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This report explores the importance of emotional intelligence and compassionate management in the workplace, particularly in a post-COVID world. It highlights the significant role emotional intelligence plays in individual and organizational performance, emphasizing the connection with employee well-being. The report further discusses the relevance of compassionate leadership as a superior style compared to other leadership approaches. It also presents real organizational issues such as absenteeism and burnout, along with strategies to address them through diversity and hybrid working models. Additionally, the report provides insights into how managers can develop their emotional intelligence and support their teams with these skills, giving a personal development plan. 
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[bookmark: _Toc139529441]Introduction

Because of the challenges from the last few years, organizations everywhere have started to pay more attention to the employee well-being, enhance performance, and adapt to new ways of working (Black, 2020). This report aims to highlight the significance of emotional intelligence and compassionate management in addressing these needs. Emotional intelligence plays a pivotal role in individual performance, team dynamics, and overall organizational success (Islam, Chaudhary, and Ali, 2023). Furthermore, compassionate leadership appears as a superior leadership style compared to autocratic, democratic, laissez-faire, and transformational approaches (Bunjak et al., 2021). By exploring the connection between emotional intelligence, compassionate management, and employee well-being, this report provides valuable insights into cultivating a positive work culture that thrives in the post-COVID era.
At the same time, the report offers clear guidance for managers into how to develop their emotional intelligence skills in order to better support the team at the insurance firm from Swansea.
[bookmark: _Toc139529442]Relationship Between Wellbeing and Individual and Organizational Performance 

Wellbeing refers to a state of overall health and happiness, involving various aspects of a person's life. With other words, wellbeing is the feeling of being physically, mentally, and emotionally well. When an individual has a high level of wellbeing, it means they have a sense of balance and fulfilment in different areas, such as their physical health, emotional state, relationships, work, or personal life. Wellbeing does not mean the absence of illness or stress, but it refers about the experience of a positive state of being, where individuals feel a sense of purpose, satisfaction, and joy in their day-to-day lives, sometimes even when they are stressed or ill.  It involves taking care of oneself, feeling connected to others, and having a sense of meaning and purpose in life. Achieving and maintaining wellbeing is essential for leading a fulfilling and meaningful existence.
Focusing on the wellbeing at the workplace particularly, a workplace that prioritizes employee wellbeing creates a positive and supportive culture (Stephan, Rauch, and Hatak, 2022). Stephan, Rauch, and Hatak argued in 2022 that when individuals feel cared for, respected, and valued, their loyalty and commitment to the organization grows. This, in turn, cultivates a sense of belonging and solidarity among employees, resulting in stronger teamwork, collaboration, and innovation (Stephan, Rauch and Hatak, 2022). From this perspective, companies are also legally obligated to prioritise employee wellbeing through the Equality Act 2010, which a vital legislation promoting equality and protecting individuals from discrimination, highlights the importance of considering wellbeing in the workplace (Harkiolakis and Komodromos, 2023). This act requires that employers provide reasonable accommodations to meet the diverse needs of employees, including those related to physical and mental health (Harkiolakis and Komodromos, 2023). Therefore, by prioritizing employee wellbeing, organizations not only fulfil their legal obligations (Harkiolakis and Komodromos, 2023), but they also successfully create a positive work environment that supports inclusivity and fairness (Stephan, Rauch, and Hatak, 2022). Such a workplace not only attracts the best employees, but also ensures compliance with legal requirements, minimising potential legal risks and promoting a harmonious work environment (Mccann and Selsky, 2012). 
On the other hand, from the employee perspective, wellbeing holds huge importance. According to Nilsen and Kongsvik (2023), when employees experience high levels of wellbeing, they feel a sense of purpose, satisfaction, and engagement in their roles. Their energy levels are boosted, leading to enhanced creativity, productivity, and overall performance (Nilsen and Kongsvik, 2023). Additionally, individuals with optimal wellbeing tend to show higher levels of resilience, enabling them to navigate challenges and setbacks with greater ease (Godard, 2004).
