[image: C:\Users\samantha.birdsell\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\5FEB1F47.tmp]



Student Name: Madalina Nagy

Student Number: 2019619

Programme: MBA Business Administration
Level 7
[image: A black background with grey leaves

AI-generated content may be incorrect.]
The Role of Emotional Intelligence in Effective Leadership and Productivity and its Impact on Team Performance: A study of Marriott Hotel in South Wales
[image: A grey logo on a black background

AI-generated content may be incorrect.]




DECEMBER 12, 2025
     


[bookmark: _Toc216123893]Abstract

This dissertation examines the relevance of Emotional Intelligence (EQ) in effective leadership and how the concept has influenced the productivity of employees and team performance at the Marriott Hotels in South Wales. The study was carried out based on the rising concerns regarding stress at workplace, the dwindling employee motivation and work pressure in the hospitality industry where one encounters emotionally demanding interaction and high turnover rates. The proposed research will be based on a mixed-methods approach that will integrate the results of 100 online questionnaires and information on 10 semi-structured interviews to ensure the formation of a comprehensive perspective on the impact of EQ on leadership practice and performances in organisations.
The results indicate that emotionally intelligent leadership helps improve the motivation, level of trust, communication, and cohesion in the team greatly and enables employees to feel that they are supported and safe psychologically. Empathy, emotional regulation, and relationship management were EQ competencies that were demonstrated to enable greater cooperation and collaboration and result in a better working environment. Nevertheless, the outcome also demonstrates some critical issues, such as emotional exhaustion, workloads, cultural diversity, and discrepancy in the use of EQ across departments. These obstacles reflect that EQ is appreciated but it is not formally integrated in the leadership and performance systems at Marriott.
The study is summarized by finding that EQ is an imperative factor dictating the quality of leadership and teamwork within the contexts of hospitality. The paper suggests the implementation of systematic training in EQ, integration of EQ measures on leadership evaluation systems, better organisational support provision and development of the psychologically safe culture. Such measures can improve the quality of service, the welfare of employees and effectiveness of the operations in the Marriott Hotels and the entire hospitality sector.
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The ability of the individual in understanding, recognising and managing the emotions of their own and value, understand and impact the emotions of the other people is defined as Emotional Intelligence also referred to as EQ (Singh, et al., 2022; Vrontis et al., 2021). The performance of the team highlights the effectiveness of the team whilst working to move forward to achieve their goals, mission and vision. The performance of the people working together can also be determined by the capabilities and behaviours of the professionals present in the team (Lubbadeh, 2020; Limniou et al. 2021; Salcinovic et al. 2022). 
To understand these concepts in a more practical way, a case study of the Marriott Hotel in South Wales will be examined. Marriott Hotels was founded in the year 1927 by John Willard Marriott (Marriott International, 2025). The organisation is one of the most powerful and well-known brands in the tourism industry globally. The company have more than thirty successful brands operating under it and has approximately 9,600 properties named under the brand in 143 different territories and countries (Marriott International, 2025). There are several different hotels and resorts in South Wales, such as the Delta Hotels St., the Cardiff Marriott Hotel and Pierre Country Club (Glassdoor, 2025). Fostering emotional intelligence also allows the corporation to highlight its policies for supporting the employees and attract more skilled customers by making a good name and image for the brand (Daud et al. 2023; Gómez-Leal et al. 2022).  
It is important for the leaders working in the hotel industry to have EQ and provide the proper and required support to their team of employees and people working under them (Bru-Luna et al., 2021). The study has highlighted that the leaders in the hotel industry with high and effective EQ are able to have relatively positive and better relationships with their employees and team. It permits them to manage the stressful and problematic situations more efficiently and offer their team a supportive working environment (Training Hotels, 2025). The hospitality industry of the UK is the third largest sector, and 3.5 million people work in the hospitality and tourism sector of the UK (UK Hospitality, 2025). Data has also highlighted that by the end of the year 2027, there will be more than 500,000 jobs created in the sector, and their economic contribution can also see a significant increase of 29 billion pounds (UK Hospitality, 2025). Leaders with effective EQ positively impact the performance and productivity of the employees, as the relationship between the leaders and the employees improves. Due to this, the employees get motivated and work hard according to their full potential to contribute significantly to the success of the corporation and allow them to maximise their profits (Mcglauflin and Burleigh, 2024). 
The capabilities of the individual in understanding, managing and recognising the emotions is themselves and those of other people are known as Emotional Intelligence (Cherry, 2025). This research will mainly focus on the concept and different factors of EQ. The impact of EQ on the leadership approaches and practices of the leaders in the hospitality industry will also be highlighted in this study. The impact of the EQ capabilities of the leaders on the productivity and performance of the employees working under the leader will also be discussed. This study will also highlight the problems faced by Marriott International regarding the productivity of its employees, which is negatively impacted due to the inability of the leaders in the business to support their employees emotionally and a lack of EQ skills and capabilities (Ambition Box, 2025). The hospitality industry of the UK will also be mentioned and discussed for developing a general overview. This research will primarily focus on understanding the correlation between the leaders and the employees working under them, and how it is impacted by the fostering of EQ (Attah et al., 2024). 
