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Abstract
The study highlights the growing significance of Emotional Intelligence (EI) in modern organizations, particularly its impact on leadership effectiveness and employee performance at Amazon. Utilizing an interpretivist research philosophy and thematic analysis, the research identifies three key themes: the effect of EI on employee performance, the role of emotionally intelligent leadership in shaping employee behavior and engagement, and the specific context of EI within Amazon's operational environment. Findings indicate that EI enhances motivation, communication, and collaboration, ultimately improving leadership effectiveness and workplace engagement. However, the research emphasizes that EI alone does not ensure superior employee performance; factors like organizational culture and leadership practices are also critical moderators. The study enriches existing literature with qualitative insights into EI at Amazon, offering practical recommendations for leadership development and enhancing employee wellbeing and performance.
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[bookmark: _Toc237676819]CHAPTER 1: INTRODUCTION
[bookmark: _Toc237676820]1.1 Background to the Study
Emotional Intelligence (EI) is the capacity to identify, understand, regulate and utilise emotions in a constructive manner during personal and professional relationships (Filice and Weese, 2024). In today's organisations, EI is more relevant because it requires leaders to deal with stress, communicate with empathy and take care of employee wellbeing without compromising on performance (Ayanian, Tamer and Maalouf, 2025). Competitiveness and long-term sustainability are directly linked to employee productivity, quality of work, innovation and engagement, which is an important key to the success of organisations. Recent studies have supported this relationship, with Paredes-Saavedra et al (2024), showing that the relationship between emotional intelligence and team effectiveness was strongly positive (r = 0.79, n = 512, p < 0.01), indicating that emotionally intelligent behaviours can positively impact team effectiveness. As an example, it is a successful business because it is one of the largest companies in the world with an estimated 1.56 million full-time and part-time staff in 2024 (Amazon, 2025). However, Amazon's speed of doing things has been linked to high expectations, stress for employees and stress for leadership. Therefore, it is important to study EI in the context of the leadership of Amazon, and to investigate the role that EI in leadership can play in improving employee performance in difficult working scenarios.
[bookmark: _Toc237676821]1.2 Research Problem
This study attempts to address the primary issue, which is the lack of qualitative understanding about the effect of Emotional Intelligence (EI) on the performance of employees of Amazon (Zhang and Xu, 2024). There is a considerable amount of literature available on the topic of EI and employee outcomes, and numerous studies have focused on concrete outcomes such as employee productivity, employee satisfaction, incidence of turnover, and employee performance. Useful as these studies are, they are not all definitive in providing explanations for the impact of emotionally intelligent leadership on employee behaviour, motivation, engagement and daily work experience. This leaves a vacuum in that employee performance is not only dependent on targets and outcomes, but also on the attitude of the employees towards them and their reaction and communication with the leader. This problem is important to Amazon because they're in an environment where things happen fast, and they're under a lot of pressure. Hence, this study aims to explore the role that EI could play in the context of Amazon's workplace.
[bookmark: _Toc237676822]1.3 Research Aim
The aim of this study is to examine the role of Emotional Intelligence in leadership and its impact on employee performance at Amazon. 
[bookmark: _Toc237676823]1.4 Research Objectives
1. To analyse the concept of Emotional Intelligence in leadership.
1. To examine the relationship between Emotional Intelligence and employee performance.
1. To explore how emotionally intelligent leadership influences employee behaviour and engagement.
1. To explore the application of Emotional Intelligence within Amazon’s operational environment
[bookmark: _Toc237676824]1.5 Research Questions
1. How does Emotional Intelligence influence employee performance?
1. What is the relationship between emotionally intelligent leadership and employee performance?
1. How does EI contribute to positive workplace behaviour?
1. How is Emotional Intelligence applied in leadership practices at Amazon? 
[bookmark: _Toc237676825]1.6 Significance of the Study
This research is of both academic and practical and organisational importance. Academically, it contributes to the current studies on Emotional Intelligence (EI) and leadership and employee performance by providing a secondary qualitative understanding of the topic (Venkteshwar and Warrier, 2022). It can assist with the understanding of how emotionally intelligent leadership can affect employee behaviour, engagement and performance – not just output of numbers.
The study will be very useful to the managers and HR professionals as they will be aware of the importance of emotional skills such as empathy, self-awareness, communication and emotional control in leadership. These skills can also help leaders develop better skills to assist employees and improve the relationships in their workplace.
The study is significant for Amazon because it occurs in an extreme and challenging working environment. This gives Amazon an understanding of the role of EI, which will assist them in enhancing their leadership practices, wellbeing for employees, and employee performance.
[bookmark: _Toc237676826]1.7 Rationale for the Study
The increasing importance of Emotional Intelligence (EI) in current leadership is the reason for this study. EI is significant because leaders are supposed to control their emotions, communicate clearly, know the needs of their employees and build a supportive environment for their employees. Such attributes can impact employee behaviour and performance in the workplace. Employee performance is important because it impacts productivity, service quality, organisational success and long-term competitiveness.
Amazon was selected as it is a large global organisation and has a fast-paced, demanding environment. This is a suitable case to consider leadership style with respect to employees' performance under pressure in an organisation, as it has some connection with employees' emotional intelligence. A secondary qualitative approach to research is appropriate as it allows for existing literature and organisational information to be explored. This will help you to have a better understanding of EI and employee performance without having to collect primary data.
[bookmark: _Toc237676827]1.8 Summary of Research Methods and Findings 
The research philosophy, research approach, and research strategy chosen by this study were the interpretivist research philosophy, inductive research method and secondary qualitative research strategy. The thematic analysis framework created by Braun and Clarke was used to analyse the data and find patterns in academic literature and organisational materials. The results showed that EI was associated with the performance of employees by enhancing their communication and motivation abilities in the workplace, teamwork and leadership skills. However, it was also found that Emotional Intelligence is not a sufficient attribute to enhance performance because the effectiveness of EI is affected by the organisational culture, supportive leadership practices and wellbeing systems of employees.
[bookmark: _Toc237676828]1.9 Structure of the Dissertation

The dissertation consists of five chapters. 
Chapter 1 is an introduction to the research topic, which explains the background of Emotional Intelligence, employee performance and the selected organisation for the research, which is Amazon. It also introduces the research problem, objective, questions, importance and justification of the research.
Chapter 2- This provides a review of the literature regarding Emotional Intelligence and leadership and employee performance. It also outlines some of the important theories, models and research gaps that create the need for this research.
Chapter 3- This chapter explains the research method. It addresses the research philosophy, approach, design, research data collection, sampling, data analysis and ethical considerations.
Chapter 4- This chapter provides the results and discussion. It interprets the themes that were found in secondary qualitative sources and relates them to the literature.
Chapter 5- Recommendations and conclusion are included in this chapter. It summarises the findings, answers the research questions, discusses limitations and suggests future research.