Individual performance refers to an employee's ability to effectively carry out their assigned tasks, responsibilities, and goals within an organization (Othman and Mahmood, 2019). Individual performance plays a fundamental role in shaping employee wellbeing (Othman and Mahmood, 2019). When employees perform well in their roles, it contributes to their overall sense of accomplishment, competence, and self-worth (Othman and Mahmood, 2019). They experience a deep satisfaction from achieving their goals and meeting expectations, which positively impacts their emotional well-being and job satisfaction (Othman and Mahmood, 2019). Successful performance raises a sense of control and self-efficacy, instilling confidence in their abilities and contributing to their overall psychological well-being (Jampala and Dokku, 2022). Moreover, setting and attaining challenging goals within their roles provides individuals with a sense of purpose and direction, leading to greater motivation, engagement, and a sense of fulfilment (Jampala and Dokku, 2022). This, in turn, enhances their overall sense of wellbeing, as they derive meaning and satisfaction from their work and contributions (Jampala and Dokku, 2022). By looking the insurance firm, in terms of individual performance, an example could be one of insurance agents which consistently exceeding sales targets, maintaining a high customer satisfaction rate, and receiving positive feedback from clients. This agent’s exceptional performance demonstrates their strong sales skills, product knowledge, and customer relationship management abilities (Keck, Leigh and Lollar, 2013). Their outstanding performance contributes to the overall success of the sales team and the firm as a whole (Keck, Leigh and Lollar, 2013).
Organizational performance refers to the overall effectiveness, efficiency, and success of an organization in achieving its goals and objectives (Deshpande and Srivastava, 2022). It contains various factors such as financial performance, operational efficiency, customer satisfaction, market share, and innovation (Deshpande and Srivastava, 2022). The performance of the organization has a significant influence on employee wellbeing (Deshpande and Srivastava, 2022). When an organization performs well financially and achieves its strategic objectives, it creates a stable and secure work environment for employees (Deshpande and Srivastava, 2022). Cohen and Sabah (2023) argued that this stability fosters a sense of job security, reducing anxieties related to potential layoffs or closures. Employees experience a greater peace of mind, knowing that their jobs are stable, which positively impacts their mental and emotional well-being (Cohen and Sabah, 2023). Furthermore, organizations that prioritize employee wellbeing by providing supportive work environments, recognizing employee contributions, and promoting work-life balance, contribute to positive employee experiences and improved overall wellbeing (Ngo, Le and Doan, 2023). Such organizations invest in resources, programs, and policies that support employees' physical, emotional, and social needs, creating a sense of care and belonging (Ngo, Le and Doan, 2023). This, in turn, enhances employee job satisfaction, reduces stress levels, and promotes a healthy work-life balance, all of which contribute to improved overall employee wellbeing (Ngo, Le and Doan, 2023). Continuing with the insurance firm example, organizational performance could be exemplified by the company achieving a significant increase in market share and revenue compared to its competitors. This success could be attributed to various factors such as effective marketing strategies, organised operations, strong customer retention rates, and successful expansion into new markets (Ngo, Le and Doan, 2023). The firm’s ability to adapt to changing market conditions, deliver high-quality services, and meet customer demands positions it as a top performer in the insurance industry.
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Emotional intelligence refers to the ability to identify, understand and control our own emotions and effectively navigate social relationships (Di Fabio, Palazzeschi and Bar-On, 2012). It involves a range of skills, including self-awareness, self-regulation, empathy, and social skills (Di Fabio, Palazzeschi and Bar-On, 2012). Audrin and Audrin argued in 2023 that emotional intelligence is connected with wellbeing because it empowers individuals to better understand and regulate their emotions, leading to improved mental health, resilience, and overall life satisfaction. Furthermore, Audrin and Audrei (2023) added that individuals with high levels of emotional intelligence are often better equipped to handle stress, build positive relationships, and effectively communicate their needs and boundaries, resulting in healthier interactions and enhanced social support.
One prominent framework that explores the core skills of emotional intelligence is the Four Core EI Skills proposed by Bradberry (2020). These skills include self-awareness, self-management, social awareness, and relationship management (Bradberry, 2020). Self-awareness involves identifying and understanding one's emotions, strengths, and limitations (Bradberry, 2020). Self-management result in effectively managing emotions, controlling impulses, and adapting to changing circumstances (Bradberry, 2020). Social awareness involves perceiving and understanding the emotions of others, as well as being attentive to social dynamics (Bradberry, 2020). Lastly, relationship management focuses on developing and maintaining healthy relationships, resolving conflicts, and effectively communicating with others (Bradberry, 2020).
