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[bookmark: _Toc119253476]Abstract
Emotions and subsequent emotional intelligence are a widely studied phenomenon. This report looks to discover if it is necessary to sustain a culture of positivity and success within a dental practice.
 Extensive research was carried out on the subject of emotional intelligence, self-awareness, self-control, empathy, workplace relations and performance, culture, trust, communication and listening.
 These skills were researched, and workplace examples were provided. The student then conducted a questionnaire based upon these skills and analysed the results. 
The results concluded that there are many E.I capabilities present within the workforce of the practice, however upon evaluation, recommendations were provided to improve and develop the level of E.I. currently present in the practice. 
The report concluded that Emotional Intelligence is essential for a successful practice with a culture of positivity. 
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1. [bookmark: _Toc116932590][bookmark: _Toc118660877][bookmark: _Toc119253478]Introduction
Emotional and social intelligence is at the forefront of today’s leadership, team, and organisational development (Hughes et al, 2009) and this report will assess if high levels of E.I. are necessary for a positive, confident, and efficient workplace culture. 
The proposed project will look to investigate the impact the use of emotional intelligence in its leaders has on workplace culture and the relationships, attitudes, behaviours, and subsequent use of emotional intelligence within employees. 
“Exploring and developing our emotional intelligence not only makes us happier, but it makes us able to motivate ourselves, manage stress in our lives, and resolve conflict with others.”
(Hughes & Terrell, 2011, p9)
Emotional intelligence is proposed to be an especially essential character trait in healthcare professionals (McNulty et al, 2016) and the student would like to use the findings of this report to determine if it is essential in her specific organisation.
“Dental education has been asserted as one of the most challenging, demanding, and stressful fields of study, as dental students are expected to acquire diverse competencies such as academic and clinical along with the interpersonal skills”
(Ravichandra, et al, 2015).
Emotions have strong implications on the interpersonal skills within the practice, as they affect the way the individuals communicate and how the relationships between the staff and patients are built. 
Dentistry is infamous for conjuring highly emotional and anxious states in patients, and the skills the work force hold in dealing with these heightened emotions and behaviours are paramount to the success of the practice. The patients must feel heard, their fears understood and sympathised with, and they must feel involved in their treatment in order to create a culture of trust and comfort that they want to return too. 
The study will be limited to one small organisation consisting of ten members of staff and will focus on the effect E.I has on workplace relationships and performance, culture, communication and listening, and trust. These members each have different past experiences and varying levels of emotional intelligence ability. Although it is a relatively small sample for a quantitative analysis, it does allow for a deep, qualitative analysis due to the relatively narrow focus and intimate engagement with the organisation.
They include a practice owner (who is also the principal dentist), the practice owners’ wife (who is the practice manager), a hygienist, 3 nurses, 2 receptionists and an associate clinician. All are responsible for creating a calm, reassuring and impactful experience for each patient, and it is of the utmost importance that they work together as a team to create a practice that can facilitate this.
The timescale of 8 weeks must be accounted for, with time management being essential and resources will be limited to primary research done in the form of a questionnaire, and academic secondary research using google scholar and the universities online library as key search instruments. 


2. [bookmark: _Toc116932591][bookmark: _Toc118660878][bookmark: _Toc119253479]Literature review
For the purpose of this report, the student has conducted both primary and secondary research.
The primary research was completed in the form of a questionnaire, which was given to the student’s colleagues to complete anonymously. The choice was made to conduct primary research due to the student’s will to gather some information from her own organisation, and compare that to the secondary academic research gathered, with a view of a round and unbiased view of the topic. Questionnaires can be used to collect reliable and valid information (Ekinci, 2015) and it will allow the research to be focused on specific questions, that cannot be found by secondary research, as they are specific to the employees within the organisation and their thoughts and feelings.

[bookmark: _Toc118660879][bookmark: _Toc119253480]2.1. Emotions
[bookmark: _Hlk117315822]In 1872, Darwin alleged that emotions (and the expression of emotions) are universal, showing how long in history the phenomenon of emotion has intrigued scholars (Huynh, Oakes & Grossmann, 2018). Emotions evolve from coordinated patterns of brain activity, which function to produce adaptive behavioural responses (Beauchaine & Crowell, 2018).
These behavioural responses can be described as feelings, and stem from reactions to emotions.
“The concept of emotion includes a wide range of observable behaviours, expressed feelings, and changes in the body state. Emotions not only regulate the social encounters, but they also influence cognition, perception, and decision-making through a series of interactions with intentions and motivations”
(Huynh, Oakes, & Grossmann, 2018)

There is a vast array of different emotions, and each one and its intensity vary from person to person. Previous experiences, beliefs and values all effect how emotion is felt by different individuals. The wheel of emotions (Appendix A) displays just how many emotions there are and how they can all stem from each other and interlink. 

