher employed the convenience sampling approach to select participants. As explained by (Stratton, 2021), 'Convenience sampling is a non-probability method in which participants self-select whether to participate.' This sampling approach was chosen for this study to address the research questions and problem. Convenience sampling was deemed suitable for this research due to the practical constraints and the need for accessible participants within the commercial cleaning industry, ensuring that data could be collected efficiently to explore the research objectives.

The participants in this study encompassed various roles within the cleaning industry, including supervisors, managers, and cleaners. The age range of participants varied from 18 to over 50 years old, ensuring a broad spectrum of experiences and perspectives. The participant group included individuals of both genders; however, the study did not aim for an equal gender distribution, as this was not a primary focus of the research. To categorize the participants effectively, they were divided into two distinct groups based on their positions: managers and supervisors constituted one group, while cleaners comprised the other. The questionnaires administered to the participants collected self-reported data on essential demographic factors, including gender, age range, and tenure with their current employer. Importantly, no incentives were provided to encourage participation in this study.

[bookmark: _Toc148364670]Data collection.

The data collection process employed a mixed methods approach to gather comprehensive insights from the participants. Initially, ten participants were designated for in-depth interviews, following the submission of informed consent. However, practical considerations led to a modification of the data collection approach. Participants' holiday absences during the research period made interviews less feasible, and thus, the approach shifted to a second questionnaire. This questionnaire method was chosen for its convenience, enabling participants to provide written responses at their convenience.

Despite the initial plan to gather data through interviews, it was challenging to secure responses from the participants specified in the research proposal. This challenge could be attributed to the innovative nature of the study within the cleaning industry, making it potentially unfamiliar to participants. Additionally, holiday absences coinciding with school breaks may have limited participation opportunities, as participants took time off to be with their children.

As a result, the data collection process yielded responses from a total of 45 participants: 40 from the first questionnaire and 5 from the second questionnaire. While this response rate was influenced by unexpected factors, it provides a substantial dataset for the analysis and findings of this research

[bookmark: _Toc148364671]Instrumentation
The first questionnaire used quantitative measures like the Likert scale, followed by subsequent statistical analysis. Quantitative research is a systematic approach grounded in logical reasoning, involving the methodical collection and thorough analysis of numerical data to derive meaningful insights (Rutberg and Bouikidis, 2018) on the contrary, the second questionnaire employed a qualitative method to offer a more comprehensive perspective on Emotional Intelligence (EI) in participants' engagement and job performance. The collected responses were categorized into themes to identify common topics among participants (Braun and Clarke, 2021). Additionally, qualitative research plays a vital role in understanding participants' viewpoints on EI, contributing to expanding knowledge in this subject area.

[bookmark: _Toc148364672]Measures

Data collection was done through two questionnaires, questionnaire one, where all employees participate to give their point of view about emotional intelligence, employee engagement and employee performance. The second questionnaire was for manager and supervisors about emotional intelligence. The questions were revised for the supervisor of the study and modified as necessary. 

[bookmark: _Toc148364673]Questionnaires

This research employed two unique types of questionnaires to collect data enabling a complete analysis. According to the methodology described by Banerjee (2019, p, 174), questionnaires are the collection of information about experiences or opinions participants wants to share. He stated that there are two types of questionnaires: open-ended questions and those that use closed questions. Open-ended questions are a means to explore participants’ viewpoints in-depth, whereas closed-ended questions provide an organised basis for replies, typically offering predetermined alternatives inside statements or inquiries. In the present study, two distinct questionnaires were used to achieve various research aims. The first questionnaire was distributed to the staff, utilising a quantitative research approach to assess their viewpoints on emotional intelligence, employee engagement and performance. In contrast, the second questionnaire was designed for managers and supervisors, employing qualitative data collection methods to obtain valuable information about emotional intelligence and its effects on employees. Also, it is essential to mention that both sets of questionnaires were created in two languages, which were English and Spanish, to promote inclusion and facilitate participation.

The first questionnaire

The questionnaire included demographic questions to gather background information, including age, gender, employment duration, and current occupational role. It also evaluated Emotional Intelligence (EI), Employee Engagement (EE), and Employee Performance (EP). The comprehensive methodology ensured that the examination considered individual and organizational factors. The incorporation of demographic factors will guide future studies on the relationship between EI, Employee Engagement, and Employee Performance, providing a more detailed understanding of potential connections across various participant attributes.

EI Assessment 

The evaluation of Emotional Intelligence (EI) was a fundamental element of this research, to explain employees' viewpoints. The underlying structure for constructing the EI assessment questions was provided by the Self-Report Emotional Intelligence Test (SREIT). The SREIT, initially introduced by Schutte et al. in 1998, (Schutte et al., 1998)gained considerable attention and has been utilised in more than 3000 cases because of its conciseness (O’Connor et al., 2019). It consists of a quick survey of 33 questions, with each item being evaluated on a 5-point scale which examines several aspects of emotional intelligence. Significantly, the study conducted by(Na-Nan, Pukkeeree and Chaiprasit, 2020) demonstrated the strong dependability of the SREIT, thereby confirming its suitability for use in many scenarios. They also, mentioned that their questionnaire elements were derived from Schutte et al.'s original study. However, in this research a subset of 12 questions was included to minimise the potential for respondent fatigue. The inquiries included a wide range of aspects about emotional intelligence, including the recognition and interpretation of emotions, proficient regulation of one's own emotions, and the ability to comprehend and empathise with the emotions of others.

Employee Engagement Questions  

The employee engagement questionnaire underwent adaptions, drawing inspiration from several sources. The questions can be seen in appendix B. The Employee Engagement (EE) questionnaire was developed based on a survey by Mayo Clinic, which aimed to assess staff satisfaction, well-being, and engagement dynamics (Wieneke et al., 2019). The study was further informed by (Akingbola and van den Berg, 2019)adaptation of a scale developed byRich, Lepine and Crawford, (2010) , highlighting the interplay between employee behaviours and commitment in shaping Employee Engagement. Na-Nan, Pukkeeree and Chaiprasit, (2020) introduced an 18-item questionnaire to gauge employee engagement, revealing that factors like vigour, dedication, and absorption are predictors of heightened engagement.

The present study refined the questionnaire, containing 14 questions covering various engagement-influencing factors, including adaptability, leadership, commitment, well-being, trust, teamwork, diversity, and turnover intention. The questionnaire used a five-point scale ranging from 'disagree to agree' to assess participants' responses across identified dimensions. This modified approach ensured a comprehensive exploration of engagement drivers while maintaining a manageable respondent burden. The EE questionnaire synthesized elements from various influential studies, enabling a comprehensive assessment of employee engagement dynamic

Employee Performance Questions 

Employees are an organization's most valuable assets, driving its efficiency and development. However, their performance varies due to their competencies, talents, and daily work approach(Cainarca, Delfino and Ponta, 2019). Human resource managers are responsible for regularly monitoring employee performance to identify high-efficiency individuals and those needing further training(Meijerink, Beijer and Bos-Nehles, 2021). Using employee performance indicators is crucial for monitoring and evaluating employee effectiveness and productivity, benefiting both the organization and the individual. A comprehensive performance evaluation involves integrating qualitative and quantitative specifications, as a single statistic cannot fully reflect the organization's needs. Evaluating employee performance involves a structured review of an individual's job performance, allowing HR managers and senior executives to analyse areas for improvement, provide constructive criticism, and set future objectives. However, measuring employee performance is challenging due to unique responsibilities and different performance evaluation measures.

In this study the performance were done from the adaptation of individual work performance questionnaire by various researchers, because this questionnaire focus on task performance, contextual performance, adaptive performance, to include other factors to measure the performance in relation to the company and employee needs in the industry. The questions can be seen in appendix C. 