Another influential EI framework is the EI Matrix developed by Goleman (2019). This matrix categorizes emotional intelligence into four quadrants: self-awareness, self-management, social awareness, and relationship management (Goleman, 2019). Self-awareness involves recognizing and understanding one's emotions and their impact on thoughts and behaviours (Goleman, 2019). Self-management emphasizes the ability to regulate emotions, remain adaptable, and demonstrate resilience in the face of challenges (Goleman, 2019). Social awareness focuses on empathetically understanding others' emotions and being aware of the social dynamics at play (Goleman, 2019). Relationship management includes the skills needed to build and maintain positive relationships, influence others, and resolve conflicts effectively (Goleman, 2019).
Salovey (2019) argued that managers who possess and promote emotional intelligence skills can have a profound impact on their teams and the overall organizational success. At the same time, Salovey (2019) also explained that Managers with high EI are skilled in understanding and managing their own emotions, which enables them to stay composed and make rational decisions even in challenging situations. This emotional stability inspires confidence and trust among team members, fostering a positive work atmosphere characterized by open communication and collaboration (Salovey, 2019). Additionally, Drigas, Papoutsi and Skianis (2023) consider that managers with strong EI possess the ability to empathize with their team members, understanding their perspectives, needs, and concerns. This empathetic approach promotes a sense of psychological safety, where individuals feel valued and supported, leading to increased job satisfaction, engagement, and overall wellbeing (Drigas, Papoutsi and Skianis, 2023). To support their teams in developing EI, managers can provide resources, training, and opportunities for self-reflection (Drigas, Papoutsi and Skianis, 2023). They can encourage team members to enhance their self-awareness by promoting activities such as self-assessments, mindfulness exercises, or reflective journaling (Drigas, Papoutsi and Skianis, 2023). By understanding their emotions and reactions, team members can better manage their behaviour and responses in various work situations (Drigas, Papoutsi and Skianis, 2023). Managers can also foster self-management skills by facilitating discussions on stress management techniques, work-life balance, and providing tools for time management and prioritization (Salovey, 2019). This helps team members regulate their emotions effectively, leading to improved resilience, productivity, and overall wellbeing (Salovey, 2019). In addition to individual skills, managers can cultivate social awareness within their teams (Salovey, 2019). They can encourage team members to actively listen to one another, appreciate diverse perspectives, and practice empathy in their interactions (Salovey, 2019). By promoting a culture of understanding and respect, managers contribute to a collaborative and inclusive work environment (Salovey, 2019). Furthermore, managers can facilitate relationship management by providing opportunities for team-building activities, promoting collaborative projects, and encouraging open and constructive feedback (Salovey, 2019). Effective relationship management enhances team dynamics, encourages mutual support, and resolves conflicts in a productive manner (Khodakarami and Chan, 2014). By prioritizing and supporting the development of emotional intelligence within their teams, managers create a positive work culture that values and supports employee wellbeing (Khodakarami and Chan, 2014). This, in turn, enhances teamwork, strengthens employee engagement, and contributes to improved organizational performance (Khodakarami and Chan, 2014). Ultimately, managers who prioritize EI are more likely to inspire and empower their team members, fostering a productive and harmonious work environment where individuals can thrive both personally and professionally (Khodakarami and Chan, 2014).
Compassionate management, also known as empathetic or servant leadership, is a leadership approach that emphasizes understanding, empathy, and care for employees (Ramachandran et al., 2023). It involves leaders prioritizing the needs and wellbeing of their team members, fostering a supportive and compassionate work environment (Ramachandran et al., 2023). Compared to other leadership styles, compassionate management is more effective in promoting employee satisfaction, motivation, and overall organizational performance (Ramachandran et al., 2023). By demonstrating empathy and understanding, compassionate leaders build strong relationships with their team members, leading to increased trust and loyalty (Peticca-Harris, 2018). They create a culture of care and support, where individuals feel safe to take risks, share ideas, and grow both personally and professionally (Peticca-Harris, 2018). Moreover, compassionate managers prioritize employee development and growth, providing opportunities for learning, mentorship, and recognition (Peticca-Harris, 2018).