[bookmark: _Toc237676829]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc237676830]2.1 Introduction
This chapter provides a summary of published literature on Emotional Intelligence, employee performance and leadership within the context of Amazon. The value of Emotional Intelligence is in its ability to help leaders to regulate and understand emotions in the workplace. It is also crucial that leadership is central to the performance of employees, with managers inspiring employees to increase motivation, engagement and behaviour. Productivity, quality, efficiency and commitment are explored in terms of areas in which employee performance is discussed. The organisational context is Amazon, as it is a high-pressure and fast-paced environment. This chapter discusses significant definitions of EI, EI models, how leadership relates to EI, employee performance and performance challenges at Amazon, and theoretical frameworks and the literature gap.
[bookmark: _Toc237676831]2.2 Concept of Emotional Intelligence
[bookmark: _Toc237676832]2.2.1 Definitions of EI
The concept of Emotional Intelligence (EI) has been defined differently by various authors. Salovey and Mayer (1990), define EI as the ability to understand, use and manage emotions in oneself and others. This definition may assist individuals to better appreciate EI as a mental skill that could be beneficial in decision-making and relationship processes. However, it could be limited, since it focuses on ability and not a wider range of workplace behaviour. Maldonado and Márquez (2023), provide a more expansive definition, associating EI with self-awareness, self-regulation, motivation, empathy and social skills. That might be useful for leadership research studies, such as dealing with emotions in the workplace. But it has been criticised as being too general. Antonopoulou (2024), further elaborates on EI in terms of the components of self-awareness, self-regulation, motivation and empathy. The following definitions show that emotional awareness and emotional competence will be covered in professional relationships as part of EI.
[bookmark: _Toc237676833]2.3 Models of Emotional Intelligence
[bookmark: _Toc237676834]2.3.1 Ability Model (Salovey& Mayer)
The Ability Model has been developed by Salovey and Mayer (1990). It is a perspective that states that EI is the recognition, understanding, use and management of emotions. What this model has going for it is that it views EI as a skill and not a personality trait. This is helpful for research purposes. However, the model has been criticised for overemphasising emotional skills and lacking in personality and workplace behaviours. In the context of leadership, it is essential because a good leader must be good at managing emotions to focus on communication and decision-making.
[bookmark: _Toc237676835]2.3.2 Mixed Model (Goleman)
The Mixed Model was introduced by Goleman in 1995 in which emotional skills are integrated with personal and social skills. They have self-awareness, self-regulation, motivation, empathy and social skills included in the model. It is different from other competencies in that it is directly tied to leadership performance (Maldonado and Márquez, 2023). But there are some researchers who believe that the model is too general due to several personality-related factors being included in it. Although it is a critique, it is a very relevant one about leadership as it points towards behaviours that can facilitate employee motivation and engagement.
[bookmark: _Toc237676836]2.3.3 Trait Model (Petrides)
Petrides (2009) suggests that the Trait model of EI is a part of an individual's personality. It focuses on people's self-views of emotional competence. The advantage of this type of model is that it takes into account the differences in emotional functioning or behaviour of each person. But it is sometimes criticised because of the amount of self-reported information that it requires. A model used in leadership to describe how a leader's emotional characteristics affect the relationship with subordinates


[bookmark: _Toc237873299]Table 1: Comparison of Emotional Intelligence Models
	Model
	Explanation
	Strength
	Criticism
	Relevance to Leadership

	Ability Model (Salovey and Mayer)
	EI is the ability to recognise, understand and manage emotions
	Clear and measurable
	Limited focus on personality and behaviour
	Supports emotional control and decision-making

	Mixed Model (Goleman)
	EI includes emotional and social competencies
	Strong connection to leadership practice
	Considered too broad by some researchers
	Supports motivation, communication and empathy

	Trait Model (Petrides)
	EI is viewed as part of personality
	Recognises individual differences
	Relies on self-reporting
	Explains leadership style and emotional behaviour



[bookmark: _Toc237676837]2.4 Emotional Intelligence and Leadership
[bookmark: _Toc237676838]2.4.1 EI as a Leadership Competency
The studies of  Asmamaw and Semela (2023), state that emotional Intelligence is a valued trait of a good leader as it enables him/her to recognise his/her emotions and respond to staff appropriately. Leaders with EI: better communication, under pressure, and making good decisions.
[bookmark: _Toc237676839]2.4.2 Emotionally Intelligent Leaders
Self-awareness, empathy and emotional control are all traits of emotionally intelligent leaders. These attributes enable them to be aware of staff concerns and establish trust in groups. For example, Ma et al. (2024), highlight that an empathetic leader can see when employees are stressed and/or supported. All of this said, however, that is not an excuse for not having a clear performance management system, leadership also needs structure, fairness and accountability.

[bookmark: _Toc237676840]2.4.3 Benefits of EI in Leadership
EI can enhance communication, minimise conflict and enhance team motivation. Good emotion control enables one to manage conflicts in a constructive manner and encourage co-operation. This can help to boost worker motivation and productivity. However, Kumari et al. (2022), emphasise that EI suffers without good organisational policies and fair working practices. For this reason, EI becomes beneficial but must be integrated into other leadership practices.
[bookmark: _Toc237676841]2.5 Employee Performance
[bookmark: _Toc237676842]2.5.1 Definition of Employee Performance
Employee performance is an employee's capacity to complete the duties and to help the organisation achieve its goals, as noted by Vuong and Nguyen (2022). It is not just the quantity of work; it is also the quality of work. The performance is expected in companies such as Amazon, and is required to handle daily work, meaning rapidity, accuracy and predictability of the employee behaviour.
[bookmark: _Toc237676843]2.5.2 Dimensions of Performance
There are a number of levels to assess an employee's performance. Productivity is the amount of product that employees generate. Efficiency is defined as doing something without wasting time and resources. Quality is a measure of the work products. Innovation is the ability of employees to make suggestions or solve problems. One is that dedicated staff members tend to work out more consistently.
[bookmark: _Toc237676844]2.5.3 Factors Affecting Employee Performance
There are some elements that influence employee performance, such as leadership, culture in the organisation, motivation and working environment(Nst and Marsono, 2023).Leading with support can enhance employees' confidence and lead. However, when there is a lack of motivation or a stressful working environment, the culture is poor, and performance suffers.


[bookmark: _Toc237676845]2.6 Relationship between Emotional Intelligence and Employee Performance
[bookmark: _Toc237676846]2.6.1 Impact on Motivation
To increase employee motivation, Emotional Intelligence is employed as a way to understand employees' emotions so that if they are sad, the leader can respond to them appropriately. By cultivating self-awareness, empathy and social skills, Baquero (2023), proposes that trust can be fostered in the organisation, which increases employee engagement.
[bookmark: _Toc237676847]2.6.2 Impact on Engagement
EI also helps to promote engagement because staff are more likely to be engaged if they feel cared for and know what they are being told. Lee et al. (2022), recommend that EI leadership can be used in the development of commitments and positive workplace relationships.
[bookmark: _Toc237676848]2.6.3 Impact on Job Satisfaction
A few studies also link EI with job satisfaction. Stress reduction and increased workers' confidence can be achieved as a result of emotion management by the leaders. This relationship is not necessarily linear, though, because job satisfaction can also be associated with compensation, workload and working conditions.
[bookmark: _Toc237676849]2.6.4 Impact on Productivity
EI can assist in the areas of motivation, engagement and cooperation and can be a factor in increasing productivity. Kargeti (2023), believes that EI can benefit in reducing stress at work and improving productivity. However, EI alone does not ensure good performance if the organisation is under high pressure, has poor resources or poor management systems. Thus, there is consensus among the various studies that EI has an impact on performance and that broader workplace conditions continue to be significant.



