



Executive Summary
This research highlights the key findings and recommendations of a report created for Salesforce, an insurance company in South Wales. The report focuses on the significance of well-being, emotional intelligence, compassionate leadership, and job performance for peer managers. The findings emphasize the challenges faced by employees during the COVID-19 pandemic, particularly in remote work environments. Task redesign and supportive line managers are identified as crucial factors in enhancing job satisfaction and well-being. Flexible working arrangements and inclusive leadership are highlighted as essential for maintaining employee well-being and fostering growth opportunities. Organisations that fail to embrace flexibility experience higher turnover rates and diminished employee engagement. Implementing strategies accompanied by a well-being framework can foster a positive work environment that enhances both happiness and productivity among employees. The report recommends implementing the PERMA well-being framework, which focuses on positive emotions, engagement, relationships, meaning, and accomplishment. It emphasises the importance of creating a positive work environment and recognising achievements to enhance happiness and productivity among employees. Emotional intelligence, as defined by Daniel Goleman, is discussed in the report. The five elements of emotional intelligence - self-awareness, self-regulation, motivation, empathy, and social skills - are highlighted as crucial for effective leadership and improved job performance. The report concludes by emphasising the role of compassionate leadership in positively impacting employee performance and organisational success. Traits of compassionate leaders are identified, and their influence on the emotional climate and engagement within the workplace is emphasised. Overall, the report underscores the importance of well-being, emotional intelligence, and compassionate leadership for fostering a positive work environment and driving employee performance and satisfaction in the workplace.
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[bookmark: _Toc139622953]1.0 Introduction
This report has been specifically created for Salesforce; an insurance company located in South Wales. Its objective is to effectively convey the significance of well-being, emotional intelligence, compassionate leadership, and job performance to peer managers. To accomplish this, extensive research has been conducted on well-being frameworks and emotional intelligence models. The report offers recommendations for enhancing emotional intelligence skills. Additionally, the manager supports its arguments by incorporating credible sources, such as relevant articles, books, peer-reviewed articles, to provide substantial evidence. Furthermore, a summary of several empathy quizzes has been included to assess the manager's own empathy levels. The report concludes with a personal development plan, outlining steps for further improvement.
[bookmark: _Toc139622954]2.0 Findings
During the COVID-19 pandemic and its aftermath, many businesses have faced disruptions to their traditional operations, leading employees to adapt to new work approaches.
Adapting and shifting culture, work patterns, and organisations policies. Introducing well-being practices into the workplace increase job satisfaction, reduce turnover, and increase performance. Consequently, it is crucial to understand the unique challenges employees face in maintaining their mental well-being in the workplace, such as, feeling isolated. This research aims to emphasize the significance of emotional intelligence (EI) and to foster a pro-active approach toward well-being. 
[bookmark: _Toc139622955]2.1 The link between well-being and performance
	Ali et al. (2023) argue that remote employees face various challenges that impact their wellbeing. These challenges include maintaining a work-life balance, dealing with feelings of isolation and loneliness, struggling to establish clear boundaries between work and family life, facing constraints in their home office setup, experiencing uncertainty in work tasks, lacking adequate tools and resources, battling procrastination, and encountering difficulties in effective communication. These factors significantly impact the wellbeing of remote employees and need to be addressed for optimal work performance and satisfaction. 
	Ali et al. (2023)states that to overcome these challenges and enhance job satisfaction and employee well-being, one approach is task redesign, where managers modify work tasks to better align with remote work environments. This may involve considering the level of autonomy required for tasks and the potential interruptions that can arise when working remotely. Employees who work remotely often express enthusiasm for their tasks, appreciating the autonomy and flexibility that remote work provides, which contributes to their overall wellbeing. Additionally, recent research indicates that a hybrid work arrangement, combining remote and in-office work, can lead to increased self-assessed productivity and work satisfaction. Furthermore, Bailey et al. (2023) state that the direct support provided by line managers plays a crucial role in promoting and maintaining positive employee wellbeing. Line managers can offer guidance, assistance, and resources to their team members, contributing to a supportive and nurturing work environment that prioritises mental health and wellbeing. 