Emotions are important to understand and grasp, as they are what inspire and encourage us. (Hughes & Terrell, 2011) and emotional intelligence embodies a set of core capabilities for identifying, processing, and dealing with emotion. (Roberts, Matthews & Zeidner, 2007) 
Emotions should be viewed as transactions and processes, instead of cause and effect and is fundamental to and effects all aspects of work (Briner, 1999). In layman’s terms, this could be described as the need to view emotional exchanges as thought out, mindful interactions, instead of one individual causing another to feel and react a certain way.
Mindfulness is a state of being fully present in the moment, and being completely aware of oneself and others, and the transactions that are being experienced. It helps our mastery of ourselves, through self-awareness and control, as well as paying attention to others in the moment.
“When your mind and activity are one, you are present in the moment; your mind does not wander, and you are free of judgement, criticism, avoidance, and many other cognitive processes that take place in our normal state of consciousness.”
(Ivtzan, 2020)
Transactional Analysis undertakes that individuals behave according to three ego states, parent, child and adult ego states, and individuals control their interpersonal relations mainly based on their dominant ego state (Kaygusuz & Ozpolat, 2016). It offers an understanding of 'why' we, and others, behave the way we do, and is an important component of successful emotional intelligence.
“The ego state model itself is a developmental one, charting significant early experiences (Child), the important influences of others (Parent), and the integration of these into a here-and-now working reality (Adult).”
(Lister-Ford, 2002)
EI is about managing emotions in ourselves and others, mindfulness helps us pay attention 'in the moment' to what is happening, in ourselves and in others, and TA helps us recognise, interpret, and deal with others and their emotional state. 
TA plays a fundamental role in communication and managing emotions during difficult dialect with patients (Whitley-Hunter, 2014) and helps an individual hypothesize and consider why a person acts the way that they do, why they experience emotions the way that they do and how their ego states affect their behaviour. 
In the next section this report will look more closely at emotional intelligence by examining some of the key models.

[bookmark: _Toc116932592][bookmark: _Toc118660880][bookmark: _Toc119253481]2.2. Emotional Intelligence Models
In 1990, Mayer and Salovey published an article presenting their first ability model on emotional intelligence. They discussed the different effects E.I had on the decision making and actions of different types of people and concluded that this ability was a true intelligence that could be measured.
The model consisted of four branches of emotional faculties, perceiving, and identifying emotions, facilitation of thought, understanding emotions and managing emotions, and measured the potential the individual had to reason and understand the emotions of themselves and others. (Mayer, 2002) 
“The Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT™) evaluates Emotional Intelligence (EI) through a series of objective and impersonal questions. It tests the respondent's ability to perceive, use, understand, and regulate emotions. Based on scenarios typical of everyday life, the MSCEIT measures how well people perform tasks and solve emotional problems, rather than having them provide their own subjective assessment of their emotional skills.”
(Mayer, Salovey & Caruso, 2002)
The MSCEIT produces a total EI score, two area scores, four Branch scores and eight task scores. (Cherry, Fletcher, & O’Sullivan, 2013). 
“Emotional intelligence is the ability to perceive and express emotions, to understand and use them, and to manage them to foster personal growth. “
(Salovey, et al, 2003).
Following Salovey and Mayors initial research, Daniel Goleman furthered this by conducting his own research and creating his own model. In Goleman's view, the concepts of emotional intelligence are related to self-awareness (knowing personal emotions), self-control (managing emotions), motivation (self-motivation), empathy (awareness and understanding of the emotions of others) and social skills (interpersonal relationships). (Petrovici & Dobrescu, 2014).
Goleman also described the importance of emotional intelligence within an organisational context, and how it effects an individual’s progression and career assession through to leadership and management in the workplace.
“It demonstrates which human abilities make up the greater part of the ingredients for excellence at work- most especially for leadership”
(Goleman, 2009, pg 7)
Emotional intelligence is the act of being aware of the emotions felt by an individual, and then controlling the reaction to them. It provides the link between perception and reaction (Cui, 2021).
Goleman (2009) discusses the concern that hidden or unshared emotions within an organisation can facilitate or interfere with organisation goals. If those that have the data needed by the top managers and decision makers are too anxious and afraid to share it, poor and weak decisions for the organisation may be made based on an illusion held by senior individuals.
He argues that such emotional skills are not natural skills, but ones that can be taught and developed (Cavaliere, et al, 2021). It suggests that anybody can learn to be emotionally intelligent and can work hard to ensure that these skills assist an organisation in building positive, constructive relationships.  This, in turn, should help an organisation succeed by improving effectiveness and efficiency in dealing with problems, conflict, performance development, and more, both inside and outside the business.
E.I is vital in a dental setting, as the awareness of emotions and management of them are so important when it concerns patients and their heightened states of anxiety. It is also important for relationships between the staff, as a strong and united team all in agreement on the standards set for their work is crucial.