[bookmark: _Toc237676850]2.7 Emotional Intelligence at Amazon
[bookmark: _Toc237676851]2.7.1 Amazon's Leadership Culture
The Amazon principles of leadership make a huge impact on their culture of leadership and decision-making, and how teams are managed. The principles facilitate customer focus, ownership and standards of high quality. However, this also adds pressure on the leadership and staff, as performance is expected to be very high.
[bookmark: _Toc237676852]2.7.2 Employee Management Practices
Structured targets, performance monitoring and operational efficiency are the three ways in which Amazon manages employees. They can help productivity but can also induce stress if they believe that they are being treated solely based on their productivity. By productivity but intelligence, managers can communicate their goals and expectations clearly to their staff and show concern for their issues, as noted by Ertiö et al. (2024).
[bookmark: _Toc237676853]2.7.3 Challenges within Amazon
Amazon is being investigated for employee safety and well-being, as well as for working in a stressful environment. For example, Amazon employs more than one million people, and it boasts more than 10,000 safety professionals. However, there has been some reluctance from outside quarters regarding the risk of injury and work productivity. Therefore, EI can help Amazon leaders to achieve a balance between high performance and employee support, conflict management, and motivation.
[bookmark: _Toc237676854]2.8 Theoretical Framework
· [bookmark: _Toc237676855]Emotional Intelligence Theory
The qualities of a leader as described by Emotional Intelligence Theory are self-awareness, self-regulation, empathy, motivation and social awareness(Drigas, Papoutsi and Skianis, 2023).These skills are relevant to this study because they will help to explain how leaders are aware of the emotions of their employees, how they manage emotions and how this affects the development of positive relationships in the workplace. The skills can be applicable in Amazon's fast-paced working environment, in communication and in employee productivity.
· [bookmark: _Toc237676856]Self-Determination Theory (SDT)
According to the SDT theory, there are three needs that are critical: autonomy, competence and relatedness (Li, Zhou and Chiu, 2024).A sense of autonomy is a feeling that employees have some control over their work. Competent staff feel capable & supported in tasks. When employees feel valued and connected to others at work, it is called relatedness. The needs are substantial as they can have an impact on motivation, engagement and performance. This study is related to the two theories. The behaviour of leadership can influence EI, and effective leadership can also help support employee motivation and engagement. This can then be used to improve the performance of employees. Hence, the framework indicates that the impact of EI is second-order, via leadership behaviour and employee attitudes.
[image: ]
[bookmark: _Toc234832545]Figure 1: Theoretical Framework
Source: Self-Made
[bookmark: _Toc237676857]2.9 Literature Gap
It appears in the literature that there is no awareness of the impact of Emotional Intelligence on employee performance at Amazon. Several studies have been conducted and reported that relate to quantitative measures only, for example, productivity scores, job satisfaction scores and turnover rates. The results provide useful insights, but do not necessarily reflect the whole picture of the employees' experience with emotionally intelligent leadership. Additionally, there is some qualitative synthesis that combines previous research to look for themes. Furthermore, Amazon has not been directly studied from an academic perspective when it comes to EI and leadership.
Therefore, this study is a worthwhile study because it is a study of a secondary qualitative approach to the study of EI, leadership and employee performance.
[bookmark: _Toc237676858]2.10 Conceptual Framework
[image: ]
[bookmark: _Toc234832546]Figure 2: Conceptual Framework
Source: Self-Made
[bookmark: _Toc237676859]2.11 Chapter Summary
The chapter introduced some of the literature that was relevant to the topic of Emotional Intelligence, Leadership and employee performance. It claimed EI could help in the areas of communication, empathy, conflict resolution, motivation, engagement and productivity. The chapter also investigated the theories of Emotional Intelligence and Self-Determination Theory that showed the influence of the potential behaviour of leaders on employee motivation and performance. However, there is a noticeable gap in the literature, as most studies focus on quantitative results and little qualitative insight into the EI in the workplace context at Amazon is offered. Therefore, the research method used to investigate this topic is the secondary qualitative approach, in this case, which involved thematic analysis and is presented in the next chapter.


[bookmark: _Toc237676860]CHAPTER 3: RESEARCH METHODOLOGY
[bookmark: _Toc237676861]3.1 Introduction
The chapter on methodology has been introduced with a description of its role in the context of explaining the research design and methodological justification. The qualitative character of the research has been restated and the purpose of the research, which has to be coherent with the principles of interpretivism. The approach in contextual understanding has been critically evaluated to highlight methodological alignment to the research objectives. It has also given a systematic list of the chapter sections to facilitate coherent flow and clarity in the design and the direction of the analysis in the research.
[bookmark: _Toc237676862]3.2 Research Philosophy
Interpretivism has been used as the guiding research philosophy because it has facilitated a more subtle approach to subjective meanings related to Emotional Intelligence in organisational settings (Mbanaso, Abrahams and Okafor, 2023). It has been justified because it focuses on the interpretation of lived experiences, perceptions of employees, and leadership behaviours in complicated work places (Shah, 2021). However, relative to the high-pressure operational environment of Amazon, the operational environment has enabled a context-sensitive analysis of the role of emotional and relationship dynamics on employee outcomes(Junjie and Yingxin, 2022). This philosophical position has guaranteed the derivation of meaning based on qualitative insight, as opposed to the only superficial observation, thus, underpinning a more comprehensive and thorough exploration of the investigated research phenomenon.
[bookmark: _Toc237676863]3.3 Research Approach
Inductive research approach has been embraced because it has allowed theory development by synthetically determining the patterns that are presented by existing qualitative literature(Kumar, 2024). It has been established with the basis that Emotional Intelligence and employee performance relationships have not been tested with the help of fixed pre-defined hypotheses in this study (Shin et al., 2024). Rather, secondary qualitative sources have provided insights, leaving the concepts to emerge organically as a result of the data. This method has assisted in creation of meaningful themes by interpreting rather than deducing (Haque, 2022). Therefore, it has made sure that the analysis has been flexible, context sensitive and in tune with the exploratory characteristics of the research design.
[bookmark: _Toc237676864]3.4 Research Choice
Mono-qualitative research choice is taken because it has made possible a deep insight into Emotional Intelligence via interpretation analysis of secondary qualitative data(Bhangu, Provost and Caduff, 2023). It has been validated on the fact that non numerical data has been more insightful about leadership behaviours, perception of employees, and motivational dynamics compared to quantitative alternatives. This single-method design has provided methodological consistency, as it has allowed a steady qualitative orientation of the study (Haq and Yasin, 2025). It has also subjected the depth of analytical understanding since it places more emphasis on meaning and context, rather than on measuring things. The method has thus enhanced theoretical sensitivity and has enabled a narrow focus of complex organisational phenomena without fragmentation and dilution of methodologies.
[bookmark: _Toc237676865]3.5 Research Strategy
Secondary qualitative research approach has been employed because it has allowed a systematised synthesis of existing peer-reviewed literature to produce the interpretive data on Emotional Intelligence and employee performance (Oranga and Matere, 2023). It has been done on the basis that it draws depth, breadth and diversity of contexts without necessarily having to gather primary data (Cheong et al., 2023). The thematic synthesis approach has been used to determine common trends among studies and to build analytic themes that are coherent. Contextual relevance has also been achieved by the inclusion of literature that focuses on Amazon. In turn, this strategy has enhanced analytical rigour and maintained methodological efficacy and interpretive consistency in the course of the study design.
[bookmark: _Toc237676866]3.6 Time Horizon
Cross-sectional time horizon is adopted because it has allowed the study of the Emotional Intelligence and performance of the employees using data gathered in the literature at a given time. It has been defended by the fact that the research has not entailed longitudinal monitoring of organisational change or behavioural development over time (Daniel, Hirshleifer and Sun, 2020). The method has proven to be efficient in methodological terms and has fitted within the scope and time limits of dissertation. As a result, it has made available a targeted sample of pertinent qualitative data, offering systematised interpretation of patterns across the studies without the impracticability and resource scarcity of time-series inquiry.
[bookmark: _Toc237676867]3.7 Data Collection
The secondary sources of data have been the only sources that have been used since it has made it possible to have a comprehensive and academically sound synthesis of existing literature of the subject of Emotional Intelligence and employee performance(Mwita, 2024). Their application has been justified because the peer reviewed journals, books and organisation reports have already been validated to provide empirical and theoretical information that is valid, thus reducing the need for the collection of primary data (Ajayi, 2025). The systematic search process has been carried out using selection and exclusion criteria on the databases (Google Scholar) with the application of Boolean operators (AND, OR, NOT) to reduce the number of keywords used (Emotional Intelligence, leadership, employee performance) and to obtain a sample of keywords that are relevant to the research. All of the search terms, the criteria used at each stage, and the number of articles retained at each stage are described in the entire search process in Appendix 3.
[bookmark: _Toc237676868]3.8 Data Analysis
Thematic analysis has been chosen as the main method of data analysis since it has helped to identify and understand patterns in secondary qualitative literature on Emotional Intelligence and employee performance systematically (Ahmed et al., 2025). It was chosen because it provided a flexible structure to analyse complex phenomena in organisations that are bound in context. The method adopted here is the one recommended by Braun & Clarke (2006), which involves going through six phases of familiarisation, coding, generating themes, reviewing themes, defining themes, and reporting themes. This process has enhanced analytical rigour as patterns like effectiveness of leadership, motivation, engagement, and organisational constraints can be synthesised in a critical manner.
[bookmark: _Toc237676869]3.9 Ethical considerations
Ethical issues have been addressed seriously since the study has used only secondary data, thus avoiding the direct engagement of any human subjects. Academic honesty has been upheld by proper Harvard referencing and proper citation of all academic references (Dib, Portales and Escorza, 2020). Plagiarism and misinterpretations have been prevented by proper representation of original arguments of the authors in the literature. Critical but responsible synthesis of evidence has been prioritised as an ethical aspect of using published academic material(Laryeafio and Ogbewe, 2023). Also, Interpretation of data objectively and steering clear of speculative and biased judgments about workplace practices have been upheld as organisational sensitivity with respect to Amazon.
[bookmark: _Toc237676870]3.10 Methodological Limitation
The methodological limitations have been recognised as a limitation that is a very real part of the research design that has been used in this study. Reliance on secondary data sources has been called a limitation in as much as it has limited access to original participant views within Amazon(Kumara, 2022). There is a possible risk of potential publication bias in available literature, which could have impacted availability of findings and representation. Methodological rigor variability among the chosen studies have also been identified to be a restricting factor to consistency. Also, there are low generalisability of the interpretivist approach and also thematic analysis has been associated with a level of subjectivity despite the systematic use of code.
[bookmark: _Toc237676871]3.11 Summary
By summarising the main design decisions, such as the interpretivist philosophy, inductive reasoning, and a qualitative secondary research strategy, the methodological chapter is systematically summarised. Methodological coherence has critically strengthened by a coherent justification of alignment to the research aim and objectives. It has created a clear flow and transition to the findings chapter by making sure that the methodology design is followed logically through thematic analysis. The appropriateness of the general research design has established and shows the consistency of the epistemological position, data collection approach, and analytical model. The chapter has, therefore, presented a coherent basis of later interpretation and discussion of findings.



