	For instance, Spataro (2023)state that Microsoft has adjusted working hours to adapt to the new work environment. With the introduction of hybrid work arrangements, Spataro (2023) states that the role of managers becomes increasingly crucial. Leaders have a significant impact on shaping the organisational culture, and this influence starts with their own conduct and attitudes. It is vital for leaders to set an example by demonstrating empathy and acting as vocal and visible advocates for wellbeing. By doing so, they create an environment that permits and encourages everyone in the organisation to prioritize their wellbeing.
Microsoft has established clear guidelines for its vast workforce of over 180,000 employees. These guidelines stipulate that employees can work remotely for a maximum of 50% of their working hours, provided they coordinate and agree on a hybrid schedule with their manager. If employees wish to work remotely more than 50% of the time, they are considered to have a home office setup and must meet specific eligibility criteria. In addition, work hour flexibility is a standard practice for most positions at Microsoft. This flexibility enables employees to organise their workday in alignment with their individual preferences and requirements.
Similar agreements are at Salesforce, a massive portion of employees, almost half, prefer to come into the office only a few times per month. However, 80% of employees desire to maintain a connection to a physical workspace. In response, Hyder (2021)states three different flexibility work options are provided in terms of how, when, and where employees work. Please see Figure 1, to see work arrangements. 
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[bookmark: _Toc139590858]Figure 1 Flexible work arrangements
	Hyder(2021) states that flexibility patterns model enables the discovery of fresh growth prospects that contribute to increased equality. Talent strategy is no longer limited by geographical constraints, allowing the organization to explore and attract untapped talent from diverse communities and regions beyond traditional city centres. Moreover, implementing more flexible schedules eliminates obstacles that could otherwise hinder daily office attendance, such as obligations related to childcare or caring for sick family members. Nevertheless, Gareeboo (2022)states despite the changing pattern, the possibility of burnout persists in every workplace. Hence, it is crucial to be adequately prepared and equipped to address this concern. According to Bailey et al. (2023), hybrid workforce does not feel supported during and after the pandemic, suggesting that hybrid organisations should promote flexible working arrangements by allowing employees to select their preferred meeting format, whether it be online or face-to-face. Additionally, Bailey et al. (2023) states managers should acknowledge that specific days designated for remote, or office work may not be fixed and could vary. Bailey et al. (2023), state it is crucial for managers to be accommodating in this regard, especially for organisations that have transitioned to a permanent hybrid workforce. 
Kemp (2022) highlights that the COVID-19 pandemic has significantly increased the importance of flexibility in the workplace, leading to a normalization of remote work. However, it is crucial for organisations to establish clear policies regarding remote work or flexible arrangements, as employees may require time off for various reasons such as illness, caring for a child or dependent, bereavement, maternity or paternity leave, emergencies, training, bank holidays, and annual leave. Additionally, Holbeche(2023) state that organisations with hybrid workforce needs to approach a new culture, work arrangement and new policies. According to Kemp (2022), how employers respond to these requests for time off can have a significant impact on the health, well-being, and performance of their employees.
	 Kun, Balogh and Krasz (2016) employees who have a strong sense of well-being tend to be significantly more productive compared to those with lower levels of well-being. They are less likely to face motivational challenges, demonstrate greater resilience and adaptability to change, and are more inclined to actively engage with the goals of the organisation. Therefore, it is highly recommended to periodically assess well-being in the workplace. Enhancing well-being at work involves assisting employees in: Developing and strengthening their personal resources, thriving and taking pride in their roles within the organisational structure, performing at their best, both individually and in collaboration with colleagues, cultivating a positive overall work experience.
Future Forum Pulse (2021) directors should provide managers with the necessary training and incentives to transition from being mere information gatekeepers to becoming inclusive coaches. They should empower managers to create a culture of belonging that addresses the needs of all individuals, with a particular focus on underprivileged and historically disadvantaged communities. These organisations may need to reassess their existing wellbeing strategies to align them with the new working environment effective. 