[bookmark: _Toc116932593][bookmark: _Toc118660881][bookmark: _Toc119253482]2.3. Self-awareness
“Self-awareness can be a non-reactive, non-judgemental attention to inner states”
Goleman. (2020)
Both Salovey and Mayor, and Daniel Goleman argue that the first step to achieving E.I is self-awareness. Personal recognition of one’s own feelings and how they deal with those emotional responses is an essential step in becoming skilled in E.I behaviours.
“Recognizing that you experience emotions is a first step to wielding them effectively. Recognizing the impact that you have on the emotions of other people is a vital step to influencing them effectively. “
(Yeung, 2009)
Within the dental sector, self-awareness is essential. The clinical team must constantly have a happy, welcoming, and understanding demeaner, to create relationships of empathy and trust with patients.
Transactional Analysis would further help with self-awareness and awareness of others, by helping hypothesise about why people feel and behave the way they do, their emotions and their Ego states. An understanding of this would enable better deployment of EI, and better relationships (and, possibly, a more sustainable culture of positivity and success).
As a nurse, the student constantly strives to exhibit a happy and calm persona whilst at work, no matter what personal circumstances may create alternative feelings. This is essential for generating a calm and relaxed atmosphere for the patients and colleagues alike. The student feels this is essential, due to the complexity and concentration needed to carry out dental treatment.
[bookmark: _Toc119253483]2.4. Self-control 
“Self-control refers to the mental processes that allow people to override thoughts and emotions, thus enabling behaviour to vary adaptively from moment to moment.”
(Inzlicht, Schmeichel & Macrae, 2014).
Self-control enables a person to experience emotions but have the power and intelligence to not act instinctively on them. 
The ability to control internal responses and change negative behaviours and reactions can likely have a positive effect on not only an organisational environment, but various other situations in life (Dumciene & Sipaviciene, 2021).
Being aware of emotions, strengths and weaknesses allows a person to be able to manage and apply themselves to achieve goals and objectives (Yeung, 2009) Self-control can not only aid workplace achievement, but the skill can make it less stressful for you to live in the world in general (Singh, 2006, pg 74)
When coupled with self-awareness, self-control can help create a solid foundation for emotional intelligence (Lynn, 2008).
Recently, the student and associate dentist demonstrated high self-control during an altercation with an incredibly rude and aggressive patient. The patient was spoken to calmly throughout the incident, and it became apparent following much coaxing and support that the patient had had a painful and terrifying dental experience during childhood, and that had caused him to become extremely upset and act out of character. When discussing the incident afterward, both the student and clinician admitted to feeling initially hostile and frustrated with the patient. However, as the situation was dealt with calmly and with understanding, the patient profusely apologised, and his treatment was carried out without any problems.
This situation is interesting to look at in respect of ego states and transactional analysis. The negative childhood experience left an unavoidable link this patient had to dentistry and pain. The patient remained in a child ego state, leading the clinical team to adopt a nurturing parent ego state. Through communication and empathy, the team were able to bring the patient into a more adult state over time.
[bookmark: _Toc116932595][bookmark: _Toc118660883]
2.5 [bookmark: _Toc119253484]Empathy
Empathy is the capability to imagine what life is like for another person. Without empathy, our interaction with others will be one sided and we will unnecessarily face problems in relationships, as we will be apathetic to the emotions of others. (Kadanakuppe, 2015)
Empathy involves being able to understand and sympathise with another’s emotional response. It can often be portrayed as the ability to be able to “put yourself in another’s shoes” and see situations from their point of view (Ioannidou & Konstantikaki, 2008). 
 “Empathy means to be considerate and aware of other's feelings. Empathetic individuals are also effective in retaining talent because they are able to develop a personal rapport with others.”
(Ravichandra et al, 2015). 
As a leader, the skill of empathy is vital to understanding the thoughts and feelings of subordinates, and to anticipate their usual behaviours and how to respond accordingly. This capacity is necessity to enhance the leader’s relations with subordinates and for effective communication. (Badea & Panӑ, 2010).
Within the dental sector, empathy and the management of emotions are well known to influence the quality of communication between the dental team and patients (Waldrop, et al, 2016). Ensuring these capabilities are taught correctly and used consistently is one of the major concerns of dental health educators (Shahab, et al, 2014) as the intended person focused style of education requires the dental team to accept and incorporate excellent communication and empathy skills (Kadanakuppe, 2015).
Empathy is shown daily within the practice. It is a skill taught during training and developed with experience. A high proportion of dental patients have dental phobia, usually elderly patients who received treatment in a time when standards were lower, and pain was expected and endured. To show the patients that they are in complete control of what will happen to them, “tell, show, do” is used with every patient, involving them in their treatment and ensuring they are prepared for and completely understand their treatment. This also brings them into an adult ego state, completely aware and in control, instead of a child/parent relationship.