In a post-COVID world, emotional intelligence and compassionate leadership are more important than ever (Gorgenyi-Hegyes, Nathan and Fekete-Farkas, 2021). Firstly, the pandemic has significantly impacted the mental health and wellbeing of individuals (Gorgenyi-Hegyes, Nathan and Fekete-Farkas, 2021). Emotional intelligence and compassionate leadership play a crucial role in supporting employees' emotional and psychological needs (Gorgenyi-Hegyes, Nathan and Fekete-Farkas, 2021). Leaders who are emotionally intelligent can effectively understand and address the challenges faced by their team members, fostering a culture of empathy, support, and care (Goleman, 2019). For example, a compassionate leader may implement flexible work arrangements, provide resources for managing stress and anxiety, and create opportunities for open dialogue to ensure employees feel valued and supported (Dex and Scheibl, 2001). Secondly, the post-pandemic era requires organizations to be resilient and adaptable to navigate uncertainties and changing circumstances (Hite and McDonald, 2020). Emotional intelligence enables leaders to effectively manage their own emotions and remain resilient in the face of challenges (Goleman, 2019). By demonstrating emotional resilience and adaptability, compassionate leaders inspire and motivate their teams to navigate through uncertainties (Gorgenyi-Hegyes, Nathan and Fekete-Farkas, 2021). Lastly, The COVID-19 pandemic has disrupted traditional work structures and highlighted the importance of remote and hybrid work environments (Hite and McDonald, 2020). Emotional intelligence and compassionate leadership are essential in maintaining employee engagement and productivity in these new work settings (Hite and McDonald, 2020). 
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There are two common organizational issues that are prevalent in many workplaces: absenteeism and burnout. Absenteeism refers to the frequent or prolonged absence of employees from work (Pittman et al., 2008). It can have a significant impact on productivity, team dynamics, and overall organizational performance (Pittman et al., 2008). According to a study by the Society for Human Resource Management (2013), unscheduled absenteeism costs employers an average of 3.6% of their total payroll each year. The U.S. Bureau of Labor Statistics reports that in 2020, the total annual absenteeism rate in the private sector was approximately 2.8%, resulting in an average of 9.3 missed workdays per employee. Absenteeism can be caused by various factors, including illness, family responsibilities, job dissatisfaction, and stress (Pittman et al., 2008). It leads to increased workloads for other employees, decreased productivity, and disrupts team cohesion (Pittman et al., 2008). Furthermore, excessive absenteeism can contribute to a negative work culture and lower employee morale (Pittman et al., 2008). 
On the other hand, burnout is a state of chronic physical and emotional exhaustion resulting from prolonged work-related stress (Wallace and Coughlan, 2022). It occurs when employees feel overwhelmed, emotionally drained, and unable to meet the demands of their job (Wallace and Coughlan, 2022). According to a Gallup study (Wigert, 2020), 76% of employees experience burnout at least sometimes, with 28% reporting feeling burned out "very often" or "always." The World Health Organization (2019) classifies burnout as an occupational phenomenon and estimates that it costs global businesses around $1 trillion annually in lost productivity. Burnout can be caused by factors such as heavy workloads, long working hours, lack of control over work, insufficient support, and high-pressure environments (Wallace and Coughlan, 2022). It leads to decreased job satisfaction, increased absenteeism, and higher turnover rates (Wallace and Coughlan, 2022). Burnout also affects employees' physical and mental health, resulting in decreased overall wellbeing and increased healthcare costs for organizations (Wallace and Coughlan, 2022).
There are some ways organizations are addressing absenteeism and burnout through strategies related to diversity, hybrid working, and other initiatives (Mazaheri et al., 2023). Firstly, organizations are implementing flexible work arrangements, such as remote work or flexible hours, to combat absenteeism and reduce burnout (Mazaheri et al., 2023). These arrangements provide employees with greater control over their work-life balance and can alleviate stress (Mazaheri et al., 2023). Salesforce, a cloud-based software company, implemented a flexible work policy called "Work from Anywhere" (Šmite et al., 2022). This policy allows employees to work remotely or from the office, giving them the freedom to choose the work environment that best suits their needs (Šmite et al., 2022). Secondly, organizations are implementing comprehensive wellbeing programs to support employee health, both physical and mental (LaMontagne, Shann and Martin, 2018). These programs may include resources, activities, and initiatives aimed at reducing stress and promoting overall wellbeing (LaMontagne, Shann and Martin, 2018). Johnson & Johnson has a wellbeing program called "Healthiest You" (Ryan and Burchell, 2023). The program offers a range of resources, including mental health support, wellness workshops, and access to fitness facilities, to support employee wellbeing and combat burnout (Ryan and Burchell, 2023). Next, organizations are recognizing the impact of diversity and inclusion on employee engagement and wellbeing (Mazaheri et al., 2023). By fostering an inclusive work environment, organizations can create a sense of belonging and support diverse employees, reducing burnout and absenteeism (Mazaheri et al., 2023). For example, IBM has a strong commitment to diversity and inclusion (Anane-Simon and Olusegun Atiku, 2023). They have various programs and initiatives focused on promoting diversity, including employee resource groups, diversity training, and inclusive leadership development (Anane-Simon and Olusegun Atiku, 2023). 