[bookmark: _Hlk139539542]According to Holbeche (2023), organisations that do not adopt a flexible approach tend to encounter increased turnover rates and decreased employee engagement. Consequently, the implementation of new strategies, accompanied by a well-being framework, can be employed to foster a positive work environment that promotes both employee happiness and productivity. As suggested by the CFI Team (2022), PERMA(positive emotions, engagement, relationships, meaningful, and accomplishment), could be implemented in the workplace. 
· Positive emotions are the first characteristic of PERMA, to foster positive emotions, simple gestures like congratulating a co-worker for a job well done can be effective.
· Engagement in the workplace can be improved by providing spaces or resources for employees to take breaks and engage in enjoyable activities. For example, creating a room with a piano, reading corner, or art supplies can allow workers to recharge and have fun. In the case of remote workers, occasional meetings can be organized to combat isolation and help rejuvenate their energy.
· Building meaningful relationships within the workplace is crucial for a productive environment. Team building activities can be employed to promote a sense of belonging and foster connections. Additionally, inviting colleagues to lunch or engaging in informal interactions throughout the day can also strengthen relationships.
· Ensuring that the organisation has a meaningful impact on society is essential. Companies can allocate resources and time towards corporate responsibility initiatives, emphasizing the significance of their role in the community.
CFI Team (2022 argues that recognising accomplishments should not be limited to once-a-year events. Companies can create a culture of daily recognition, where achievements are acknowledged by supervisors and management on a regular basis. This continuous recognition can have a significant impact on employee motivation and satisfaction.
[bookmark: _Toc139622956]2.2 Compassionate managers and wellbeing
	Daniel Goleman(2019) says, emotional intelligence is defined as the skill to proficiently identify, control, and express one's own emotions. The framework of emotional intelligence comprises five key components: self-awareness, empathy, self-regulation, motivation, and social skills.
Self-awareness, as emphasized by Landry (2019), encompasses understanding one's strengths, weaknesses, and emotions, and their impact on personal and team performance. Collaborating with colleagues lacking self-awareness can increase stress and reduce motivation. Recognising the influence of emotions on well-being is crucial, as it enables individuals to address issues like stress, burnout, or low motivation, thereby enhancing overall performance. 
The second component, self-regulation, according to Goleman (2019), frees individuals from being controlled by their emotions. It builds on self-awareness and enables leaders to identify triggers and ineffective responses. Self-regulation involves stepping back, assessing situations, and avoiding impulsive or detrimental behaviors that can undermine trust.
Motivation, the third element of EI, involves a strong drive to achieve beyond expectations. Goleman(2019) emphasizes that true leaders are motivated by a deep desire for personal achievement, rather than external factors. Individuals with important levels of emotional intelligence and strong motivation are inclined to prioritize long-term success over immediate gratification. They demonstrate exceptional productivity, embrace challenges, and excel in their pursuits. Empathy, the fourth component, is the thoughtful consideration of others' feelings when making decisions. It plays a vital role in intelligent decision-making and enhances interpersonal relationships. 
Social skills, the fifth element, involve effectively interacting and connecting with others. Individuals with strong social skills can form meaningful relationships, enhance self-awareness, and understand others better. 
Furthermore, Goleman(2020) states that organisations benefit from managers who possess important levels of emotional intelligence, experiencing improvements in productivity, increased employee satisfaction, enhanced market share, and reduced instances of burnout. Goleman (2019) also points out that some executives mistakenly perceive openness about emotions as weakness, disregarding employees who openly acknowledge their limitations, considering them as inadequate for leadership roles. 
	In accordance with the findings of Maddocks and Hughes (2020), studies indicate that managers play a significant role in determining around 70% of their employees' level of engagement. This research also highlights the significance of emotional intelligence as a crucial factor for promoting effective job performance and successful leadership. Additionally, the emotional climate or atmosphere that leaders establish within the workplace is closely correlated with their levels of emotional intelligence.
Compassionate leaders possess certain traits, as identified by CIPD (2023) and West et al(2022), see the Figure 2 below. 
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[bookmark: _Toc139590859]Figure 2 Compassionate leadership