[bookmark: _Toc116932596][bookmark: _Toc118660884][bookmark: _Toc119253485]2.6 Workplace relationships and performance
A common perception is that enhanced job performance will contribute to organisational success (Ashraf & Khan, 2014) and many researchers claim individuals with high performance levels do so because they have a high level of emotional intelligence (Cumming, 2005).
However, performance management must focus on organisational performance as well as individual (Armstrong & Armstrong, 2009). Sometimes, what benefits the individual is detrimental to the organisation.

Individuals can develop better relationships and increased performance by utilizing their emotional intelligence. Career success, strong workplace relationships and effective leadership skills have all been shown, by studies, to be greater than those with low E.I skills. (Cooper, 1997).

All relationships between the workforce within the practice are important as they provide support between individuals and reassurance under highly stressful situations. A show of unity and clear and strong relationships can provide a patient with the reassurance they need to proceed with treatment and encourage trust.

A study conducted by Chaudry & Usman (2011) examined the relationship between employee E.I and their performance. 444 employees working in privately owned organisations were measured and their results revealed a high correlation between E.I and behaviour, and subsequently established that employee job performance can be predicted significantly using their emotional intelligence scores. This would be helpful within the dental practice if used as part of recruitment and performance development. 

[bookmark: _Toc116932597][bookmark: _Toc118660885][bookmark: _Toc119253486]2.7 Culture
“Researchers argue culture influences the ways that emotions are experienced depending which emotions are valued in the specific culture.”
(Huynh, Oakes & Grossmann, 2018)
Cultural beliefs, values, and customs influence the way an individual thinks and reacts to the behaviours around them (Scott-Halsell, Saiprasert & Yang, 2013). 

The core of organisational culture consists of values and rules that precondition all decision making within the organisation (Piekarczyk, 2017) In regard to the practice, the values surround patient care and the standards set regarding acceptable treatment of the patients. The culture within the practice is centred around patient care and trust, with high standards present set by the employer. However, the relationships between the staff are often overlooked, as professionalism does not equal trust and fondness. The potential implications of this could be a culture of distrust and hidden stresses.
Stress can hugely effect job performance and quality, and it’s important for managers and workers to become aware of stressors and to take efficient measures to manage stress (Rossi, Meurs & Perrewé, 2020)
Workplace cultures show an individual what is acceptable concerning their expected performance.
A study was conducted, by the form of a survey questionnaire, including 535 individuals working in private health care institutions. The findings confirmed the strong association between team performance and team culture through the use of emotional intelligence. (Jamshed & Majeed, 2018).
Trust is also an important part of a workplace culture and has a profound effect on many other skills and abilities.
Barczak, Lassk, & Mulki (2010) conducted a survey of 82 student teams at a large university in the northeast United States, to investigate what effect emotional intelligence has on team trust.

“Our findings suggest that team emotional intelligence promotes team trust. Trust, in turn, fosters a collaborative culture which enhances the creativity of the team. “
[bookmark: _Hlk117315894](Barczak, Lassk, & Mulki, 2010).

Another study, conducted by Downey, Roberts & Stough (2011), was created using a questionnaire given to 142 individuals in the health care sector. It had the aim of discovering the effect of E.I on hierarchical trust. It was concluded that there is a substantial relationship between group level EI and leader/member trust and the trustworthiness of the team leader was found to be significantly correlated to dimensions of group level EI, job satisfaction and organizational commitment.
So, once again, the importance of EI and trust as key concepts in high performance become apparent. For the dental practice, this suggests that in order to improve our culture and hence performance, it needs to be aware of the current culture and whether it advocates for the success of both the individual and the organisation and have a continuous plan for improvement and development.