The study employed the Individual Work Performance Questionnaire, initially designed by (Koopmans et al., 2012), to evaluate performance across many dimensions, including task performance, contextual performance, adaptive performance, and counterproductive performance. The COVID-19 pandemic has significantly influenced the dynamics of organisations, leading to the requirement for the incorporation of supplementary aspects that align with the requirements of both companies and employees within the sector.

This study draws upon the findings of Li and Ding, (2022) regarding the post-pandemic employee requisites encompassing leadership, adaptive performance, and work passion, as well as the research conducted by (Siengthai and Pila-Ngarm, 2016) on job redesign, job satisfaction, and performance. The aim was to establish a correlation between these dimensions. The survey further considers other facets of employee happiness and performance.

This study employed established approaches and modified them to align with the unique circumstances of performance evaluation in the cleaning industry environment creating five questions related to feedback, leadership, communication, resources, and support. According to the study conducted by Dåderman, Ingelgård and Koopmans, (2020), it was determined that adjustments play a vital role in ensuring the relevance of questionnaires. The researchers effectively adapted the original Dutch-language questionnaire developed by Koopmans et al., (2012) for its application in Swedish. This adaptation reduced the number of questionnaire items from 47 to 18. The proposed methodology, which incorporates situational place and test adjustment, seeks to capture the complex aspects of performance evaluation comprehensively.

The Second Questionnaire 

The study assessed leaders' emotional intelligence levels, focusing on supervisors and managers. The study utilised a structured questionnaire. The survey evaluated many dimensions of emotional intelligence, encompassing customer satisfaction, dynamics within teamwork, the establishment of trust, job performance, and the level of assistance the organisation provides to develop emotional intelligence abilities. To enhance linguistic accessibility and cultural relevance, the set of five open-ended questions was translated into the Spanish language. The validation of the translation process was conducted to ensure the preservation of the instrument's validity across different languages. The design of the study drew inspiration from well-established measuring tools and scales.

The current investigation is based on the established corpus of literature about emotional intelligence and its influence on leadership and organisational results. The investigation conducted by Rybowska, (2019) about the impact of emotional intelligence on the relationships between managers and customers aligns with the study's primary objective, underscoring the crucial significance of emotional intelligence in cultivating favourable encounters. Moreover, the findings ofBonazza et al., (2021) emphasise the importance of leadership and cooperation in promoting efficient performance within an organisational context. The meta-analytical review conducted by Miao, Humphrey and Qian, (2021) offers empirical support for the association between emotional intelligence and performance, specifically focusing on contexts characterised by action and the need for adaptation. The findings of (Shrivastava et al., 2022) shed light on the significance of training programmes in the healthcare industry, specifically in developing communication skills that are influenced by emotional intelligence. These abilities are crucial for fostering better collaboration among healthcare professionals and ultimately boosting the quality of patient care.

This research aimed to enhance the comprehension of emotional intelligence's influence on leadership effectiveness, team dynamics, and overall organisational performance by integrating findings from previous studies with a customised questionnaire and translation process. This chapter presents the technique utilised to thoroughly investigate these links, establishing a solid basis for future analysis and discussion of findings.


[bookmark: _Toc148364674]Data Analysis
The study consisted of three observed (independent) variables - emotional intelligence (EI) and two (dependent) variables - employee performance (EP) and employee engagement (EE). IBM SPSS Statistics was utilised to conduct the analysis. Data software version 29.0 is a widely used tool for statistical analysis.
Means, standard deviations, and ranges were used to find descriptive data for all variables (Pyrczak and Deborah M. Oh, 2018). Correlational analysis using Pearson's correlation coefficient was done to determine how the independent and dependent factors were related. After that, the efficiency of the independent variables was evaluated using regression analysis. All data was screened for outliers, and assumptions of normality linearity were assessed prior to analysis. No serious violations were detected. 
Regression analysis helps quantify the influence of one variable on another, allowing for a comprehensive understanding of the interrelationships among these essential components. This comprehensive research approach provides a deeper understanding of the relationship between EI and employee engagement and employee performance.

Linear regression analysis is a statistical technique used to examine data following a normal distribution. It involves examining Emotional Intelligence (EI) as an independent variable and Employee Engagement (EE) as the dependent variable. The correlation coefficient, symbolised as 'r', indicates a positive linear relationship between the variables. A positive correlation coefficient indicates a positive linear link, while a negative correlation coefficient suggests a negative linear relationship (Sadeghi, 2022).
The purpose of using both correlational and regression analysis was to quantify the strength of the relationships between variables and understand the predictive influence of EI on EP and EE(Hazra and Gogtay, 2016). The descriptive, correlational, and regression analysis fully comprehended the relationships between emotional intelligence and employee performance and engagement (George, Okon and Akaighe, 2022).
[bookmark: _Toc148364675]Ethical Considerations

The researcher applied for ethics approval, and ethics committee approved the ethics application. The application was submitted to the UWTSD ethics committed. The researcher took the following steps to protect the participants’ privacy, consent, and security.

The questionnaires were anonymous prevent it any risk of privacy leakage. The job position was used to determine the points of view of managers, supervisors, and cleaners. The researcher assured the participants that all information would be confidential and not be revealed to anybody except the researcher’s supervisor.

Furthermore, the researcher informed voluntary participation, and that there was any rewards for taking part on it. 

[bookmark: _Toc148364676]Summary

This study utilised a pragmatic mixed methods approach to investigate emotional intelligence's (EI) impact on employee engagement and performance in the cleaning services industry. A blend of methodologies (qualitative and quantitative) was employed to provide a comprehensive understanding of this topic and help address gaps in the existing literature.

Following ethics approval, 40 participants completed questionnaires assessing EI, employee engagement, and performance. Quantitative data analysis included descriptive statistics, correlation analysis, and hierarchical multiple regression to evaluate the relationships between variables and test for moderation effects. Open-ended surveys were asked, and the replies were thematically examined to uncover essential concepts relating to EI and employee outcomes.

Secondary data from academic journals, industry reports, and other sources supplemented the primary data collected. This mixed methods approach allowed for triangulation of results from different sources and analytical techniques.

The data analysis correlation and regression analysis results are presented in Chapter 4. Qualitative themes are integrated with the statistical results to provide a complete picture of how EI may influence the engagement and performance of employees in the cleaning industry.
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[bookmark: _Toc148364678]INTRODUCTION


This research examines the connection between emotional intelligence (EI) and employee engagement and performance in the cleaning service business in London. Using a mixed-methods approach, the study analysed demographic characteristics of 40 survey respondents, including age, gender, and education. A regression analysis was used to measure the association between EI and employee engagement and performance. Thematic analysis was applied to qualitative data from a supplement questionnaire administered to administrators and supervisors. The findings provide practical insights for theory, practice, and improvement of engagement and performance in the cleaning business in London. The study aims to enhance HR practices, management tactics, and overall employee outcomes by providing practical insights from each analytical technique.

[bookmark: _Toc148364679]PRELIMINARY ANALYSIS



[bookmark: _Toc148364680]Demographics


The demographics of the participants were analysed based on a simple percentage. Table 1 shows that a total of 40 participants filled the questionnaire. Based on the responses, 55% of the participant were female, and 45% were male. Regarding age, 35% of the participants were in the age group 40 – 49 years, 20% were in the age group 30-39 years, 17.5% were in the age group 50 -59 years, 15% were in the age group 21-29 years, and a low proportion of the participants were in the age group below 20 with 7.5% and the other age group were 60 and above with 5%. Regarding of time in the company, 52.5% has been less than a year, in contrast with a 22.5% that has been for 5 o more years, the rest 25% has been between 2 to 4 years with the company. Most of the sample population, 80% were cleaners, while the 15% were supervisor, with a minority on higher positions as area supervisor, with 2.5% and area manager, 2.5%.