“Compassionate management is a key component of effective leadership, positively impacting employee performance and organisational success."
(Trzeciak, Mazzarelli and Seppälä, 2023)
	Compassionate leadership plays a crucial role in fostering psychologically safe working environments by promoting a culture where team members feel comfortable sharing their insights and enhancing the quality of their work through regular reviews (West, 2021). Additionally, Thompkins (2023) emphasises the importance of emotional intelligence in successful leadership, accentuating the importance of emotional connection with employees. This is because how a leader makes their team members feel can significantly impact their level of engagement and productivity.
Emotions can influence various aspects of the work environment, including moments of doubt and change, interactions with co-workers, relationship dynamics and conflict, efforts and exhaustion, as well as experiences of success and failure.
	According to Bansal (2023), the actions of managers during times of crisis are crucial. A leader who possesses emotional intelligence is adept at managing their own emotions as well as those of others, thereby helping to reduce burnout. Additionally, Bailey and West (2022) suggest that managers who embody compassion and emotional intelligence serve as role models, inspiring their teams to achieve new levels of success. Millet (2020) emphasizes that emotional intelligence encompasses qualities like empathy, inclusion, and respect, which are particularly significant when managers and employees are facing unknown challenges amidst a pandemic and economic downturn. Managers, as role models in hybrid working environments, play a crucial role. Bailey and West (2022) emphasize that managers who embody compassion and emotional intelligence serve as inspiring role models for their teams, encouraging them to achieve new levels of success. It is essential to remember that the way managers manage their responsibilities determines their success.
[bookmark: _Toc139622957]3.0 Benefits of EI and mindfulness in promoting wellbeing and performance
	Jiménez-Picón et al. (2021) highlighted the essentiality of emotional intelligence in the healthcare industry, emphasising its significance as a crucial trait and skill for professionals in this sector. The effectiveness of mindfulness meditation has been observed in boosting the general well-being of individuals who practice it. As a result, healthcare practitioners experience enhancements in their mental health, self-care practices, and job satisfaction.
While remote work presents numerous benefits, it is important for companies to acknowledge that not all employees will thrive in such settings. It requires managers and colleagues with elevated emotional intelligence (EI) to identify individuals who may require support and assist in a manner that is non-threatening. The current crisis, coupled with working from home, introduces additional obstacles, including family responsibilities, stress, anxiety, isolation.
	Despite the elevated stress levels caused by the pandemic over the past two years, employees with high emotional intelligence have demonstrated the highest levels of work performance, as observed by Cherry (2022). Conversely, those with lower emotional intelligence exhibited higher stress levels at work along with more counterproductive work behaviors.
Benefits from EI, OneMob (2023) states that EI enables managers and employees to effectively communicate with customers, using empathy, they adapt their sales approach by empathising with the client's challenges and goals, building a stronger connection and trust, increasing the likelihood of closing a deal. For instance, a sales professional with high EI skills understands the emotional needs of a potential client. They adapt their sales approach by empathising with the client's challenges and goals, building a stronger connection and trust, increasing the likelihood of closing a deal. Additionally, another benefits from EI, according to Channell (2023), is conflict resolution skills, for instance, a co-worker with strong EI skills notices tension arising in a team meeting. They proactively address the issue by acknowledging the emotions in the room, encouraging open dialogue, and guiding the team towards a collaborative solution. 
	On the other hand, (Good et al., 2016) states possessing an elevated level of emotional intelligence can also pose certain difficulties. (Good et al., 2016), research suggests that individuals with strong emotional intelligence may exhibit lower levels of creativity and imagination. However, highly emotionally intelligent individuals may encounter challenges when it comes to providing negative feedback, as they may fear hurting others' feelings.
In the context of a hybrid workplace, managers can leverage emotional intelligence to foster an inclusive and supportive environment. This approach helps employees feel valued, connected, and motivated, leading to enhanced engagement, productivity, and overall team success.