[bookmark: _Toc116932598][bookmark: _Toc118660886][bookmark: _Toc119253487]2.8 Trust
Trust is defined as a firm reliance on the reliability, capability, competence or character of a person or thing (Dong & Howard, 2006) and trustworthiness is a competency based on self-regulation. (Singh, 2006). Lack of trust within an organisation can be fatally detrimental to an organisation (Kramer, Pittinsky & Kramer, 2012) so effective leaders who inspire trust in their workplaces are crucial for success. Effective leaders can manage their own emotions, which instils trust and confidence. (Cherniss & Goleman, 2001)
Trust is critical within a dental setting, between all manner of relationships including employer/employee, employee/employee, patient/staff, and employee to suppliers. 
Employees must have trust in their employer, to ensure staff retention, a positive workplace culture and empowerment. Trust between peers can boost mutual collaboration, create team unity, and create more effort towards team goals instead of individual progression. The main aim of the dental team is to create a relationship of mutual trust between the patient and practicing clinician, for them to trust in and believe the treatment they have been advised of is the best course for them. 
A study conducted by Christie, Jordan & Troth (2015) involving 84 teachers to discover if emotional intelligence was related to the trust between employees. It concluded that the ability to perceive one’s own and others’ emotions significantly predicts increases in trust and that trust considerably helped to achieve positive outcomes.

[bookmark: _Toc116932600][bookmark: _Toc118660887][bookmark: _Toc119253488]2.9 Communication
An individual’s E.I skills have been shown to impact his or her ability to communicate effectively (Cherry, Fletcher, & O’Sullivan, 2013) and this ability, for the benefit of a positive interaction, comes from high emotional intelligence (Petrovici & Dobrescu, 2014).
“Emotional intelligence may be defined as the ability to use your awareness and sensitivity to discern the feelings underlying interpersonal communication, and to resist the temptation to respond impulsively and thoughtlessly, but instead to act from receptivity, authenticity and candour”
(Sunil & Rooprai, 2009)

Workplace communications identify organizational priorities and help co-workers to cooperate. The ability to communicate requires listening, communicating, and observing. (Cui, 2021). 
“Emotional intelligence provides a framework for interpreting individual differences in the recognition and management of emotive cues and concerns; individuals with higher levels of EI may show more appropriate levels of emotional reactions and interpretations”
(Cherry, Fletcher & O’Sullivan, 2013).
The vast majority of medical errors occurring each year involve faulty communication (Codier & Codier, 2017) and the communication gap between the patient and dental team is the most important factor in patient dissatisfaction, which is a critical factor influencing patient complaints (Kadanakuppe, 2015). 
Recently, the student experienced the harm that poor communication can do to a patient. During a routine hygiene appointment, the student asked a long-standing patient why she hadn’t returned for her proposed treatment, which had been outstanding for the past year. The patient became extremely emotional and told the student how the dentist “had scared her to death” when going through all her treatment options. She had been advised that if her treatment was unsuccessful, she would have to have “an extremely difficult, surgical extraction performed that would involve the removal of a lot of bone and could cause extreme bleeding”. This led to the patient assuming she would feel pain and would have to attend the hospital emergency department if she bled consistently.
Although the dentist does legally have to provide the patient with all the risks associated with proposed treatment, the wording and lack of additional explanation caused this patient to completely avoid her treatment and cause the likelihood that she would need an extraction to become greater. This avoidance was extremely detrimental to her oral health and could have been avoided had the dentist taken the time to explain the incredibly low likely hood that this procedure would be necessary, and if it did have to happen that she would be numb so wouldn’t feel any pain, and that the dentist would not allow her to leave until he was certain she had stopped bleeding. Had the dentist been mindful and aware of the fear presenting in the patient, he could have adapted his communication to fit her current state, as the relationship appeared to be that of parent/child, and he could have worked to bring her into an adult/adult ego state.
Following the conversation with the student, the patient booked the appointment and said she now felt comfortable in undergoing treatment. Had the dentist recognised her fear and anxiousness in the first place, it would have avoided all the unnecessary fear and lack of understanding that the patient had experienced
[bookmark: _Toc116932601][bookmark: _Toc118660888][bookmark: _Toc119253489]2.10 Listening
Active listening is not just hearing a person talk. It is giving that individual full and undivided attention. Hearing, understanding, and responding thoughtfully and with recognition and reflection (Hoppe, 2006). Prior opinions and beliefs of what will be heard next are disregarded (Friston, et al, 2021).
Actively listening to their employees, gives employers the opportunity to hear and understand exactly how these individuals are feeling and what they are thinking, and in turn, can give them a valuable insight into their organisation that they make not have the chance to see or experience for themselves.
“The most effective bosses are those who have the ability to sense how their employees feel about their work situation and to intervene effectively when those employees become discouraged or dissatisfied.”
(Cherniss & Goleman, 2001, pg 4)
Listening attentively to their employees fears and concerns opens communication and encourages trust. The individual needs to feel heard and respected.
Nancy Kline introduced the benefits of really listening and being in the moment, and the positivity that can come from it within relationships. It is a practical guide for leaders and managers who want to create environments and cultures in which people feel valued, appreciated, motivated, and able to fulfil their potential (Rice, 2009). It explains the benefits of really listening to the individual you are conversing with, whilst giving them your full, undivided attention.
Active listening is a vital skill for the clinical dental team to have regarding communication with their patients. Extreme dental phobia (an extreme reaction of and fear towards dental treatment) affects many patients and feeling heard in their fears leads to feelings of understanding and recognition.



