Table 1. 

Participants’ demographic data include gender, age, time in the company and occupation.
[bookmark: _Toc147666870]Table 4‑1 participants
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[bookmark: _Toc148364681]Descriptive Analysis

The study focuses on emotional intelligence (EI) and employee engagement (EE) among 40 participants. The average EI score was 3.567, with a standard deviation of 0.468. The skewness value of -0.250 indicates a slight negative skewness in the distribution, while the kurtosis value of 0.374 suggests a greater degree of peak than a normal distribution.

Employee engagement (EE) performance had a mean score of 3.243, with a standard deviation of 0.527. The skewness value of -0.014 indicates an almost symmetrical distribution, while the kurtosis value of -1.119 suggests a lighter tails and flatter distribution. 

Employee performance (EP) was considered, with a typical score of 3.280. The standard deviation of EP scores was 0.733, with a minor magnitude of skewness, suggesting a symmetric distribution around the mean. The kurtosis value of -0.047 suggests a lower degree of peak and flatter shape than a standard normal distribution, indicating a wider dispersion and reduced frequency of extreme values in the tails. Like the excess kurtosis, the skewness value of around 0.127 indicates a minor magnitude of skewness

Table 2. Descriptive Statistics
[bookmark: _Toc147666871]Table 4‑2 Descriptive
	Variables
	Sample=N
	Mean
	Std. Deviation
	Skewness
	Kurtosis


	EI
	40
	3.567
	0.4678
	-0.250
	-0.781

	EE
	40
	3.243
	0.527
	-0.014
	-1.119

	EP
	40
	3.280
	0.733
	0.127
	-0.047

	Valid N (listwise)
	40
	
	
	
	



[bookmark: _Toc148364682]RESULTS

[bookmark: _Toc148364683]Emotional Intelligence Influence Employee Engagement, Employee Performances, and its Outcomes

To conduct an in-depth evaluation of the correlation between Emotional Intelligence (EI), Employee Engagement (EE), and Employee Performance (EP) within the organisational setting, a regression analysis was performed. To address the initial research inquiry, "What is the impact of emotional intelligence on employee engagement, employee performance, and associated outcomes?" it was imperative to conduct a test to assess the normality of the data.



[bookmark: _Toc148364684]Normality Test

The central tendency of the data dispersion for the variables EI (Emotional Intelligence), EE (Employee Engagement), and EP (Employee Performance) was assessed using the Shapiro-Wilk test. The test for EI returned a statistic of 0.957, accompanied by 40 degrees of freedom and a p-value of 0.131. These results suggest no substantial departure of the data from a normal distribution. In the same way, the statistical analysis conducted for the variable "Employee Engagement" (EE) resulted in a Shapiro-Wilk statistic of 0.957, accompanied by 40 degrees of freedom and a p-value of 0.132. These findings further support the notion that the data about Employee Engagement follows a normal distribution. Regarding EP, the Shapiro-Wilk test generated a statistic of 0.988 with 40 degrees of freedom and a p-value of 0.936, indicating sufficient evidence to support the claim that the data about Employee Performance follows an approximately normal distribution. Hence, drawing from the outcomes of these examinations, the data about the three variables (EI, EE, and EP) can be regarded to conform to a normal distribution.

After the normality test was done, the tests to apply were Pearson correlation and linear bivariate regression. The results are as follows.

[bookmark: _Toc148364685]Regression and Correlation

The correlation coefficient, r = 0.67, indicates a favourable relationship between EI and Employee Engagement. The coefficient of determination (r2) of 0.44 indicates that EI explains 44% of the observed variations in Employee Engagement. A positive correlation coefficient indicates a direct association between EI and Employee Engagement, while a negative correlation coefficient indicates an inverse relationship (Sadeghi, 2022)

P-values are critical in evaluating the statistical importance of the two different variables, independent and dependent. A p-value below the threshold of 0.05 signifies a statistically significant connection, whereas a p-value beyond 0.05 suggests the absence of a statistically significant correlation (Kim, 2022). The findings displayed in Table 3 demonstrate a strong relationship between employee engagement and emotional intelligence (P < 0.001). It suggests that persons with more emotional intelligence exhibit higher involvement in their professional activities.

Table 3. 
Regression analysis between emotional intelligence and employee engagement; emotional intelligence and employee performance.
	Variable
	Emotional Intelligence

	
	R
	(R2 )
	p-value

	EE
	0.666
	0.443
	<0.001

	EP
	0.348
	0.121
	0.028



The study reveals a moderate positive correlation between emotional intelligence and employee performance, as shown in Table 3, with a correlation coefficient of 0.348 and a p-value of 0.028. It suggests a substantial, if modest, association between the two variables. The coefficient of determination (r2) is 0.12, indicating that emotional intelligence accounts for about 12% of the variability in employee performance. However, it is essential to consider other factors that contribute to performance outcomes. The study also highlights the significant relationship between employee engagement and performance, see Table 4 below, with a strong and statistically significant positive correlation of 0.70 and 0.49. Significant changes in employee engagement may account for almost 49% of the variability in performance. The p-value is less than 0.001, highlighting the statistical significance at the 0.05 level.

Table 4.
Regression of employee engagement and employee performance.
	Variable
	Employee Engagement 

	
	R
	(R2 )
	p-value

	EP
	0.702
	0.493
	<0.001




The study found a stable and statistically significant correlation between Emotional Intelligence (EI) and Employee Engagement (EE). The correlation coefficient (r = 0.67) indicates a positive association, with EI accounting for 44% of the variance in EE. It highlights the importance of EI in promoting higher levels of employee engagement, emphasizing its significance in enhancing overall performance. Another discovery was that a moderate positive connection (r = 0.348) was found between Emotional Intelligence (EI) and Employee Performance (EP), with a statistically significant p-value less than 0.05. EI influences employee performance, but it only explains around 12% of the variability in entrepreneurial performance. Therefore, it is crucial to consider other factors contributing to performance despite EI's impact.

This study found a strong and significant association between Employee Engagement (EE) and Employee Performance (EP) with r = 0.70, p < 0.001, as shown in Table 4, indicating a positive correlation between increased engagement levels and improved performance results. EE's predictive strength accounts for 49% of the variability in EP, emphasizing the significant influence of employee engagement on organizational success.

[bookmark: _Toc148364686]Themes Analysis

According to the second questionnaire, the themes found and summarised show, see Table 5, the importance of emotional intelligence (EI) in employee engagement and performance. Efficient communication is crucial for emotional experience, enabling employees to listen to customers and respond to their expectations actively. Empathy fosters a work environment where concerns are acknowledged, improving engagement. EI also aids in conflict resolution, fostering teamwork and positive conduct. Emotional intelligence also facilitates effective stress management, as it helps employees regulate their emotional reactions towards feedback and training.







Table 5. Themes 
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Emotional intelligence is a crucial ability that assists successful employees in regulating others' emotions, including feedback, gratitude, training, and contributing to a positive company culture. Effective leadership also considers workers' emotions when making decisions that affect performance and service quality, making social skills an essential component.

The research highlights the significance of emotional intelligence in the workplace, as it encourages employees to actively listen to clients, handle crises effectively, and boost morale. It fosters understanding and support among colleagues, creating a positive atmosphere. Emotional intelligence also aids in adapting, increasing engagement, and enhancing decision-making processes and service quality. The study found that employee engagement is more influential in driving enhanced performance, emphasizing the need to prioritize employee engagement and foster emotional intelligence.

[bookmark: _Toc148364687]Emotional Intelligence Influence Employee in The Cleaning Industry of London

The study examined how emotional intelligence (EI) influences employees in the London cleaning industry. The results showed high average EI scores (M=3.57 out of 5) among participants, indicating consistently strong EI abilities. Employee engagement (EE) levels were also high on average (M=3.24). However, employee performance (EP) ratings had a higher standard deviation (SD=0.73), suggesting greater unpredictability in performance outcomes across the sample.