[bookmark: _Toc139622958]3.1 The benefits of mindfulness for diverse groups
	Furthermore, according to Dhiman (2020), mindfulness meditation enables individuals to shift from a state of "doing" to a state of "being." This transition promotes a sense of balance and harmony within individuals. Mindfulness impacts various aspects of physical and psychological well-being, leading to improved mood, increased positive emotions, reduced anxiety and distress, decreased emotional reactivity, and alleviated job burnout. By cultivating mindfulness, individuals can experience greater emotional stability, resilience, and overall well-being.
	Jiménez-Picón et al. (2021) explain that mindfulness encompasses the practice of meditation, which involves directing one's attention to the present moment, accepting it without judgment, and being aware of sensations, emotions, and thoughts. The research highlights the benefits of mindfulness, such as reducing anxiety, depression, and stress levels, and providing relief from physical symptoms like pain and vulnerability associated with psychiatric conditions. Furthermore, Jiménez-Picón et al. (2021) states that mindfulness is effective in reducing stress and promoting self-compassion and self-care among healthcare professionals and students. Additionally,  Dhiman (2020) states that mindfulness decreases emotional exhaustion and helps prevent burnout.
Gallagher(2022) suggests that mindfulness consists of two key elements that can assist you in navigating the process of learning. The first element is awareness, which prompts individuals to deliberately observe their thoughts and surroundings. The second element is acceptance, which involves refraining from passing judgment on one's experiences, thoughts, or feelings in the present moment.
[bookmark: _Toc139622959]4.0 Guidance for managers developing EI skills for taking a pro-active approach.
According to Jacobson (2021), emotional intelligence (EI) is a skill that can be learned, but the individual must have a genuine desire to develop it.
In supporting a hybrid workplace, managers can use emotional intelligence by implementing the following strategies:
· Self-awareness: Managers must cultivate self-awareness, by being aware of their own emotions, strengths, and weaknesses, managers can effectively manage and control their emotional reactions, particularly in difficult circumstances. This self-awareness enables them to serve as positive examples of emotional intelligence for their team members, as suggested by Bowling (2021). Additionally, according to CIPD (2021), maintaining a healthy work-life balance and preventing burnout necessitate prioritizing self-care and setting clear boundaries within the work environment. This can be achieved by incorporating stress-reducing activities, such as exercise, into your workday. Taking regular breaks, including lunch breaks, and taking  full annual leave entitlement allows for rest and rejuvenation. 
· Active listening and empathy: In a hybrid workplace, managers must actively listen to their team members' concerns, challenges, and achievements. Demonstrating empathy can be achieved through regular check-ins, one-on-one meetings, and maintaining open communication channels to ensure that everyone feels supported and understood. Stanley(2020) states that empathetic leaders are good listeners. They could read the emotional temperature of their employees. Their ability to connect and relate to their teams helps team retain top talent, avoiding the excessive cost of turnover. 
· Effective communication: Managers can adopt clear and transparent communication to bridge the physical distance among team members in a hybrid workplace. They could effectively communicate expectations, goals, and changes using various communication channels such as email, video conferencing, or collaboration tools. Additionally, managers could encourage team members to express their thoughts and concerns and ensure equal opportunities for everyone to contribute.
· Trust is essential in a hybrid workplace. Managers should trust their team members to manage their time, tasks, and deliverables effectively. Granting autonomy allows employees to take ownership of their work and fosters a sense of empowerment. Regular check-ins can be conducted to offer guidance and support, while avoiding micromanagement that can erode trust and hinder performance.
· Managers should be attuned to the emotional needs of their team members and provide support when necessary. This involves acknowledging and validating their emotions, recognizing their achievements, and offering encouragement and assistance. Managers should be accessible and approachable, making it clear that they are available to address any concerns or challenges that may arise.
· To foster unity and collaboration in a hybrid workplace, managers can organise virtual team-building activities, brainstorming sessions, or collaborative projects. These initiatives help strengthen relationships among team members, promote knowledge sharing, and cultivate a positive team culture. CIPD (2021)
Reflection on my own level of EI
In reflecting on my empathy quiz results and my overall level of empathy, I will now apply the Gibbs Reflective Cycle to deepen my understanding and identify areas for further development.
· Description: Based on the results of the empathy quiz, my empathy score was high, indicating a strong capacity for empathy. I exhibit both affective and cognitive empathy, allowing me to empathize with others by sensing their emotions and understanding their thoughts and perspectives. This empathic ability has proven valuable in both my personal and professional interactions. However, the quiz results also highlighted an area for improvement, specifically in the aspect of self-regard.
· Feelings: I feel pleased with my level of empathy and the positive impact it has had on my interactions with others. I am motivated to continue nurturing and expanding my empathic abilities.
· Evaluation: While my empathy skills are strong, there is always room for improvement. I recognize that at times, my affective empathy may lead to personal distress when faced with others' suffering, hindering my ability to provide effective support.
· Analysis: To further enhance my empathic abilities, I have decided to create a Personal Development Plan (PDP). This plan will outline specific actions and strategies to consistently practice empathy and seek opportunities for deeper connections with others. 
· Conclusion: By implementing my PDP and engaging in continuous self-reflection, I aim to become even more self-regard, compassionate, and supportive. The combination of affective and cognitive empathy, supported by my disposition for mindfulness, will contribute to strengthening my connections with others.
· Action Plan: I will regularly engage in empathy-building exercises and seek feedback from others to gain a deeper understanding of their experiences. I will also practice self-compassion to manage any personal distress that may arise from empathising with others' suffering.
· In conclusion, through the application of the Gibbs Reflective Cycle, I have identified the importance of continued growth and improvement in my empathic abilities. By implementing my Personal Development Plan and fostering mindfulness, I will actively strive to enhance my empathy and create stronger connections with those around me.
(Bassot, 2015)
Please see Figure 3 below to see Personal Development  Plan. 
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[bookmark: _Toc139590860]Figure 3 PDP PLA