3. [bookmark: _Toc119253490]Analysing Survey Results
The student completed primary research in the form of a questionnaire, which was limited to the seven employees within the practice (she did not include herself). It was kept anonymous to hopefully obtain the most honest answers regarding the practice owner and leader. This was done to bridge the gap in the research concerning the organisation, as the secondary research collected was not specific to the organisation being studied, so this gave the student a valuable insight into the thoughts of feelings of the employees at the practice.
The purpose of the questionnaire was to generate honest responses from the employees about how they felt towards their employer, how his behaviours and attitudes affected them day to day, and how they felt their employer considered them.
Each question was given an option of one to five (one being the lowest and five the highest) and a separate part for the individual to elaborate on their answers if they so wished.
All but one gave further answers, which gave the student qualitive responses as well as numerical data.
A word cloud was created with the intention of highlighting the most frequently used words used within the results, as well as pie charts (see Appendix A) to present the quantitative results of each question.
Question 1 was created to discover whether the employees thought their employer had self-awareness, which as previously discussed is a vastly important emotional intelligence skill. The results are high, with 72% of answers being a four or five. A popular additional comment was that he is aware of his emotions, and although it is clear what he is feeling he can control his reactions and actions following them. As the research suggests, self-awareness is the first step towards emotional intelligence. The staff have all scored their employer highly which clearly suggest they perceive him of being aware of his emotions. 
Following on from question one which focused on self-awareness, this question was designed to discover whether the employer had self-control. The results indicate a split opinion, as although over half of individuals gave a high answer, 43% gave a two or a three, indicating that nearly half of employees feel that their employer and leader has low self-control. Some comments indicating that the emotions he is feeling are clear, but he is able to not act on them and keep in control.
Question 3 was designed to discover how important and valued the employer made his employees feel. This response gave a high result, with all answers either a 4 or 5. This shows that all employees felt that their feelings are important to their employer. As the research has shown, employers that feel valued and cared for are more inclined to give consistent effort and increased performance.
The results of question 4 indicated that all individuals gave an answer of 3 and above, with 72% expressing that they gave a constant and consistent work ethic. All additional comments indicated that all individuals felt they always gave their best effort for their patients.
[bookmark: _Toc118660894][bookmark: _Toc119058024][bookmark: _Toc119253375][bookmark: _Toc119253491][bookmark: _Toc116932608][bookmark: _Toc118660895][bookmark: _Toc119058025]Question 5 focused on the effect the behaviour of others had on individual behaviour and were diverse, indicating different attitudes towards the effect of other behaviours on their own within the team. However, the qualitive answers all gave comparable results, with a common thread of the comments suggesting that they all try but find it difficult to not mirror negative or unproductive behaviour if its encountered.
Following on from the previous question, question 6 referred to the effect other behaviours have on the individual’s attitude, and the results were more positive. 86% answered a 4 or 5, and comments centred around “rising above” detrimental behaviours.
86% of individuals admitted, in question 7, to rewards and bonus positively impacting their performance, with common phrases including, “they make me try harder”, “they encourage me to over perform” and “gives an incentive to over perform”. However, these refer to monetary rewards, and there is no mention of any other sort of recognition of individual accomplishments. 
Questions 8 and 9 focused on trust. Every member of the team answered with the highest scoring of 5 for question 8, indicating that they trust their employer. The comments associated indicated that his actions match his words, and that he has never broken the trust of any employees. The results from question 9 are lower than question 8, with this question focusing on the trust currently existing between the employees. Where the individuals were in complete agreement with their feelings of trust towards their employer, this was not matched between themselves. Further comments that most “trusted some but not others” indicated some strained relationships between the employees.
Before asking if employers supported progression, the student felt it was important to determine whether they wanted to progress first. Question 10 focused on personal desire to progress and develop and 71% of responses to this question are low (a 1 or 3) meaning that many employees do not want to progress in their careers or take on additional responsibilities. Many comments indicated that the individuals were happy in their current roles, with some stating they would do more if asked but would not volunteer. 
Question 11 focused on how they felt their employers supported them in their development. The results for question 11 were much higher than question 10 proving that although many did not want to progress currently and were happy with their current positions, they felt that they would be supported if they wished to do so. A common comment within the answers was that the individuals were happy in their current position but would take on additional responsibilities if it was asked of them.
High results were received for question 12, which referred to leadership. 6 members of the team giving the highest score and 1 member giving a 3. Common comments included that the employer was a “strong leader” who “consistently lead by example”
Question 13 was given a 5 as the collective answer, with all individuals feeling strongly that their employer had high communication skills. An answer given by 3 separate people all stated that he “made his goals and expectations clear”. Following on from question 13, the answers received for question 14 were also rated highly. This questioned referred to the employer’s listening skills, whereas question 13 was focused on communication in general.
Additional answers involved statements including “easily approachable”, “joint problem solving” and “feeling heard”.