[bookmark: _Toc237676872]CHAPTER 4. DATA ANALYSIS AND DISCUSSION	
[bookmark: _Toc237676873]4.1 Introduction to the Chapter
This chapter has presented the findings generated through Braun and Clarke’s (2006) six-phase thematic analysis to examine the impact of Emotional Intelligence on employee performance within Amazon. The secondary qualitative evidence has been identified in peer-reviewed journal articles and other relevant organisational literature to provide methodological rigour and credibility to the analysis. The chapter has started by presenting the thematic table summarising the final themes identified by the systematic coding process. Subsequently, each theme has been critically analysed and interpreted by integrating empirical findings with existing literature and the adopted theoretical frameworks. The discussion has subsequently assessed how the findings have met the research objectives and responded to the research questions, thus giving a sound evidence-based interpretation of Emotional Intelligence in the context of operations in Amazon.
[bookmark: _Toc237676874]4.2 Thematic Table
	Themes
	Codes
	Sub-Codes
	Descriptions
	References

	Relationship between Emotional Intelligence and Employee Performance within Amazon
	· Self-awareness
· Emotional Regulation
· Empathy
· Motivation
· Communication
· Trust
	· Employee motivation
· Job satisfaction
· Productivity improvement
· Workplace collaboration
· Performance enhancement
	The analysed evidence consistently indicated that emotional intelligence strengthens employee performance by improving motivation, emotional regulation, communication and collaborative relationships. Employees working under emotionally intelligent leaders demonstrated greater commitment, resilience, productivity and satisfaction despite Amazon's demanding operational environment. These findings established emotional intelligence as a strategic capability that supports sustainable employee performance rather than merely interpersonal effectiveness.
	Akinwale et al. (2025)
Amazon (2026)
Maharvi (2022)
Sharmin et al. (2024)
Wonda (2024)



	Emotionally Intelligent Leadership Influences Employee Behaviour and Engagement within Amazon
	· Transformational leadership
· Empathy
· Trust
· Employee voice
· Supportive Leadership
· Recognition
	· Behavioural commitment
· Employee engagement
· Psychological safety
· Trust building
· Organisational citizenship behaviour
	The thematic analysis revealed that emotionally intelligent leadership positively influences employee behaviour through supportive communication, trust development and recognition. Leadership behaviours characterised by empathy and emotional awareness enhanced engagement, encouraged employee voice and strengthened psychological commitment, whereas emotionally detached leadership reduced morale and weakened organisational relationships within Amazon.
	Amazon (2025)
CIPD (2025)
Hwang (2024)
Maldonado and Márquez (2023)
Tan (2024)



	Application of Emotional Intelligence within Amazon's Operational Environment
	· Leadership principles
· Emotional Resilience
· Conflict Management
· Digital Leadership
· Employee Wellbeing
· Operational Pressure
	· High-performance culture
· Leadership development
· Emotional resilience
· Workplace wellbeing
· Decision-making
· Continuous improvement
	The evidence demonstrated that emotional intelligence is embedded within Amazon's operational environment through leadership development, emotional resilience and adaptive decision-making. Although Amazon's high-performance culture creates considerable pressure, emotionally intelligent leadership moderates operational challenges by strengthening wellbeing, communication and problem-solving capabilities while supporting long-term organisational effectiveness.
	Amazon (2023)
Kruse (2026)
Richardson, Gordey and Hall (2020)
Santa et al. (2023)
Wunker (2026)





