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Hello, everyone. My name is Marta Lesiczka. Today, I am going to discuss the concept of emotional intelligence and it is crucial role in customer service, drawing on my own experience working at Tesco Llanelli.
Emotional intelligence refers to our ability to perceive, understand, manage, and regulate emotions , both our own and those of others. It is about being aware of how emotions affect behaviour and being able to use that awareness to manage relationships effectively(Goleman, 1995). 
However, Mayer, Salovey, and Caruso (2004) define EI more broadly as the ability to accurately perceive, appraise, and express emotion; the ability to access or generate feelings when they facilitate thought; the ability to understand emotion and emotional knowledge; and the ability to regulate emotions to promote emotional and intellectual growth. This more academic view emphasises how EI also supports deeper emotional reasoning and personal development, beyond just workplace interactions.

The idea gained popularity through psychologist Daniel Goleman, who outlined five main components of EI: self-awareness, self-regulation, motivation, empathy, and social skills.
In the fast paced and demanding retail environment, these emotional skills are just as important as technical abilities. They are often what makes the difference between good service and excellent service.
Let us have a look at some recent research that supports this.A 2022 meta-analysis by Doğru showed that emotional intelligence strongly correlates with job satisfaction, performance, and employee engagement. It also reduces work related stress, a key issue in customer facing roles like mine.
Singh et al. (2022) argue that EI contributes to emotional wellbeing, mental health, and stronger workplace relationships. These outcomes are directly linked to how well we work in teams and handle pressure.
Research published in Frontiers in Behavioral Neuroscience (2022) found that EI can actually be developed over time through social learning meaning we can all improve it with practice and awareness.
American Express (2022) highlights that customer service professionals with high EI create stronger emotional connections with customers. This leads to better outcomes, such as customer loyalty and satisfaction.
Finally, Crestcom (2021) explains how service workers with strong emotional regulation skills are more likely to resolve customer complaints calmly and confidently, even in high-pressure situations.

Now I will tell you a little bit about my job and how I apply emotional intelligence every day at Tesco Llanelli.
I work in a customer service role  which mean customer service refers to support and assistance given before, during and after customers purchase a product or service (Wang, 2024), and part of my job is assisting customers with their enquiries, returns, and complaints. I also help with filling the shelves, keeping displays tidy, and making sure the store is running smoothly.
Retail work, especially in a large supermarket, involves constant interaction with people, not just customers, but also colleagues and sometimes even suppliers or delivery drivers.
There are moments when the store is extremely busy or when customers are upset or frustrated. It’s during these times that emotional intelligence becomes essential.
Let me give you a few examples of how I use emotional intelligence in my role:
Every customer has a different personality and emotional state. Some are in a rush, others are confused or upset. Using empathy helps me understand their needs and respond respectfully (Choi. 2024). If someone is elderly and needs more time, I remain patient and supportive.
Sometimes customers approach me very angry, maybe they have been waiting too long or received a faulty product. If I react emotionally or defensively, the situation can escalate. But by staying calm self regulating, and listening actively, I can de-escalate the tension and offer a solution.
Also, during peak hours, especially on weekends or holidays, things get hectic. Emotional regulation helps me stay focused, avoid becoming overwhelmed, and keep a positive attitude despite the pressure.
Tesco encourages a team based culture. Social skills are vital, whether I am covering someones shift or training a new colleague. Understanding team members emotions and responding supportively keeps morale high (Tesco Careers, n.d.).
Even tasks like shelf filling require EI. I often get interrupted by customers asking for help while I am middle task. It takes flexibility and emotional control to switch tasks without getting frustrated or distracted (American Express, 2022).
why does this matter?
Retail is not just about transactions  it is about relationship. Every positive interaction we have with a customer builds trust in the Tesco brand. Emotional intelligence helps us with :Improve communication, resolve problems more quickly, keep customers happy and loyal and create a better working environment for our teams (Call Centre Helper, 2023).
And as we know, happier employees deliver better service. So EI also benefits the companys bottom line (CPD, n.d.)
Tesco already encourages strong communication and collaboration in its values. But  can we go further.
Retail staff as I am could benefit from:EI workshops or short courses during training,stress management sessions for busy periods like Christmas and peer coaching to reflect on customer interactions and learn from them.Even regular check ins with managers where we discuss emotional challenges at work, could make a big difference.
In conclusion, emotional intelligence is a critical skill in customer service roles like mine at Tesco Llanelli.
It helps us remain calm, empathetic, and effective especially when dealing with complaints, multitasking, or communicating with our team.
By improving emotional intelligence, we can enhance customer satisfaction, reduce workplace stress, and contribute to a healthier work environment for everyone.
Thank you for listening and your time today.
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