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Managers can develop their emotional intelligence by first recognizing the importance of measuring their current level of emotional skills (Kaliannan et al., 2022). Assessing their emotional intelligence provides a baseline understanding of their strengths and areas for improvement (Goleman, 2019). Measuring emotional skills helps managers gain self-awareness, allowing them to identify their emotions, understand their impact on others, and recognize patterns of behaviour (Kaliannan et al., 2022). This awareness is essential for developing emotional intelligence (Kaliannan et al., 2022). Assessment tools can pinpoint specific areas of emotional intelligence that may require improvement (Kaliannan et al., 2022). By identifying these areas, managers can focus their development efforts on enhancing particular skills, such as empathy, self-regulation, or social awareness (Goleman, 2019). Measuring emotional skills enables managers to create targeted development plans (Kaliannan et al., 2022). By knowing their current level of emotional intelligence, they can set specific goals, implement strategies, and track progress over time (Goleman, 2019). This approach ensures a structured and intentional development process (Goleman, 2019). Assessment results provide valuable feedback and insights that managers can use to seek support from mentors, coaches, or training programs (Kaliannan et al., 2022). Feedback helps them gain different perspectives and receive guidance on how to enhance their emotional intelligence effectively (Kaliannan et al., 2022). 
As a manager, I consistently achieved great results for emotional intelligence from multiple quizzes, therefore it indicates that I have a high level of emotional skills. This is a positive sign and suggests that I possess strong capabilities in understanding and managing emotions, both in myself and others. However, there is always room for improvement, therefore, I have created a Personal Development Plan to help me maintain or even enhance my emotional intelligence skills. 
	What do I want/need to learn?
	What will I do to achieve this?
	What resources or support will I need?
	What will my success criteria be?
	Target dates for review and completion

	I want to read the book HBR's 10 Must Reads on Emotional Intelligence (with featured article "What Makes a Leader?" by Daniel Goleman) (HBR's 10 Must Reads) by Harvard Business Review, Daniel Goleman, Richard E. Boyatiz, Annie McKnee and Sydney Finkelstein.
	I will buy the book from Amazon, because I enjoy better a paperback format book than an ebook.
	I will need money to buy the book, and I will have to make time to read daily.
	The completion of the book.
	I want to read at least 10 pages daily, so I can assimilate the information. The book is 208 pages, therefore I should finish the book in almost 20 days. 

	I want to complete the course from Coursera ‘Managing Emotions in Times of Uncertainty & Stress’, conducted by Yale University.
	I will enroll for the course and create a schedule that will allow me to complete the course.
	The course is free, but I will still need to find the time to complete it. 
	The completion of the course and the certificate.
	The course takes approximately 9 hours to be completed, therefore I want to spend the next weekend completing it, 4.5 hours Saturday and 4.5 hours Sunday.



[bookmark: _Toc139529446]Conclusions

In conclusion, emotional intelligence and compassionate management have become indispensable in the workplace, particularly in a post-COVID world. Organizations that prioritize emotional intelligence and foster compassionate leadership obtain numerous benefits, including improved individual and organizational performance, enhanced employee well-being, and better adaptation to evolving challenges. By measuring and developing emotional intelligence, managers can effectively support their teams, create positive work environments, and drive success. The examples and strategies presented in this report demonstrate how organizations are combatting issues like absenteeism and burnout through diversity and hybrid working models. As we navigate the new normal, it is evident that emotional intelligence and compassionate management are essential pillars for sustainable organizational growth, resilience, and employee satisfaction. By embracing these concepts, organizations can forge a path towards a future where well-being, performance, and inclusivity thrive hand in hand.
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