[bookmark: _Toc237676875]4.3 Thematic Analysis
[bookmark: _Toc237676876]4.3.1 Relationship between Emotional Intelligence and Employee Performance within Amazon
The results have continuously revealed that Emotional Intelligence (EI) has contributed to employee performance immensely via enhanced emotional regulation, interpersonal interaction and job flexibility. Sharmin et al. (2024) have synthesised the evidence of twenty empirical studies and concluded that EI has been a significant predictor of organisational performance and employee productivity. Nonetheless, the review has mostly depended on quantitative and bibliometric reviews, limiting contextual insight into complicated organisations like Amazon. Therefore, despite the positive correlation that has been established between EI and performance, a lack of company-specific studies has indicated that the generalisation of the results into highly operational contexts has been methodologically limited and questionable.
The analysed literature has also indicated that EI has enhanced the work of employees by utilising various explanatory concepts. It has also been argued by Maharvi (2022) that job satisfaction has mediated the relationship, indicating that emotionally intelligent employees have performed better due to the effects that increased motivation and resilience have on work effectiveness. Wonda (2024), on the other hand, showed that self-awareness, self-management, relationship management, and social awareness have directly enhanced employee performance without any intervening variables. This comparison has shown that organisational environment has played an important role in facilitating EI to performance, meaning that psychological satisfaction may not be able to explain productivity gains within institutional environments fully.
Moreover, Ertiö et al. (2024) had broadened this understanding by showing how emotional intelligence had influenced employee performance in dealing with the workplace pressures, especially technostress, in digitally advanced workplaces. Their findings had shown that the emotionally intelligent leaders had been able to lower employee stress levels by enhancing communication, providing psychological support and facilitating the adaptation to technological changes. This approach was particularly relevant to Amazon as they had faced continuous performance demands because of the use of automation, digital monitoring systems, and technology-driven operations. In the same way, Maddocks and Hughes (2019) had previously claimed that EI had increased effectiveness of the workplace by boosting their communication, collaboration and decision-making. They had however, stressed that EI itself was not guaranteed to translate to better outcomes unless the organisations had put in place supportive structures, which helped employees make productive use of their emotional capacities. These certainly had contributed to reaffirming the notion that EI had been an enabling ability that had helped to increase performance, by promoting a decrease in workplace pressure, better relations and supportive organisational conditions, but not as a stand-alone determinant of employee productivity.
Amazon has provided evidence to strengthen this contextual point of view by highlighting employee wellbeing and involvement. A report by Akwaley et al. (2025) indicated that organisational commitment and workforce engagement have been enhanced through employee voice, which has been observed to enhance quality of work life in Amazon UK. However, their research has focused on participative management as opposed to Emotional Intelligence per se. The supporting evidence has thus been in an indirect form to support EI, given that employee voice has revealed empathy, communication and relationship management. This deficiency has implied that organisational practices that promote participation, trust, communication and long-term wellbeing of the employee have been needed to short-cut such emotional intelligence leadership. The below figure has shown how Amazon UK has had huge growth in the number of employees, who have grown from 1872 to a current figure of more than 60,000. This expansion has solidified the need for operationally sensitive emotionally intelligent leadership to maintain employee interest, communication, and performance within an Amazon environment that has become as complicated as the relations between machines and humans.
[image: ]
[bookmark: _Toc234832547]Figure 3: Growth in the Number of Amazon UK Employees (2009–2023)
Source: (Statista, 2023)
Amazon (2026) has also emphasised emotionally intelligent leadership as a strategic ability that facilitates collaboration, resilience and sustainable organisational achievements. Nevertheless, this executive report, as opposed to peer-reviewed studies, has been mostly a representation of organisational direction, and not empirically proven evidence on its own. Its recommendations, as such, have been based on corporate priorities but have offered little causal evidence of actual improvements in employee performance after EI interventions. This contrast has highlighted the need to differentiate between the organisational narratives and scholarly evidence. Thus, Amazon's strategic approach has added to the available literature but has not ascertained on its own that the provision of emotionally intelligent leadership has always yielded unitary organisational performance gains across the functional environments.
Together, the literature reviewed has shown consensus on the positive role of EI but also discloses discord in the way performance is facilitated. Sharmin et al. (2024) have conceptualised EI as a multidimensional organisational ability with an impact on performance in all industries. Conversely, Maharvi (2022) has ranked job satisfaction as the main explanatory channel, whereas Wonda (2024) has ranked relationship management and social awareness as stronger predictors of self-management. 
Generally, all of the evidence that has been reviewed has shown that Emotional Intelligence has been a strategic capability of organisations and not an individual psychological trait. Although all studies have supported a positive relationship between EI and employee performance, they have disagreed regarding whether its influence has occurred directly, indirectly or through complementary organisational practices. Research by Amazon has also shown that whether workplaces are emotionally supportive has been driven by employee voice, participation and effective leaders but not through emotional competencies alone. Thus, for sustainable employee performance, organisations have had to incorporate Emotional Intelligence into supportive management systems, collaborative cultures and meaningful employee engagement, instead of making isolated behavioural interventions.
[bookmark: _Toc237676877]4.3.2 Emotionally Intelligent Leadership Influences Employee Behaviour and Engagement within Amazon
EI has come to be seen as a strategic leadership skill, rather than a behavioural trait, especially in the highly digitally-focused Amazonian environment. As cited by Hwang (2024), emotionally intelligent leaders have enhanced employee satisfaction by developing trust, engagement and psychological safety through empathy, self-regulation and effective interpersonal communication. Similarly, Coronado-Maldonado and Benítez-Márquez (2023) have concluded that emotional intelligence has enhanced leadership effectiveness by improving collaboration, team cohesion and organisational performance. However, both the studies have acknowledged that the linkages have been mediated by organisational culture, contextual complexity, and structural support, thus, requiring that emotional intelligence be integrated with complementary organisational capacities to make the leadership effective.
To support this argument, Dubey (2025) has demonstrated that emotional intelligence has improved the effectiveness of leadership, such as in relation to decision quality, leadership flexibility and employees' engagement. The research had identified that emotionally intelligent leaders were more able to grasp the employees' emotions and deal appropriately with workplace problems. Operational efficiency versus employee well-being had been a key concern for leaders at Amazon UK, where the pressure was on to strike the right balance in such a challenging setting. The study, however, had also suggested that EI had been most successful when it had been combined with appropriate leadership systems instead of as a standalone leadership capability.
The literature has put forward divergent interpretations of leadership development in the Amazon digital transformation. According to Tan (2024), the leadership model at Amazon has integrated customer obsession, innovation, making decisions based on factual data, and continuous learning to help leaders react to technological disruption. Similarly, Amazon (2025) has embedded values such as earning trust, lifelong learning and performance, which suggests that emotional intelligence is now part of organisational norms. However, Hwang (2024) has argued that empathy, relationship management and employee wellbeing need more emphasis to achieve sustainable leadership efficacy. The Amazon philosophy of leadership has thus equalised both emotional intelligence and operational excellence with accountability and innovation as opposed to interpersonal competence.
Moreover, Freedman, Miller and Freedman (2023) had offered more wide-ranging organisational evidence of a strong association between high emotional intelligence and successful leadership, effective teamwork and enhanced organisational outcomes in organisations spread throughout the world. Their results indicated that emotionally intelligent leaders increased collaboration, communication and employee commitment by fostering emotionally supportive environments. This proof had backed up the argument that leadership practices at Amazon necessitated emotional competence as well as operational competence. 