A positive correlation was found between EI and EE (r=0.67, p<0.001), aligning with existing research. It suggests that EI enhances intrinsic motivation and enthusiasm, driving engagement. However, the connection between EI and EP was minor, although still significant (r=0.348, p=0.028). It indicates that EI impacts performance but to a different level than engagement.

EI explained 44% of the variance in EE, showing it significantly influences engagement. However, for EP, EI only accounted for 12% of variability, suggesting factors beyond EI also directly affect performance. The key finding was that EI had the most substantial predictive relationship for EP, explaining 49% of its variability.

In summary, EI abilities strongly predict employee engagement and have a more modest but meaningful impact on EP in this industry. Developing emotional competencies could enhance motivation and enthusiasm. However, performance is also driven by additional factors beyond EI.

The findings of this study support the opinion that a high level of EI is correlated with employee engagement. Although the connection between EI and job performance could be more robust, it emphasises that engagement is a critical driver of performance outcomes. Engaged employees tend to exhibit elevated levels of motivation and commitment, which aligns with previous research findings(Grover et al., 2018; Akingbola and van den Berg, 2019; Uddin, Mahmood and Fan, 2019; Barreiro and Treglown, 2020).The empirical evidence from these studies underscores that EI and engagement are closely intertwined factors that impact productivity within the cleaning industry.

The study reveals that emotional intelligence (EI) significantly influences cleaning staff's communication and conflict management strategies. Effective communication fosters positive customer connections, improving satisfaction levels (Lee, Lee and Chung, 2019; Aslam et al., 2022) One of the participants emphasised," Emotional intelligence (EI) helps employees listen to customers". This remark shows EI skills, such as perceiving and empathising with emotions facilitating attentive and customer-centric service by understanding interpersonal cues. High EI individuals can respond successfully and correctly, allowing positive customer interaction(Rybowska, 2019; Miao, Humphrey and Qian, 2021).The research highlights the importance of EI in enhancing customer satisfaction and fostering positive interactions within the cleaning industry.

Empathy is crucial for personalised service, and emotional intelligence (EI) is essential for active listening and effective responses to client concerns. EI facilitates attentive listening, promoting understanding and conflict resolution in a peaceful work environment(Udod, Hammond-Collins and Jenkins, 2020; Wang et al., 2023).The participant remarked, "Emotional intelligence facilitates employees' ability to listen to customers attentively." It supports theories emphasising intrapersonal and interpersonal emotional abilities in efficiently navigating professional interactions, as Goleman (1995) emphasised.

Emotional Intelligence (EI) is crucial for managing team perspectives, preventing conflicts, and fostering positive relationships. One of the participants mentioned: "Emotional intelligence (EI) serves to avoid conflicts and misunderstandings". It regulates internal states and cultivates positive co-worker connections, maintaining team cohesiveness and work satisfaction. EI is essential for distinguishing high-performing teams promoting trust, equity, and favourable social conduct within organisations (Mindeguia et al., 2021; Shrivastava et al., 2022; Zhang and Hao, 2022).It positively impacts communication, empathy, and conflict resolution and influences engagement, teamwork, and performance in collaborative cleaning roles. Overall, EI plays a significant role in fostering trust, equity, and positive social conduct within organisations.

Stress management is a crucial EI competency in the cleaning profession, as the repetitive nature of manual work often leads to burnout and a decline in overall well-being. Strategic stress management techniques can alleviate these concerns and improve work performance and organisational outcomes. According to a participant in the study, "stress management allows people to fulfil obligation calmly and without stress." Effective stress regulation is associated with job engagement and motivation(Pekaar et al., 2018; Song et al., 2022). Identifying stressors, controlling work pressure, and keeping company objectives in mind can help mitigate mistakes and reduce absenteeism. Another participant highlighted: "We need to identify the circumstances that cause us stress or anxiety. Have control due to the day-to-day work pressure and always keep the company's objectives in mind". Strategies like understanding, management, and empathy can contribute to employee and customer satisfaction (Tsaur and Ku, 2019; Knežević et al., 2021; Pionke and Graham, 2021).Emotional competence is crucial in managing stress and anxiety among cleaning personnel, as it minimises disruptions and increases productivity. Further research is needed to explore the efficacy and techniques of these strategies.

Proficiency in social skills is crucial in the sector as it impacts customer interactions, teamwork, and dispute resolution. One of the participants provided a response indicating that: " [EI] results in improved interpersonal connections". It leads to improved interpersonal connections, enhancing client satisfaction and employee efficiency. Effective leadership is essential for team motivation, conflict resolution, and a pleasant work environment (Kim, Lee and Yun, 2020; Zhang and Liu, 2022)   Emotional intelligence facilitates effective teamwork and conflict resolution. Another participant emphasised that "emotional intelligence facilitates effective teamwork and conflict resolution." Engaging with customers and seeking feedback is crucial for assessing customer satisfaction (Pedersen et al., 2019; Zhou et al., 2022)Overall, possessing proficient social skills enhances customer satisfaction and employee efficiency.

Emotional intelligence is a crucial trait for individuals in a complex business environment. It allows for efficient transitions between jobs and locations, adapting to changing consumer demands and handling unexpected situations. Emotional intelligence helps employees understand clients' emotions and make them feel valued. Based on a participant's feedback, it was observed that "Emotional Intelligence can help employees understand the emotions of their clients and make them feel valued". It encompasses communication, empathy, conflict resolution, stress management, social skills, leadership, and adaptability, all essential for workplace success.

Concerning this analysis, the study findings suggest that emotional intelligence significantly impacts employee engagement and overall performance. While it explains a substantial percentage of the variance in involvement, its influence on performance is minimal. Employee engagement is a crucial factor that considerably boosts employee performance, contributing significantly to the observed variances in performance outcomes.

[bookmark: _Toc148364688]Dimension of Emotional Intelligence, that Impact Employee Engagement and Performance in The Cleaning Industry

To determine which dimension of emotional intelligence has the most impact on employees in the cleaning service industry, the survey questions were allocated to four dimensions: perception of emotions, managing others' emotions, managing own emotions and utilization of emotions. This allocation was based on the emotional intelligence test developed by Schutte et al.

The research question was then answered using regression analysis. The research question: "What dimension of emotional intelligence, including self-awareness, self-regulation, social skills, and empathy, has the strongest influence on employee engagement and performance in the cleaning industry?" The results, as shown in Table 6, revealed the following:

Table 6. Regression Analysis of Dimensions of Emotional intelligence, Employee Engagement and Employee Performance.
	Variable
	Code
	EE
	EP

	
	Q
	R
	(R2 )
	p-value
	R
	(R2 )
	p-value

	Perception of Emotions
	EI1 &
EI2
	0.457
	0.209
	0.013
	0.256
	0.065
	0.286

	Managing own Emotions

	EI3, EI4, EI5, EI12
	0.621
	0.385


	0.002
	0.589
	0.347
	0.004

	Managing other’s Emotions
	EI6 & EI7
	0.503
	0.253
	0.004
	0.267
	0.071
	0.255

	Utilization of Emotions
	EI8
EI9
EI10
EI11
	0.779
	0.607
	<0.001
	0.511
	0.261
	0.028



The study analysed the Perception of Emotions dimension, consisting of EI1 and EI2 competencies. It found that this dimension has a moderately positive relationship with employee engagement, accounting for 20.9% of the variance in engagement. The p-value of 0.013 indicates this is a statistically significant effect. However, for employee performance, the results differed. The combined effect of EI1 and EI2 explained only 6.5% of performance variability, with a non-significant p-value of 0.286.