[bookmark: _Toc139622960]Conclusion
In conclusion, this report highlights the importance of well-being, emotional intelligence, and compassionate leadership in the workplace, specifically for peer managers at Salesforce. The findings emphasize the challenges faced by employees during the COVID-19 pandemic and the need for initiative-taking measures to support their well-being. The report suggests implementing the PERMA well-being framework, by fostering positive emotions, creating opportunities for engagement, building meaningful relationships, and ensuring a meaningful impact on society, organisations can enhance both happiness and productivity among employees. In summary, the report emphasizes the need for peer managers at Salesforce to prioritise well-being, enhance emotional intelligence skills, and embrace compassionate leadership. By implementing the recommendations and personal development plan outlined in the report, managers can create a positive work environment that fosters employee well-being, engagement, and performance. The research underscores the significance of emotional intelligence in addressing these challenges, with self-awareness, self-regulation, motivation, empathy, and social skills identified as essential elements. Managers with high emotional intelligence are more likely to promote productivity, employee satisfaction, and organisational success.
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Flexible work arrangement Salesforce

FLEX
1-3 days per week in the office.
Focusing on team collaboration,

customer meeting, and presentations

Fully Remote

Employees who either live far away from an office or have
job roles that do not require an office presence, they will
have the opportunity to work remotely on a full-time basis.

Office-based

The smallest group within our workforce will consist of employees who
will work from an office location 4-5 days per week. This arrangement
is specifically reserved for roles that necessitate an in-office presence.
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Compassionate leader traits

Attentiveness: Listening is a fundamental leadership skill, and compassionate leaders

prioritize actively listening to their colleagues' challenges, obstacles, disappointments,
achievements, and satisfactions.

Assistance: Compassionate leaders take intentional and skillful actions to alleviate the

hardships of others or help them cope more effectively.
Understanding: This trait involves thoroughly investigating and comprehending the issues|
that individuals are facing. Instead of imposing their own knowledge, compassionate
leaders recognize and explore different perspectives and viewpoints.
Empathy: Compassionate leaders have a genuine sense of empathy and understand the
difficulties experienced by others.





image5.jpg
Development plan

NAWE: Sandra Boscaneanu MEMBERSHIP | 2016826
NUMBER:

COVERING THE | 07 July 2023 TO:A4 July 2023

PERIOD FROM:

This record sheet is for your guidance only ~ you may present your development plan in any other format.

Planned outcome

Where do | want to be by the end of this period? What do |

it to be doing? (This may be evolutionary or “more of the same” )

What doTwantineed o Team? | Vimatwil do fo achieve T7s7

Viha resources or support vl T
need?

What il my Success cieria be?

Target dates for review and
completion

Seftregard

Pracice posiive
Make a fst of my
accomplisnment.

Witing down my achievements
‘Thinking and reflections
‘Witing positve sentences and
telthem in the miror.

Seek feedback from others to
gain a deeper understanding of
their experience.

Practice self compassion

Pen and paper, mirror
Face-lo-Face conversations, or on-
tine.

TVl b2 more confdert, and Twil
be aware of my own feeings.
Being sirong and confident in
everyting that | do,leading to a
happy heaithy Ife.

Regulat, according (o
researchers, seftregard needs to

be monitored regulary. However, |
think 1 week of praciice vil have'

Some resuits.
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