Employee wellbeing evidence has also brought into question assumptions that leadership based on emotional intelligence has had an automatic positive effect on workforce outcomes. CIPD (2025) has documented that organisations with more vigorous wellbeing approaches have seen higher leadership engagement and staff interaction, but sickness absence has been at an all-time high, where mental ill health has been the leading cause of long-term absence. Moreover, whereas the majority of organisations have given wellbeing a high-ranking in the agenda of senior leadership, only approximately half of organisations have identified stress-management initiatives to be effective in the face of large investments. 
The studies reviewed have also been diverse in terms of leadership interventions that can achieve sustainable organisational outcomes. Hwang (2024) has also focused on interpersonal competencies and posits that emotionally intelligent leaders have enhanced motivation, communication and organisational trust by fostering empathy and self-awareness. On the other hand, the CIPD (2025) has shown that interventions in organisations such as training managers, flexibility in work and proactive mental health interventions prove to create more quantifiable improvements in employee wellbeing as compared to leadership intention alone. Formal management training organisations have indicated increased managerial confidence in their ability to perceive psychological risks and deal well with employees. 
[image: ]
[bookmark: _Toc234832548]Figure 4: Organisational initiatives implemented to support employee health, wellbeing and stress management.
Source: (CIPD, 2025)
As shown in Figure 4, the most commonly implemented organisational wellbeing initiatives have been flexible working arrangements (61%), employee assistance programmes (52%) and line manager stress training (43%). According to these interventions, successful leadership has relied on systematic wellbeing practices that facilitate employee engagement, resilience, psychological safety and long-term organisational performance. The development of artificial intelligence has continued to define the new meanings of emotional intelligence in leadership. Amazon Web Services (2026) has contended that technological automation has enhanced and not reduced the significance of emotional intelligence since most leaders have been handling complex human relationships coupled with advanced technologies. In the same way, Tan (2024) has argued that so far, digital transformation has necessitated leaders to integrate technology skills with emotional intelligence to maintain collaboration, adaptability, and organisational resilience. Nevertheless, Coronado-Maldonado and Benitez-Marquez (2023) have suggested that future organisations need wider adaptive leadership covering resilience, mindfulness and continuous learning in addition to emotional intelligence. Thus, adaptive capability has become as significant to leadership as well.
Generally, the evidence reviewed has constantly supported emotional intelligence as a key determinant of leadership effectiveness against assertions of its independent impact. Hwang (2024) and Coronado-Maldonado and Benítez-Márquez (2023) have linked emotional intelligence to greater engagement, communication and organisational performance, and the CIPD (2025) has shown that enduring wellbeing problems are occurring even with augmented commitment to leadership. Emotional intelligence has proved most useful when combined with innovation, evidence-based decision-making, organisational learning, and organised wellbeing practices, as demonstrated by the Amazon leadership philosophy and digital transformation strategy. Thus, restoring emotional intelligence via supportive leadership systems has been a continuous activity in sustainable organisational performance.
[bookmark: _Toc237676878]4.3.3 Application of Emotional Intelligence within Amazon’s operational Environment
Emotional intelligence (EI) usage in the Amazon business environment has been more and more advanced as a strategic competency enabling operational resilience, human resource engagement, and long-term performance. According to Amazon (2023) and Amazon (2025), employee development and AI-based support systems and large-scale upskilling initiatives have enhanced employee capability and reinforced organisational effectiveness (Amazon, 2023). Kruse (2026) has also written that Amazon has carefully integrated emotional intelligence amongst an estimated 1.5 million employees to enhance teamwork and leadership potential. Nevertheless, these corporate and practitioner accounts have largely been the product of organisational intentions as opposed to independent verification of organisational behaviour outcomes, thus constraining what can be said about operational efficiency.
Loveland (2023) had discussed that the significance of EI in technology-based organizations had evolved as they had seen that it had helped leaders and workers to deal with collaboration, creativity, and innovation along with technology, which has resulted in improved management of other human or social characteristics of the organization. This was especially true for Amazon, where the shift to digitalization and the use of AI tools had demanded both technical skills and emotional flexibility from its workforce.
Santa et al. (2023) have presented an opposing empirical viewpoint by showing that emotional intelligence has led to enhanced operational effectiveness primarily via organisational citizenship behaviour as opposed to direct leadership impact. Their structural equation modelling has revealed that employees with high emotional intelligence have enhanced cooperation, discretionary effort and operational adaptability, but transformational leadership has not significantly strengthened operational effectiveness. Rather, transactional leadership has had more significant effects on operations than anticipated (Santa et al., 2023). These results have been the opposite of the Amazon organisational story, which has always had leadership development as the main mechanism of operational performance improvement (Amazon, 2025). The evidence has thus posited that the behaviours of greater operational success have been attributed to the behaviour of an emotionally intelligent workplace rather than to leadership projects alone.
Moreover, Yeke (2023) had furthered this view by proposing the complementary nature of digital intelligence and emotional intelligence for contemporary organisations. The study has shown that technological competence was not enough for attaining sustainable performance of the business, employees and leaders also needed emotional skills to interpret information, collaborate effectively and adapt to technological changes. This was very relevant in Amazon's UK business where using automation, AI and data to make decisions had been a challenge for managers to balance operational efficiencies for staff engagement and wellbeing. However, Yeke (2023) had also identified the need for organizational culture and leadership readiness to fully embrace digital and emotional intelligence to achieve better performance outcomes, and that the use of technology alone had not ensured better performance outcomes.
The operational strategy of Amazon has, however, shown that a wider institutional utilisation of emotional intelligence can be used other than in conventional approaches to developing leaders. Amazon (2025) has also highlighted its massive investments in Future Ready 2030, personalised workforce guidance, AI-supported employee assistance, and over 599,000 opportunities to upskill its employees to make them more flexible, accessible, and workforce capable (Amazon, 2025). The same suggestion has been put forward by Wunker (2026), who asserts that Amazon has, over time, moderated its earlier culture of data with emotionally intelligent management behaviours in an effort to enhance cooperation without degrading operational discipline. However, the two sources have weighed implementation activities primarily rather than measuring trust, psychological safety or employee wellbeing improvements separately. 
According to independent academic evidence, these organisational initiatives have not always resulted in positive experiences for employees. Richardson et al. (2020) have contended that setting productivity goals, performance monitoring algorithms, and aggressive operational expectations have continued to expose fulfilment employees to a great deal of physical burden and work-related injuries even with competitive pay and benefits. According to their findings, emotional intelligence leadership cannot be measured by organisational investment alone since daily experience of employees has always been under the pressure of operations (Richardson et al., 2020). This has been in contrast to the sustainability reports published by Amazon, which have focused on benefits to employees, diverse workplaces and safety enhancements whilst offering comparatively scanty discussion on relentless workload intensity (Amazon, 2025).
Moreover, practitioner evidence has indicated that Amazon has tried to balance operational efficiency with emotionally intelligent leadership via systematic cultural change. Kruse (2026) has attempted to justify that the scale training of emotional intelligence has improved empathy, the quality of communication, and leadership responsibility in employees throughout the Amazon worldwide workforce. Similarly, Wunker (2026) has proposed that emotional intelligence has been able to complement the performance-based culture of Amazon by enhancing people relationships without compromising operational discipline. Nonetheless, such practitioner analyses have not been backed by rigorous empirical methods as was done by Santa et al. (2023). As a result of this, they have created a strong argument on the dynamic organisational approach of Amazon; however, compared to peer-reviewed articles, their findings have been less convincing on the quantifiable effects of operational impact of emotional intelligence in use.