In summary, while the Perception of Emotions dimension positively impacts engagement, its influence on employee performance is minimal and not statistically significant in the cleaning industry context. Based on this analysis, developing competencies related to perceiving emotions may benefit engagement but does not directly improve performance.

The study analysed the impact of the Managing Own Emotions dimension, consisting of competencies EI3, EI4, EI5 and EI12, on employee engagement and performance. This dimension has a significant positive relationship with employee engagement in the cleaning sector. The dimension accounted for 38.5% of the variance in engagement, as shown by the R-squared value of 0.385. The observed relation had a solid statistical significance, as evidenced by a p-value of less than 0.001.

For employee performance, the Managing Own Emotions dimension explained 34.7% of the variance, indicating it has a modest positive influence. This relationship was also statistically significant, with a p-value of 0.004.

In summary, competencies related to managing one's emotions, including self-awareness, motivation, and self-regulation, significantly impact both engagement and performance outcomes among cleaning employees. Developing these emotional intelligence skills could provide benefits.

The study examined the impact of Managing Others' Emotions dimensions EI6 and EI7 on employee engagement and performance in the cleaning industry. EI6 and EI7 collectively explained 25.3% of the variance in employee engagement, indicating a modest but significant positive impact. However, the combined effect of EI6 and EI7 accounted for only 7.1% of performance variability, with a low R-squared value of 0.071. The p-value of 0.255 was not statistically significant, exceeding the 0.05 threshold. The study suggests that while managing others' emotions influences engagement, their impact on performance is minimal and not statistically significant.

The study found that the Utilization of the Emotions dimension, encompassing EI8, EI9, EI10 and EI11, substantially impacted employee engagement in the cleaning industry. This dimension accounted for 60.7% of the variance in engagement, as shown by the high R-squared value of 0.607. The relationship was highly statistically significant, with a p-value under 0.001. Also, had a modest but meaningful impact on employee performance, explaining 26.1% of the variance. This positive relationship was statistically significant, with a p-value of 0.028.

In summary, the analysis showed that competencies related to utilizing emotions, such as problem-solving, reality testing and cognitive flexibility, have a stable, beneficial influence on employee engagement and performance in the cleaning sector. Developing these emotional intelligence skills could significantly enhance organizational outcomes.

The study aimed to identify which emotional intelligence (EI) dimensions substantially influenced employee engagement (EE) and performance in the cleaning industry.

The key finding was that the Utilization of Emotions dimension, including competencies EI8-EI11, had the most substantial positive relationship with EE. This dimension accounted for 60.7% of the variance in EE, as evidenced by the high R-squared value of 0.607.

The Managing Own Emotions dimension, encompassing EI3-EI5 and EI12, also showed a robust positive correlation with EE, explaining 38.5% of the variance.
For employee performance (EP), Utilization of Emotions again had the most significant impact, accounting for 26.1% of the variance. Managing Own Emotions also had a significant effect, explaining 34.7% of the variability in EP.

The utilization of emotions is the most crucial factor for employee engagement and performance in the cleaning industry. Developing emotional intelligence skills can significantly improve engagement and performance. However, managing one's own emotions is also crucial. Both dimensions contribute to engagement, but the management of emotions is significant. Therefore, enhancing emotional intelligence skills is essential for enhancing employee engagement and performance in the cleaning industry.

The study explores the impact of emotional intelligence on employee engagement and performance in the cleaning sector. It uses triangulation methodology to validate results and emphasizes the importance of communication, empathy, conflict resolution, stress management, social skills, and leadership in fostering a positive work environment. The findings are contextually validated by comparing quantitative results with real-world scenarios, ensuring reliability and representativeness. Using both qualitative and quantitative data triangulation enhances the credibility of the research.
[bookmark: _Toc148364689]Summary

The dissertation investigated the relationship between emotional intelligence, employee engagement and performance. Further, the dissertation tested the assertion that emotional intelligence influences employee engagement and performance.

The specific hypotheses were examined using correlation analysis and linear regression. There was a notable association between emotional intelligence and employee engagement and a moderate one between emotional intelligence and employee performance. Chapter 5 will discuss the recap of the results, connect the results of this study with past studies and provide insight into the limitations, practical implications, and future recommendations.
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[bookmark: _Toc148364690]CHAPTER 5. DISCUSSION, IMPLICATIONS AND RECOMMENDATIONS -3281


Introduction 

This chapter signifies the final stage of the research undertaken in the present investigation. The main aim of this study has been to thoroughly investigate the substantial impact of Emotional Intelligence (EI) on employee engagement and staff performance in the cleaning industry of London. This study's primary objective is to analyse the influence of various facets of emotional intelligence on employee engagement and performance using an explorative research approach.

The objective of this chapter is to provide a complete synthesis of the main conclusions derived from the preceding chapters. To accomplish this,  deductive analytical approaches are used to obtain essential information. Furthermore, this study comprehensively investigates the practical consequences of the results, admits its limits, formulates a sound conclusion based on evidence, and offers relevant suggestions for future research initiatives.

To reinforce the reader's understanding of the precise objectives, it is necessary to review the research questions that have directed the investigation:

1. How does emotional intelligence impact employee engagement, performance, and the resulting outcomes?
2. How does emotional intelligence influence workers within the cleaning business in the city of London?
3. Among the elements of emotional intelligence, namely self-awareness, self-regulation, social skills, and empathy, it is vital to ascertain which of these dimensions significantly impacts employee engagement and performance within the cleaning business.



Summary of the Results


The research explored the relationship between emotional intelligence, employee engagement, and performance in the London cleaning services sector. A sample of 40 participants, primarily female and male, was analysed. The majority (52.5%) had less than one year of experience, while the remaining 22.5% had 2 to 4 years. Most (80%) were cleaners, with supervisors comprising 15% of the sample. Higher-ranking roles like area supervisors and managers represented 2.5% of the participants. The study emphasises the impact of emotional intelligence in the cleaning services industry.

The study used descriptive statistics to analyses variables such as emotional intelligence, employee engagement, and performance. According to the Spearman correlation and linear regression data, a strong positive relationship exists between emotional intelligence and employee engagement (r=0.67, p0.001). Emotional intelligence accounted for 44% of the variability in employee engagement, aligning with an earlier study by Selvi and Aiswaya (2023) in a pharmaceutical organisation. These findings suggest that emotional intelligence impacts employee engagement levels across different sectors.

The study found a less intense but statistically significant correlation between emotional intelligence (EI) and emotional performance (EP), explaining 12% of EP variability. This finding aligns with Ginoga and Mangkona's (2022) study at a sugar factory, suggesting a partial significance and positive relationship between EI and EP. EE had the most robust correlation with EP, accounting for 49% of the observed variability. It aligns with Luigi, Silvia, and Alessia's (2022) research on the relationship between human resources professionals and employee engagement, proving a significant effect of engagement on performance.

This study assessed emotional intelligence dimensions such as self-awareness, self-regulation, social skills, and empathy using a modified Schutte et al. (2018) questionnaire. Employee engagement was measured using a modified version of this questionnaire  (Akingbola and van den Berg, 2019; Lee, Lee and Chung, 2019)and performance was assessed using studies by Li and Ding, (2022). A separate survey was presented to leadership positions to assess employee engagement and performance.

This study reveals a significant correlation between emotional intelligence and employee engagement and performance, aligning with previous research (Barreiro and Treglown, 2020; Selvi and Aiswarya, 2023; Lee et al., 2022; and Fathi Alheet and Hamdan, 2021). It also supports the idea that implementing emotional intelligence programs, recruitment strategies, and leadership development programs can significantly improve employee engagement and performance (Shrivastava et al., 2022; Mira, Choong, and Thim, 2019).