4. [bookmark: _Toc118660905][bookmark: _Toc119253492]Word Cloud
[image: Text
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Most are positive words, with irrational, irritated and unnecessary being the only negatives. From the detailed responses, these words have stemmed from the employer being deemed to show irritation, but not act upon it. The experience the student has of these situations is that the employer becomes silent and unsociable, until his irritation subsides or is dealt with. The irrational comments stem from his insistence on actions being immediate upon his request, with him sometime overlooking the fact that there are multiple jobs to attend to, and it is not always possible to complete what he has requested instantly.
Improved E.I could have a strong impact on these negative factors, as mindfulness would enable the employer to become aware of his reactions and of how they make his employees feel. It would also provide awareness of the bigger picture, and the whole situation, which may allow him to realise that problems are prioritised, and it is not always possible to drop everything and attend to his wishes when dealing with patients. 	
As shown, the largest and most used word was trusted. This, correlated with the numerical data on the questionnaire, gives the strongest and most frequent opinion held by the employees of the practice towards their employer.
Incentive was also a highly used word, indicating that the bonus and rewards provided additional effort. However, there was no mention of recognition. From the student’s own experience, the employer consistently thanks the employees for their work but has never shown recognition for any job well done.
Fair, calm, and accommodating were mentioned, along with listen, composed an inclusive. These are all strong indications that the employees feel their employer is a strong leader who they respect and trust. 
5. [bookmark: _Toc116932617][bookmark: _Toc118660906][bookmark: _Toc119253493]Conclusions
[bookmark: _Toc119253494]5.1. Primary Research
To conclude, the primary research and analysis of secondary research indicates that emotional intelligence is required for an organisation to be successful and thrive in today’s climate.
The primary research highlighted the need for the different elements of E.I, that when combined equate to Emotional Intelligence. These included self-awareness and self-control, empathy, workplace relationships and performance, culture and trust, and communication and listening. All play a huge part in the creation of a successful organisation consisting of high performing and highly emotionally intelligent individuals, that communicate well, trust each other, and strive for exceptional individual and team performance, for the sake of the organisation and their own progression and development.
The research also highlighted the effects of transactional analysis, ego states and mindfulness when managing relationships within the workplace. The ability of mindfulness also helps to create awareness of ego states and how they affect communication between different people.
[bookmark: _Toc119253495]5.2. Secondary Research
The secondary research clearly shows that the practice has opportunity to improve and develop. The research demonstrates the importance of emotional intelligence within the workplace, and although the employer of the practice clearly has strong relationships with his employees, based on trust and respect, there is room to improve and progress. He is said to lead by example, and has clearly earned the respect of his employees, with all stating that he has never broken their trust.
All employees clearly trust their employer, with all participants giving the highest scoring which indicated complete trust. However, the results for trust between employees was lower, with the staff also reporting in their answers on the questionnaire that the behaviour of others effected their own behaviours and showed that negative behaviours can cause mirroring attitudes.
The employees felt supported if they wished to progress in their careers, however many claimed to be happy in their current roles. Employees also claimed that rewards strongly affected their performance. Sustained monetary rewards are not feasible, so other encouragements should be considered.
There seem to be no communication barriers, with employees feeling heard and stating that the employer is approachable. However, behaviours appear to be inconsistent, as some individuals commented on how occasional negative behaviours effected their own attitudes. It is impossible to always be positive internally, however if the individuals learn to improve their emotional intelligence and manage and control their feelings, there would be lower chance that their personal feelings would have a negative effect on their colleagues.
Overall, the research swayed towards the conclusion that the team within the practice does have many E.I skills, however they could be developed and improved to ensure a culture of positivity and success.