Corporate reports continued to focus on strategic investment, employee capability and employee leadership development (Amazon, 2023; Amazon, 2025), when peer-reviewed evidence indicated that the success of operational effectiveness has been more heavily reliant on organisational citizenship behaviour as opposed to leadership interventions alone (Santa et al., 2023). At the same time, Richardson et al. (2020) have shown that productivity pressure has remained a factor that constrained the workplace experiences of employees despite the growing emotional intelligence programs. Thus, the overall evidence has implied that the sustainable operational performance of Amazon has not only relied on the growing emotional intelligence programmes but also been consistent in aligning emotionally intelligent leadership with realistic performance demands, workers' wellbeing and conducive organisational practices.
[bookmark: _Toc237676879]4.4 Discussion
The thematic analysis has contributed substantially to the conceptual comprehension of Emotional Intelligence as provided in the literature review and linking it to practical importance in Amazon. Salovey and Mayer (1990) have described Emotional Intelligence as a disposition to identify, comprehend and manage emotions, but Maldonado and Márquez (2023) and Antonopoulou (2024) have contributed to this concept by stating self-awareness, empathy and emotional competence. The results have underpinned these arguments by showing that emotionally intelligent behaviours have enhanced employee performance. Nevertheless, they have also suggested that Emotional Intelligence has continued to work effectively when the organisational circumstances favour desirable workplace behaviours.
The discussion has also shown that the correlation of Emotional Intelligence to employee performance has not been as straightforward as the literature would have it. Baquero (2023) has also claimed that emotionally intelligent leadership has enhanced employee motivation, creating trust and positive relationships at the workplace, but Lee et al. (2022) have linked Emotional Intelligence with increased engagement and organisational commitment. Kargeti (2023) has also associated Emotional Intelligence with greater productivity in terms of less stress in the workplace. These perspectives have been broadly supported by the thematic analysis, which has also suggested that motivation, engagement and productivity have been subject to supportive organisational practices rather than a reliance on Emotional Intelligence alone.
The thematic analysis has also supported the literature reported on emotionally intelligent leadership, besides offering a broader organisational perspective. According to Asmamaw and Semela (2023), Emotional Intelligence has been defined as a crucial leadership skill that aids communication, decision-making, and relationships with employees. Similarly, Ma et al. (2024) have suggested that insensitive leaders have raised trust by understanding the emotional issues of workers. Nevertheless, Kumari et al. (2022) have argued that without supportive policies and equal practices in management, Emotional Intelligence has created minimal organisational benefits. This is more congruent with the findings, which have shown that the effectiveness of leadership has been contingent upon organisational support as well as emotional competence.
The organisational setting of Amazon has also enhanced the prevailing scholarly knowledge on the implementation of Emotional Intelligence in practice. Ertiöet al. (2024) have presented the idea that organisational performance observation and operational effectiveness have enhanced productivity but have also augmented employee stress unless managers have conveyed expectations using compassion and emotional sensitivity. The thematic analysis has backed this argument through its display of the existence of the moderation of pressure in the operation of leadership instead of abolishing it altogether by emotionally intelligent leadership. The findings have therefore added to the past literature in that it proposes that Emotional Intelligence has supplemented management of performance by enhancing communication, conflict management and employee support rather than just eliminating organisational accountability.
It has also been discussed that employee performance has been contingent on broader organisational influences than Emotional Intelligence alone. Vuong and Nguyen (2022) have established employee performance in terms of productivity, quality and contribution to organisational goals, but Nst and Marsono (2023) have contended that leadership, organisational culture, motivation and workplace environment have all contributed to the performance outcomes. These views have been strengthened by the thematic analysis suggesting that emotionally intelligent behaviours have enhanced collaboration and resilience yet have been inadequate in the absence of conducive organisational environments,
The findings have also shown that Emotional Intelligence has become more and more important in organisations that have undergone a Digital Transformation, where employee performance has been dependent on the integration of emotion and technology. The findings of Ertiö et al. (2024) and Yeke (2023) have shown that emotionally intelligent leadership has been helpful in the adaptation of employees, the reduction of stress from technology and improving collaboration in technology-heavy settings. In the context of Amazon's operations, EI has been recognized as a leadership trait, as well as a key facilitator of digital complexity management and sustaining employee performance.
The thematic analysis has further given more understanding into the practical implications of Emotional Intelligence models addressed in the literature review. Goleman’s model has suggested that self-awareness, self-regulation, motivation, empathy and social skills have depicted key leadership-related competencies, whilst Petrides’s model has perceived Emotional Intelligence as a character trait that affects behavioural responses. The results have complied much more with the approach taken by Goleman, as leadership behaviours, communication and empathy have always determined employee performance in Amazon. However, personal emotional traits did not lose their significance, which implies that personality and behavioural skills find common ground in influencing emotionally intelligent leadership instead of acting separately.
Moreover, the results have supported the position that EI has functioned at the level of individuals and at the organizational level. The ideas of Dubey (2025) and Freedman et al. (2023) have supported the notion that emotionally intelligent leaders have seen benefits of their emotional skills in terms of decision making, employee engagement and team effectiveness; but these benefits have still been contingent upon the supportive organisational structures, rather than solely emotional capability.
The results have also enhanced the explanatory importance accorded to the Emotional Intelligence Theory in the setting of Amazon's operations. Drigas, Papoutsi and Skianis (2023) have posited that self-awareness, emotional regulation, empathy and social awareness have enabled leaders to build stronger relationships and enhance communication in the workplace. The thematic analysis has backed this theoretical school of thought by illustrating that emotionally intelligent leadership has boosted collaboration, employee engagement and conflict management. The findings have, however, also indicated that these competencies have resulted in sustainable organisational outcomes only when combined with supporting management practices. 
The discussion has now strengthened the topicality of Self-Determination Theory in addressing the literature gap observed in Chapter Two. Li, Zhou and Chiu (2024) have contended that autonomy, competence and relatedness have enhanced employee performance and motivation. The thematic analysis has reinforced this suggestion because it has shown that emotionally intelligent leadership has promoted supportive relationships, workplace engagement and employee confidence. However, the results have enriched the current knowledge by showing that the psychological needs have continued to be affected by organisational culture and operational expectations in Amazon. 
[bookmark: _Toc237676880]4.5 Summary of the Chapter
The findings of the thematic analysis in this chapter have been critically studied to analyse the effects of Emotional Intelligence on employee performance in Amazon. Three related themes have proven that Emotional Intelligence has enhanced employee performance, affected the effectiveness of leadership, as well as aiding operational practices under favourable organisational conditions. The discussion has also ascertained that results have dealt with each research objective by comparing thematic evidence with the available literature and theoretical frameworks embraced, thus enlarging current knowledge on Emotional Intelligence in the organisational context of Amazon. Generally, the chapter has presented a cogent explanation of the research discoveries as well as identifying their theoretical and practical importance. The following chapter has consequently presented the study's conclusions, recommendations and overall research implications.


