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The impact of emotional intelligence on staff performance.	

The aim of the report is to examine the role of Emotional Intelligence within a changing, customer-focused working environment. Through introduction of the different factors that affect staff EI the impact on decisions, retention, and development will be analysed in the context of a casino environment.  As there is little research on EI in the gambling industry, evidence will be presented from the available literature in other staff-client sectors.  To describe the overall importance of EI in staff performance, the report will also briefly outline other important factors such as business drivers, changes in legislation, leadership styles, technological changes and generational approaches that are prevalent in the gambling industry.   
Exploring the following three questions the report will develop supporting arguments for the role of EI in staff performance and development, the benefits to the organisation in context of staff retention and productivity and outline some proposed solutions to support, train and develop staff EI. 
How does EI affect staff’s performance implementing organizational changes and creating an environment where staff want to develop with the organization and not leave. 
Why is EI important in leadership styles and how can managers develop this within staff? 
How does EI help staff in a customer service environment where they have to ask very personal questions in sometimes confrontational settings, due to changes in legislation?

How does emotional intelligence affect organization commitment and how does this affect staff’s ability in implementing organization changes. Recruitment is expensive and time consuming so retaining the knowledge and experience of existing staff is important. People want more from jobs than just salary – professional development, work-life balance and other factors are also equally important. This will be illustrated using case studies of organizations that have done this well (or not). It is important that staff see what the benefits of the change are and what it means for them on a personal level to buy-in to any changes and to feel committed and motivated (as highlighted in McGregor’s X and Y analysis). How coaching and mentoring is important in this context, along with innovation and the importance of creating an environment that encourages this, will also be explored.
How does EI vary in leadership styles, different generations and approach to work, implementation of technology and advances in the digital environment that require different and more flexible skills such that skills can be updated as changes are introduced in the future; staff can grow with the company rather than having to recruit these new skills all of the time.  How leadership styles have to develop and change to accommodate different approaches to work – for example, the work/life balance? Transactional and transformation leadership is key here and linked to the development of staff. The move to a digital environment has introduced new aspects of mentoring and training that has diverged from the traditional model when the older, more experienced staff train newer, younger staff as this is now sometimes reversed when introducing modern technology.
How does EI affect a change and why it is important (using context from a case study or scenario). The introduction of new requirements of Safer Gambling conversations can be difficult and feel confrontational, so staff EI is critical in understanding and empathising with the customers, especially to deal with sometimes negative initial reactions to being asked about personal information in a public space.  Is it fair to ask staff, morally or ethically, to make these decisions? EI involves surface and deep acting to help staff listen to customers especially in context of losses – this used to be the responsibility of the customer and it is now the responsibility of the organization, and by default, the staff. Staff are now expected to make judgements on the customer’s state of mind, character, and financial wherewithal. This is a significant move from surface to deep acting and results in a higher possibility of staff burnout. 
Background.
There are studies committed to emotional intelligence and staff burn within teaching   and the hospitality sector. My proposal is that given all the recent changes to government legislation, the advancement of technology and gambling online, and the recent pandemic, the role of emotional intelligence within the gaming industry is becoming not only more important but more prevalent within the day-to-day running of Casino sites. However, there is limited research into the implications of this for the customer, company, and the individual staff. Within this sector in comparison there is significant research within the teaching sector that can be examined and compared.
The report will be in the form of an applied portfolio that will consist of a literature review of secondary research, gambling industry specific statistics from sources such as MarketLine and examine the relevant Hansard reports.  It will adopt a mixed method of both qualitive, and quantitative research combined with case studies. By setting the scene with different business drivers, the impact of different leadership styles and general approaches to work from staff of different ages the report will focus on the gambling industry.  Presenting the different aspects of Emotional Intelligence from organizational commitment through to individual staff requirements it will examine how support and development is critical to staff retention and performance.  It will also address how EI can help or hinder a manager’s ability to connect and interact with a diverse workforce containing different generations and skills sets all of whom expect and contribute different things to the organization.  Staff performance links to EI in the following ways.



Recommendations will conclude that making access to a counsellor an option or training staff who may be interested to debrief other staff, making better use of the mental health workers available, should all be investigated further. Training in leadership styles and training, mentoring, and coaching for staff and introduction of flexibility in the working environment to allow staff to use the facilities available and also find a way to filter ideas from the ground up as well as the reverse to give staff the feeling of being invested in continuing change.
It will reflect that unless the issue of emotional intelligence is addressed by the organization, it could cause serious burn out in valuable staff members thus having an overall detrimental effect on the organisation.
Although there is in abundance studies on emotional intelligence within the workforce, given the lack of literature in examining the effect of emotional intelligence in the gaming sector, the proof is limited, and the student would suggest more research be developed within the sector. Questionnaires about the long-term effects would be useful but due to time constraints it would be unachievable. The proposal is also hindered by the early development stage of the research area. 
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