6. [bookmark: _Toc116932618][bookmark: _Toc118660907][bookmark: _Toc119253496]Evaluation and Recommendations
To evaluate the research, analysis and conclusions, the student would like to provide the following recommendations to focus on and improve.
[bookmark: _Toc119253497]6.1. Self-Assessment of E.I
Encouragement for the employers and employees to complete a self-assessment of emotional intelligence could be a suggestion, and to recommend the Emotional Quotient Inventory, whose reliability as a model has been well established (Van Zyl, 2014). 
The five components targeted within the assessment are self-perception, self-expression, interpersonal, decision making and stress management. The aim of completing this assessment would be to give the individuals a detailed insight into their current social and emotional capabilities, providing them with a starting point of actively becoming more emotionally intelligent. This would also engage them in the positives individually and organisationally that strong E.I capabilities can hold.
[bookmark: _Toc119253498]6.2. Behaviour
Organisational behaviour is the understanding, prediction, and control of the behaviour of individuals or a group of people in an organisational setting, and the management and structure of them to help improve and achieve organisational performance and effectiveness (Mullins & McLean, 2019). 
With performance of individuals being affected by the behaviours of others, negative behaviours should be quickly and efficiently prevented by the employer, as the results show a clear effect on the team morale and attitude if one individual displays negativity. This could be done by the employer taking a bigger interest in the behaviours that are not occurring in front of him and creating an atmosphere and culture of intolerance to behaviour that will affect others. Encouragement of the development of E.I within the employees would also advocate for self-control, which would lower the possibility of negativity affecting others.
[bookmark: _Toc119253499]6.3. Trust
Trust is a judgement a person makes on another’s trustworthiness, upon which the decision to depend upon them is made (Dietz, 2011). The lack of trust between employees should be addressed, and the employer should make a constant and consistent effort to unite the team. Team building exercises and encouraging and ensuring all individuals build relationships will ensure that support and praise is felt.
Employees have stated how rewards affect their performances; however, the employer should consider the affect that recognition might have on performance also. The open communication that seems to be present between some colleagues should be continued and utilized to establish stronger relationships between peers.
[bookmark: _Toc119253500]6.4. Success
Success would be displayed as an organisation consisting of emotionally intelligent, empathetic, highly performing individuals who hold equal importance with the emotional state of their colleagues as well as the needs of their patients. A workforce should have an objective of complete trust between each other, which inspires open and honest communication, and encourages further success of the organisation by allowing individuals to positively motivate each other, instead of relying on monetary rewards to better performance.
All employees, as well as the employers, should be made aware of the benefits of E.I, and actively encouraged to develop and use their skills to ensure the constant development and continued success of the practice. 
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[bookmark: _Toc119253504]Appendix B

Question 1- Do you believe your employers are aware of their emotions?


Question 2- Do you believe your employer can control their emotions?
[bookmark: _Toc119253505] [image: ]

Question 3- Do you believe your employer cares about how you feel?
[bookmark: _Toc119253506][image: ]

Question 4- Do you feel that your effort at work is constant and consistent?
[bookmark: _Toc119253507] 



Question 5- Does the behaviour of other influence your behaviour in work? (e.g., employer mood, patient attitude)



Question 6- Is your attitude in work influenced by the behaviours of others within the practice?
 

Question 7- Do rewards/bonuses impact positively on your performance?


Question 8- Do you trust your employers?
 

Question 9- Do you trust your colleagues?


Question 10- Do you want to progress and develop in your career?
 



Question 11- Do you feel that your employers actively support the progression and development of your career?


Question 12- Do you find your employers style of leadership conductive to you personally and professionally?
 

Question 13- Does your employer communicate clearly and in a way in which you understand?

 
Question 14- Does your employer listen and respond to any concerns?

Q1	
1	2	3	4	5	0	1	1	3	2	


Q4	
1	2	3	4	5	0	0	1	1	5	


Q5	
1	2	3	4	5	1	1	1	2	2	


Q6	
1	2	3	4	5	3	0	1	3	0	


Q7	
1	2	3	4	5	0	0	1	0	6	


Q8	
1	2	3	4	5	0	0	0	0	7	


Q9	
1	2	3	4	5	0	0	2	1	4	


Q10	
1	2	3	4	5	3	0	2	0	2	


Q11	
1	2	3	4	5	1	0	0	1	5	


Q12	
1	2	3	4	5	0	0	1	0	6	


Q13	
1	2	3	4	5	0	0	0	0	7	


Q14	
1	2	3	4	5	0	0	1	1	5	
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