The literature review highlights emotional intelligence (EI) as a discrete intelligence characterised by self-awareness, self-regulation, motivation, empathy, and social skills, Goleman model (Drzewiecka and Roczniewska (2018).  Bar-on's approach incorporates self-perception, self-expression, interpersonal skills, decision-making, and stress management (Kanesan and Fauzan,2019). The Schutte Self-Report Emotional Intelligence test (SSREI) emphasises understanding emotions, regulation of one's own emotions, regulation of others' emotions, and strategic use of emotions (Gong and Paulson, 2018; Bartock, 2019).


Discussion of the Results. (done, revision, add)

Results of this exploratory case study were derived through descriptive and thematic analysis of data obtained from the questionnaires and SPSS was used to answer the research questions. While the participants provide a wide range of insigths and experiences, the transferability of the results to all cleaning services organisation is not guaranteed.  Specifically, this study aimed to answer the following: 

The impact of emotional intelligence on employee engagement, employee performance and the resulting outcomes and the influence of emotional intelligence on workers withing the cleaning business in the city of London
In summary, the regression analysis revealed a robust and statistically significant correlation between emotional intelligence (EI) and employee engagement (EE), as indicated by r = 0.67 and r2 = 0.44. This quantitative finding affirms the substantive role of EI in positively influencing engagement in the workplace. Furthermore, it aligns with and validates prior research, such as the seminal study by Selvi and Aiswaya (2023) which found a similarly strong positive relationship between EI and EE in a pharmaceutical company. The consistency of this strong correlation across, others industries, including this current one, highlights the considerable impact emotional intelligence have on employee engagement.

Conversely, the regression analysis showed a more modest yet
still positive correlation between EI and employee performance (EP), with an r
value of 0.348 and r2 of 0.12. While not as substantial as the link with
engagement, this quantitative result indicates EI maintains relevance in
shaping employee performance, though to a lesser degree. The finding parallels
previous studies like Ginoga and Mangkona's (2022) which similarly found a partial but beneficial correlation between EI and job performance, suggesting this connection may be consistent yet constrained across contexts. Overall, while the data reveals the relationship between EI and performance is less pronounced compared to that with engagement, it nevertheless highlights the role of emotional
intelligence in influencing employee performance. 

Elaborating further, the qualitative findings revealed perceiving one's own emotions was positively related to both performance and engagement for participants. Specifically, employees who displayed greater skills in communication were better equipped to actively listen to customers, empathize with their perspectives, and respond effectively to meet expectations. Workers with higher levels of emotional self-awareness and intimate understanding of their own feelings and needs provided superior customer service. This aligns with existing research indicating higher
emotional intelligence enhances service quality through improving perspective-taking, communication, and empathy(Shrivastava et al., 2022;).Moreover, the qualitative insights showed effective communication enabled employees to properly carry out their specific roles and optimize customer interactions through elevating interpersonal emotional skills.

Furthermore, the theme of empathy emerged from the interviews and focus groups as a key emotional intelligence competency that enables leaders to actively listen, understand others' diverse viewpoints, and cultivate a more positive organizational climate marked by support and collaboration. By developing and demonstrating greater empathy, leaders can facilitate stronger interpersonal connections among colleagues. Empathy skills also promote more effective relationships between leaders and customers by enhancing perspective-taking. Prior empirical studies have elucidated a direct positive association between empathy and emotional intelligence (EI), consistently highlighting empathy's multifaceted contributions to workplace collaboration, employee satisfaction, and leadership efficacy across contexts. For example, seminal research by Rybowska, (2019) found leaders and managers with higher EI, including elevated empathy, had more engaged and satisfied teams overall compared to leaders rated lower in EI. Similarly, Kumari et al., (2022), in their  study reported leaders specifically adept at demonstrating empathy through compassionate listening built significantly greater employee trust and collaboration. By actively promoting understanding of others' perspectives, empathy acts as an integral emotional intelligence skill that can profoundly enhance workplace relationships, alignment, and performance outcomes when intentionally cultivated.

In addition, the qualitative analysis revealed the subthemes of motivation and adaptability substantially influenced employee engagement within the sample. Employees exhibiting higher motivation levels and greater adaptability in responding to changing demands displayed enhanced job satisfaction, improved teamwork skills, and were key in sustaining a positive corporate culture. As Chikobvu and Harunavamwe, (2022)found, motivation serves as a pivotal factor that fosters belonging and meaning in work. However, participant  indicated motivation was not consistently encouraged across all roles.

Furthermore, this aligns with prior research by (Jeanes et al., 2012; Lee, Lee and Chung, 2019; Larasati et al., 2022)demonstrating that insufficient motivation can adversely impact satisfaction, performance and increase turnover. The data revealed motivation levels varied by job role, with repetitive positions or limited development contributing to lower motivation potentially. Given motivation's essential role in maximizing engagement, satisfaction, and retention according to the literature, targeted interventions to improve motivation across the organization may be warranted. Overall, these qualitative insights accentuate how critical motivation and adaptability are in shaping employee attitudes, behaviors, and performance within complex work environments.

Moreover, the thematic analysis revealed that developing competencies in conflict resolution, stress management, social skills, decision-making, and leadership significantly influence employee performance within this context. These specific emotional intelligence skills play a vital role in fostering a positive organizational climate by preventing conflicts, regulating stress, improving communication, enabling sound decisions, and providing supportive leadership. As leadership researcher Asad et al., (2022) found, effective leaders give compassionate feedback, build trusting relationships, reduce stressors, and empower focus by removing barriers. In contrast, lacking these emotional intelligence abilities can increase absenteeism, reduce work quality, and heighten occupational stress(Lee, 2018; Parveen and Assistant, 2021)

Furthermore, study participants indicated inclusive leader’s adept at conflict resolution promoted greater team cohesion, collaboration, and performance. Leaders able to regulate stress created a calmer climate for concentration. Socially skilled leaders who built trust through care and feedback were seen as supportive mentors. Participants also valued balanced, ethical leaders who made sound decisions and provided direction. By cultivating strengths in these areas of emotional and social responsabilities behaviours, leaders can facilitate job quality by promoting an interpersonally aligned culture centered on human dignity and growth(Abasabanye, Bailly and Devetter, 2018). Integrating the qualitative findings, these emotional intelligence competencies collectively impacted organisational culture and engagement.

In conclusion, the quantitative regression analyses, illuminated by qualitative insights, demonstrated plausible positive relationships between emotional intelligence both employee engagement and performance, though the correlation with engagement appears more pronounced. The qualitative data provided critical insights into the specific ways EI competencies can profoundly, and differentially, influence engagement and performance in context-specific manners. Taken together, these results underscore the vital importance of organizations proactively developing emotional intelligence abilities to enhance essential workplace outcomes including employee engagement, performance, collaboration, leadership efficacy, culture, and retention. The findings hold meaningful implications for intentionally designing EI training programs, developing hiring protocols to screen for these critical soft skills, and emphasizing emotionally intelligent leadership practices to optimize human capital and organizational flourishing. While recognizing study limitations, these data provide compelling initial evidence that emotional and social intelligence acts as indispensable developmental raw material for constructing the relational infrastructure that allows organizations to thrive.

Dimension of emotional intelligence that affects the employees in the cleaning services. (done, revision, add)


This study’s findings reveal that specific dimensions of emotional intelligence substantially impact employee engagement and performance in the cleaning industry. Most critically, the “Utilization of Emotions” emerges as the most influential. With a robust R-squared coefficient of 0.607, it accounts for approximately 60.7% of the variation in employee engagement among the sample. This aligns withSivanthinathan, Singh Kartar Singh and Vasudavan, (2023), who found the utilization of emotions was a key driver of engagement for project team members, explaining over 68.7% of variance. It also concurs with Selvi and Aiswarya, (2023)study show a strong correlation of variance in engagement for automobile employees. This suggests the significant role of effectively leveraging emotions extends across sectors.