[bookmark: _Toc237676881]CHAPTER 5. CONCLUSION AND RECOMMENDATION
[bookmark: _Toc237676882]5.1 Introduction to the Chapter
The chapter has generalised the findings to give a conclusion on how Emotional Intelligence has affected the performance of the employees at Amazon. Rather than introducing new evidence, it has critically integrated insights derived from the thematic analysis and discussion to evaluate achievement of the research aim and objectives. Moreover, the chapter has offered practical recommendations, acknowledged research limitations, recommended future research directions and given an overall conclusion of the theoretical and practical contributions of the study besides reiterating the importance of emotionally intelligent organisational practices.
[bookmark: _Toc237676883]5.2 Summary of the Findings
The results have indicated that Emotional Intelligence has continued to be an influential factor of employee performance in Amazon through reinforcement of communication, emotional regulation, motivation and working relationship. The initial theme has determined that emotionally intelligent behaviours have led to better productivity, resilience and job satisfaction. Nonetheless, the analysis has also determined that Emotional Intelligence per se has not been a consistent enhancer of performance as favourable organisational circumstances and supportive management practices have been critical in maintaining positive workforce results.
The second theme has also unveiled that emotionally intelligent leadership has enhanced employee engagement through ensuring empathy, trust, psychological safety and effective communication. However, the results have shown that the effectiveness of leadership has not relied solely on interpersonal competencies but also on the support system within an organisation. Employee engagement has therefore been a product of the synergistic power of emotionally intelligent leadership and organisational culture promoting wellbeing, participation and mutual trust.
The last theme has shown that Amazon has increasingly integrated Emotional Intelligence in its working context by providing leadership development and support to staff. Nevertheless, the results have underscored that working pressures have remained to restrict the feasibility of these efforts. Comprehensively, it has been determined that Emotional Intelligence has been a powerful organisational ability that contribution to the performance of employees has been subject to quality leadership, organisational culture and sustainable workplace practices.
[bookmark: _Toc237676884]5.3 Conclusion
This research has been able to attain its research objective by critically reviewing how Emotional intelligence can influence employee performance in Amazon using a secondary qualitative method. The results have identified that Emotional Intelligence has been a high-impact organisational strength shaping employee performance, leadership performance and job interest. Nonetheless, its success has relied on favourable organisational environments and appropriate leadership behaviours, which offer contextual insights on the challenging nature of the Amazon workplace during research.
The overall results revealed that emotionally intelligent leadership has been the major mechanism by which Emotional Intelligence has affected the behaviour of employees, communication and organisational commitment. Organisational culture, management practices and operational expectations have moderated the effects of emotionally intelligent behaviours despite having boosted motivation, collaboration and resilience. Thus, overall sustainable employee performance has relied on a combination of Emotional Intelligence and supportive leadership systems, and employee wellbeing programs as a whole.
The results have also supported applicability of Emotional Intelligence Theory as they show that self-awareness, emotional control, empathy and social awareness have increased leadership performance and interpersonal relationships in Amazon. Likewise, employees' motivation and engagement have increased since they are led by autonomy, competence and relatedness which is supported by SDT. However, both theories have been shown to be context specific – in other words, an effective organisational culture and workplace conditions are needed to be effective over time in the act.
Overall, this study has added to knowledge by giving reference to how Emotional Intelligence has shaped the performance of employees at Amazon. The research has shown that circular organisational performance has demanded the congruence of emotionally intelligent leadership, favourable organisational initiatives and affirmative workplace interactions. Thus, Emotional Intelligence has become a strategic organisational strength that has enhanced employee performance when pertinaciously enshrined within leadership behaviour, organisational culture and employee development.
[bookmark: _Toc237676885]5.4 Practical Recommendation
Enhance EI Leadership Training
The Emotional Intelligence leadership programmes Amazon will introduce are structured in terms of self-awareness, empathy, emotional regulation and communication. Ongoing coaching and leadership reviews will reinforce managerial proficiency, increase worker trust and boost participation among operational teams. 
Incorporate EI in Performance Management
By assessing operational targets and behavioural signals, Amazon will also include the Emotional Intelligence competencies in performance appraisal systems. Balanced evaluations will promote enabling leadership, constructive feedback and lasting employee performance without undermining productivity demands. 
Improve Wellbeing Programmes at the Workplace
Amazon will extend wellbeing programmes with stress management and psychological support services and resilience training. Periodic wellbeing evaluations will realise employee issues at an earlier stage, cement company loyalty and decrease work-related stress in challenging business settings. 
Promote Employee Voice and Communication
Amazon will enhance employee voice by promoting open communication, shared decision making and frequent feedback. Transparent communication channels will improve trust, resolve workplace concerns promptly and reinforce positive relationships between employees and managers. 
Install Emotional Intelligence in Culture of Organisations.
Amazon will have the ability to integrate Emotional Intelligence into their company values by ongoing learning, recognition systems and emotions-informed working practices. The collective effort, flexibility, efficient leadership, sustainable organisational performance, employee progress and operational efficiency will continue to be reinforced through culture.
[bookmark: _Toc237676886]5.5 Limitation of the Study
Secondary Qualitative Evidence
This report has been based solely on published sources and no details of individual employee or manager's personal circumstances. This has led to a multitude of interpretations based on what other organisations have experienced, and not on the experiences of the organisation itself.
Single Organisational Context
The decision to concentrate exclusively on Amazon has limited generalisation since the organisational cultures, leadership styles and the industry conditions vary significantly.
Interpretive Subjectivity
The interpretivist paradigm has necessitated researcher interpretation, implying that analytical judgements might have affected the thematic focus despite procedural methodologies.
Publication Bias
Depending on academic literature could have undergone conflicting results and unpublished organisational data, which are restricted to interpret the breadth on interpretation.
[bookmark: _Toc237676887]5.6 Suggestion for Future Research
Further studies need to utilise primary qualitative interviews with employees and managers of Amazon to produce more comprehensive organisational knowledge and to confirm the interpretations of secondary evidence. Mixed-method and longitudinal research must consider the role of Emotional Intelligence in employee performance over the years and combine subjective experiences and objective organisational outcomes. The comparative studies in technology organisations should be used to see whether the identified relations have been consistent across the various leadership styles, organisational cultures and operational environment. In addition, Cross-cultural research is needed in the way national settings influenced emotionally intelligent leadership and employee performance to enhance the external validity and applicability of future evidence.
[bookmark: _Toc237676888]5.7 Summary of the Chapter
The chapter has integrated the main findings of the study by confirming the fulfilment of the research aim and objectives by a critical interpretation of findings. It has also placed theoretical and practical contributions in identifying Emotional intelligence as strategic organisational capability which has helped employees to perform well through effective leadership and desirable organisational environments. Overall, the research has provided the contextual knowledge of Emotional Intelligence in Amazon, which presented evidence to guide future organisational practice and academic studies with meaningful insights.
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	Search Phrase
	Database
	Inclusion / Exclusion Criteria
	Results (Initial → After Criteria → Screened)
	Selected Article & Extract

	Emotional Intelligence
	Google Scholar
	Inclusion: peer-reviewed, published 2020–2025, workplace/leadership focus. Exclusion: pre-2020, non-peer-reviewed, unrelated context.
	≈12,000 → ≈210 after criteria → first 200 screened
	Ayanian, Tamer and Maalouf (2025) – para. 2, on EI's role in employee performance under pressure

	Emotional Intelligence
	Google Scholar
	Inclusion: peer-reviewed, published 2020–2025, workplace/leadership focus. Exclusion: pre-2020, non-peer-reviewed, unrelated context.
	(same search)
	Antonopoulou (2024) – para. 1, on the components of EI (self-awareness, self-regulation, empathy)

	Emotional Intelligence
	Google Scholar
	Inclusion: peer-reviewed, published 2020–2025, workplace/leadership focus. Exclusion: pre-2020, non-peer-reviewed, unrelated context.
	(same search)
	Maldonado and Márquez (2023) – para. 3, on EI in leadership and work teams
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