Furthermore, the Utilization of Emotions dimension positively affects employee performance, explaining roughly 26.1% of the observed variability. This reinforces (Lee et al., 2023) where utilizing emotions predicted 8.4% of variance in brokers estate service performance. However, other studies have shown stronger effects, such asLima, Spahi and Shala, (2022) where utilizing emotions have a strong association with a chi-square statistic of 31.54 and a p=0.115 of leaders performance. This indicates the effects may differ across contexts.

Additionally, the “Managing Own Emotions” dimension holds significance, positively influencing both employee engagement (38.5% of variance explained) and performance (34.7% of variance explained) among the cleaning staff. The p-value of 0.004 denotes statistical significance. These results concur with Levitats, Vigoda-Gadot and Vashdi,( 2019)engagement  in the public sector and  explaining 54% of variance. However, the effects were more pronounced than Lone and Lone, (2018)where managing emotions only accounted for 35% of variance in leadership performance in the banking sector. This further highlight potential differences across occupations.

In contrast, while the “Perception of Emotions” dimension does positively impact engagement (20.9% of variance), it lacks statistically significant effects on performance. This suggests recognizing emotions plays a more limited role, aligning withMichinov and Michinov, (2022) findings, where perceiving emotions predict 13% of team performance in police officers. However, this dimension was impactful inDhoopar et al., (2022) study, predicting 82% of educational sector performance, again indicating variations across settings.

Lastly, “Managing Other’s Emotions” exhibits a more restricted influence, with a moderate positive correlation with engagement yet no significance for performance. These results parallel with Khassawneh et al.,( 2022)where managing others' emotions did not have a significance correlation in teachers performance. However, Sekreter, (2019)found managing others’ emotions predicted teachers performance, and potential indirect effects on students performances.

In summary, while patterns emerge across studies, the findings underscore that emotional intelligence’s impact differs depending on context. “Utilization of Emotions” consistently demonstrates importance, but effects vary across occupations. To optimize outcomes, organizations must consider their unique needs in strategically developing emotional intelligence capabilities. This study offers initial evidence to guide cleaning companies in emphasizing the most impactful competencies.


Practical Implications


Emotional intelligence is crucial for employee engagement and productivity in the cleaning sector. Proactive strategies include training programs, modifications to recruitment and performance systems, nurturing emotionally intelligent leaders, and promoting EI utilisation throughout the firm, as empirical evidence supports this claim (Held et al., 2023; Nabih et al., 2023)

According to Wittmer and Hopkins, (2022)training in emotional intelligence that targets empathy, communication, and stress management can enhance engagement, interpersonal connections, and overall performance. Integrating Emotional Intelligence tests into the recruiting and recruitment process enables the identification of applicants who display elevated levels of engagement and productivity(Wieneke et al., 2019). 

Also, according to (Rybowska, 2019; Desta, 2021)EI development programmes prioritising emotional intelligence enable employees to cultivate favourable work environments, deliver constructive feedback, and exemplify EI behaviours in the workplace. These programmes could enhance employee engagement and improve overall organisational outcomes.

 Furthermore, implementing frequent feedback systems, incentives for team cooperation, and recognition programs that prioritise emotional intelligence can effectively enhance EI abilities associated with appreciating others, social adeptness, and gaining new perspectives (Peixoto and Muniz, 2022).Improving employee's emotional intelligence EI skills, such as empathy and adaptability, within the cleaning industry can positively impact customer interactions, satisfaction levels, and the overall quality of service (Pionke and Graham, 2021; Molero Jurado et al., 2022)





Limitations of the study

The study has limitations, including a small sample size of 40 individuals and a cross-sectional design, which limits generalizability. Future research should use more representative samples better to understand the link between emotional intelligence and performance. Also, it should include longitudinal studies that offer a more comprehensive understanding of the dynamic association between emotional intelligence and productivity, as they allow for more detailed observation and analysis over extended periods.

Moreover, using self-reported data is susceptible to social desirability biases, where respondents may supply socially acceptable answers rather than accurately representing their true feelings and behaviour. The inclusion of qualitative insights derived from interviews or focus groups has the potential to enhance the comprehensiveness of opinions. Moreover, the study's exclusive concentration on the cleaning business restricts the generalizability of the findings to other sectors that may have distinct dynamics that influence the impacts of emotional intelligence.

This study supplies preliminary data on emotional intelligence and workplace outcomes. However, it is essential to acknowledge its limitations and suggest future research with larger sample sizes, longitudinal tracking methods, self-report measures, qualitative data, and industry comparisons. The research on the relationship between emotional intelligence and workplace outcomes will enhance the knowledge of this subject, combining empirical and theoretical information, leading to numerous benefits in the field. 

Future Research


While this study offers significant information, various possibilities for future research might be explored.
· Implementing longitudinal research that investigates the correlation between emotional intelligence fluctuations and engagement and performance variations over an extended period may lead to a deeper understanding of the relationship.
· The implementation and evaluation of intervention studies focused on the implementation and assessment of emotional intelligence (EI) training programs have the potential to provide valuable empirical data that could improve productivity by promoting the development of EI skills.
· Comparative studies conducted across many sectors might elucidate distinct trends within each sector regarding the impact of emotional intelligence (EI) on workplace results.

Alternatively, conducting interviews and organising focus groups might provide a more thorough and in-depth comprehension of the impact of emotional intelligence (EI) on performance. These qualitative investigations would be valuable to the existing quantitative data. Examining contextual elements such as leadership, culture, and customer interactions can provide more insight into all aspects of emotional intelligence (EI) within the cleaning business. Furthermore, integrating objective performance indicators and relying only on self-reported data has the potential to augment productivity assessment.

Investigating possible mediators, such as job satisfaction, and moderators, such as job demands, may reveal complexities that influence the impacts of emotional intelligence. Although this study provides preliminary evidence, doing mixed-methods research with more extensive samples and longer timeframes can significantly enhance the empirical comprehension of the connections between emotional intelligence and employment outcomes. Working in the recommended instructions offers options for further development of present results, facilitating interventions, identifying limiting factors, and illuminating differences within circumstances.


Conclusion

The study reveals a significant impact of emotional intelligence on employee engagement and performance in the cleaning services industry, which is crucial to London's economy. The quantitative analysis shows a statistically significant association between emotional intelligence and engagement. Despite the less pronounced relationship between emotional intelligence and performance, it remains statistically significant.

The previous findings have significant practical consequences for cleaning firms aiming to enhance the results of their human resources, as well as for a more extensive comprehension of how emotional and social intelligence influences the achievement of organisations. The study results suggest that implementing a specialised emotional intelligence (EI) training programme emphasising empathy, motivation, and flexibility can enhance engagement and performance. The integration of Emotional Intelligence (EI) tests in the recruiting and performance evaluation processes may aid in identifying applicants who are more inclined to exhibit heightened levels of engagement. The evidence suggests that coaching in supportive communication, conflict management, and ethical decision-making can be a promising approach to developing emotionally intelligent leadership practices.

Nevertheless, it is essential to acknowledge that this research, being an early exploratory study, has certain limitations that present exciting opportunities for future growth. Increasing the sample sizes across several organisations has the potential to enhance the generalizability of the findings. Implementing longitudinal observation would provide a more comprehensive understanding of cause and effect over an extended period. The integration of empirical measures with qualitative data has the potential to offer a more comprehensive and detailed viewpoint. 

The study emphasises the importance of Emotional Intelligence (EI) in the workplace, highlighting its significance in an under-researched field. It suggests that organisations that actively foster EI skills can benefit from improved employee well-being and exceptional performance. It presents a potential avenue for the cleaning industry and other sectors to utilise EI to cultivate motivated employees and prosperous organisations, highlighting the potential for further research.
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Appendix A. 

Questionnaire 1.

Demographics
Gender
Age
Time in the Company
Occupation.

Emotional Intelligence Questions
Scale:
1=Strongly Disagree
2=Disagree
3=Neutral
4=Agree
5=Strongly Agree

1. I understand my emotions, and I can identify when experiencing stress, sadness, and frustration. 
2. When I observe others, I can deduce their emotional states.
3. When I experience anger, I try to let go to minimise its impact on my work.
4. Interacting with difficult people is challenging and affects my mood.
5. I regulate and control my emotions when the situation requires it.
6. I adjust and integrate with people from diverse backgrounds.
7. I appreciate people when they accomplish a task.
8. I am empathic to others’ problems.
9. In a positive mood, I can resolve workplace issues.
10. Sometimes, I can see things from the perspective of others.
11. When presented with a difficult situation, such as limited constraints to do a task or additional extra tasks, I get frustrated and abandon the task.
12. The manner I manage conflicts depends upon my state of mood.




Code
EI1=Q1
EI2=Q2
EI3=Q3
EI4=Q4
EI5=Q5
EI6=Q6
EI7=Q7
EI8=Q8
EI9=Q9
EI10=Q10
EI11=Q11
EI12=Q12

	Dimension
	Question 
	Code

	Perception of Emotions
	1. I understand my emotions, and I can identify when experiencing stress, sadness, and frustration. 
abandon the task.
2. When I observe others, I can deduce their emotional states.
	EI1=Q1





EI2=Q2


	Managing own Emotions

	1. When I experience anger, I try to let go to minimise its impact on my work.
2. I regulate and control my emotions when the situation requires it.
3. The manner I manage conflicts depends upon my state of mood.
4. Interacting with difficult people is challenging and affects my mood.

	EI3=Q3



EI5=Q5




EI12=Q12



EI4=Q4

	Managing other’s Emotions
	1. I adjust and integrate with people from diverse backgrounds.
2. I appreciate people when they accomplish a task
	EI6=Q6



EI7=Q7


	Utilization of emotions
	1. In a positive mood, I can resolve workplace issues.
2. Sometimes, I can see things from the perspective of others.
3. I am empathic to others’ problems.
4. When presented with a difficult situation, such as limited constrains to do a task or additional extra task , I get frustrated and abandon the task.
	EI9=Q9


EI10=Q10



EI8=Q8

EI11=Q11




Employee Engagement Questions
Scale:
1=Strongly Disagree
2=Disagree
3=Neutral
4=Agree
5=Strongly Agree

1. I manage and adapt to unexpected problems in my work.
2. I sincerely dedicate my time to efficiently completing the tasks.
3. I give my time to others when they need my help.
4. I notice that times pass quickly during my job activities.
5. The company gave me information about resources and programs that benefit me.
6. I express my thoughts and opinions at my workplace without reservations about repercussions.
7. My supervisor helps me to develop my qualities and skill to do a better job.
8. There is a significant level of trust among the employee in my workplace.
9. I am willing to stay extra time if my workplace needs me.
10. In my workplace, there are initiatives to cultivate teamwork.
11. When faced with demanding tasks, I feel overwhelmed.
12. I often experience elevated stress levels as a result of job demands and time limits.
13. Engaging with colleagues from diverse cultural backgrounds benefits each aspect of my work experience.
14. I often consider resigning from my current job.

Code
EE1=Q1
EE2=Q2
EE3=Q3
EE4=Q4
EE5=Q5
EE6=Q6
EE7=Q7
EE8=Q8
EE9=Q9
EE10=Q10
EE11=Q11
EE12=Q12
EE13=Q13
EE14=Q14

	Dimension
	Question
	Code

	Adaptability
	1. I manage and adapt to unexpected problems in my work.
	EE1=Q1


	Empathy
	1. I give my time to others when they need my help.
	EE3=Q3


	Job Satisfaction
	1. I notice that times pass quickly during my job activities.
	EE4=Q4


	Wellbeing
	1. The company gave me information about resources and programs that benefit me.
	EE5=Q5


	Employee Voice
	1. I express my thoughts and opinions at my workplace without reservations about repercussions.
	EE6=Q6


	Leadership
	1. My supervisor helps me to develop my qualities and skill to do a better job.
	EE7=Q7


	Trust
	1. There is a significant level of trust among the employee in my workplace.
	EE8=Q8


	Teamwork
	1. In my workplace, there are initiatives to cultivate teamwork.
	EE10=Q10


	Diversity
	1. Engaging with colleagues from diverse cultural backgrounds benefits each aspect of my work experience.
	EE13=Q13


	Turnover
	1. I often consider resigning from my current job.
	EE14=Q14


	Commitment
	1. I sincerely dedicate my time to efficiently completing the tasks.
2. I am willing to stay extra time if my workplace needs me.
	EE2=Q2


EE9=Q9


	Stress
	1. When faced with demanding tasks, I feel overwhelmed.
2. I often experience elevated stress levels as a result of job demands and time limits.
	EE11=Q11


EE12=Q12




Employee Performance Questions
Scale: Various.
1=Strongly Disagree		1=Not at all			1=Never
2=Disagree			2=Slightly			2=Rarely
3=Neutral			3=Moderately			3=Sometimes
4=Agree			4=Very Much			4=Often
5=Strongly Agree		5=Extremely			5=Always

1. How confident are you in your ability to meet the performance expectations and goals set for your role? 
(Scale: 1- not at all; 2- slightly; 3- moderately; 4- very much; 5 extremely)
2. To what extent do you agree that your company provides the necessary resources and support to help you perform your job effectively? 
(Scale; 1-strongly disagree; 2-disagree; 3- neutral; 4-agree; strongly agree)
3. To what extent do you believe that your immediate supervisor recognises and appreciates your job performance and contributions to the company? 
(Scale: 1- not at all; 2- slightly; 3- moderately; 4- very much; 5 extremely)
4. How often do you receive feedback and performance evaluation from your supervisor or manager to help you understand your cleaning strengths and areas for improvement? 
(Scale: 1- never; 2- rarely; 3-sometimes; 4- often; 5-always)
5. To what extent do you agree that the company's communication channels effectively help you understand the desired results of your job?
(Scale: strongly disagree) to 5 (strongly agree)

Code
EP1=Q1
EP2=Q2
EP3=Q3
EP4=Q4
EP5=Q5


	Dimension
	Question 
	Code

	Performance and Expectation
	1. How confident are you in your ability to meet the performance expectations and goals set for your role? 
	EP1=Q1


	Resources and Support
	1. To what extent do you agree that your company provides the necessary resources and support to help you perform your job effectively? 
	EP2=Q2


	Recognition and Appreciation
	1. To what extent do you believe that your immediate supervisor recognises and appreciates your job performance and contributions to the company? 
	EP3=Q3


	Feedback and Performance Evaluation
	1. How often do you receive feedback and performance evaluation from your supervisor or manager to help you understand your cleaning strengths and areas for improvement? 
	EP4=Q4


	Communication
	1. To what extent do you agree that the company's communication channels effectively help you understand the desired results of your job?
	EP5=Q5
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Observations from the Participants

“In the company there is not training related to this”

“I heard all of the concerns and made them feel
understood and heard”.

“The company promotes team building with positive
behaviours”

“We must identify situations that cause us stress or
anxiety. Have control due to the day-to-day work pressure,
and always keep the company's objectives in mind”

“I celebrate their birthdays, having small meetings with
food and jokes”.

“They can ask me for help if they need it”.

“You must understand and motivate your co-workers and
better manage crises or conflicts”.

"I communicate with them in Spanish and English to make
them feel included”.

“We found a solution to the problem to make the staff
members feel like work was fair”.