The different challenges which the leaders face in the organisational setting for fostering effective EQ capabilities towards their employees and teams will also be discussed in this research (Atobatele and Okonkwo, 2024; Atobatele and Okonkwo, 2024). This study will also prioritise presenting the several different factors which affect right to the productivity of the employees when the leader’s foster EQ and support their employees with the right care and emotions.    
This research is important as it will present the importance and impact of emotional intelligence on the productivity of the employees and as well as the organisation itself. Emotional Intelligence impacts the productivity of the people working as it promotes collaboration and teamwork. It also increases the retention and engagement of the employees in the corporation positively (Paredes-Saavedra et al., 2024; Abaker et al. 2025). The research will also be effective as it will highlight the gaps present in implementing emotional intelligence and impacting the productivity of the employees.         
Many people working at Marriott International have highlighted that they feel the working environment provided to them by the leaders and managers is toxic, and they also face racism by the management and HR department of the organisation in the hotel industry (Glassdoor, 2025). Some employees have also mentioned that they feel extremely biased by the leaders and people from the higher authority in the organisation, while working as people working for a longer period get most of the benefits and advantages (Ambition Box, 2025). On the other hand, the other feels neglected and undervalued by the leaders. This highlights that the leaders present at Marriott International lack in supporting their employees and offering them EQ. Others who work at Marriott International have also presented that they work for extremely long hours and are also not paid sufficiently (Glassdoor, 2025; Indeed, 2025). It can be determined from these reviews of the employees that the managers and leaders do not value and support their employees, due to which makes them feel unmotivated. This also significantly impacts their productivity and performance negatively. The employees also feel stressed and burned out due to the inability of the leaders and executives to integrate EQ and offer them the required mental and emotional support required (Mcglauflin and Burleigh, 2024; Chigeda et al. 2022; Coronado-Maldonado; Benítez-Márquez, 2023).      
Several people working at Marriott International have also stated that they do not receive adequate compensation and time off, irrespective of working long hours. They have also highlighted that the incentives received by them are low, they do not have any healthy meals, the cafeteria's food is bad, and they also do not have the option of a rational shift while working (Ambition Box, 2025). Analysing these data and information, which have been presented by the employees, highlights that the organisation is failing to support their employees and is also unable to offer them the required emotional stability and support, which impacts their performance positively. A study has also presented that one in every four new employees joining Marriott International resigns their job in the first 90 days, and due to this, the organisation faced several issues and problems in retaining its number of employees. This also significantly impacted their employee turnover rate negatively (Mcglauflin and Burleigh, 2024). It can be determined from this that due to the issues faced by the employees for not getting proper support from their leaders at Marriott International, they quit their jobs. This highlights that one of the major problems the organisation faces is due to the leaders' being unable to offer proper support and recognition to their employees is the decreasing employee retention rate and increasing need for talented and skilled employees. This highlights that the company is unable to offer its employees the emotional support which they require for working effectively and contributing to the success of the organisation efficiently. This also impacts the overall business and the services provided to their customers adversely, as the employees represent the brand in the hospitality industry, and if the employees do not stay motivated and focused, they will not be able to fulfil the needs and requirements of their consumers (Mcglauflin and Burleigh, 2024). 
Aim
The aim of this research is to understand the role of EQ in Effective Leadership and Productivity of the Performance of the Team: A Case Study of Marriott Hotel in South Wales. 
Objectives
· To determine the roles of EQ in effective leadership in the hospitality industry. 
· To analyse the impacts of EQ on team performance in the hospitality industry.  
· To examine the challenges affecting EQ in leaders in the hospitality industry. 
· To investigate the relationship between EQ training and employee conflict resolution skills in the hospitality industry.
This research will help the organisations in the hospitality sector to understand the importance of EQ and evaluate the advantages and disadvantages which are present with fostering EQ by the leaders of the organisation. This study will also seek to aid Marriott International in examining its leadership and management practices and modify them according to the emotional needs and requirements of its employees. 
This research will also present the different perspectives of the leaders working at Marriott International, with the help of an online questionnaire and ten interviews will also be conducted to understand the needs and requirements of the employees working at Marriott International. The presented and analysed information and data will help the organisation in bridging the gap present between the needs and expectations of the employees and the practices and steps taken by the leaders of the business in the working environment. The other corporations operating their business in the hospitality and tourism industry will also be able to modify their practices and operations by learning and evaluating the problems faced by Marriott, as presented in this study.         
The emotional intelligence model of Daniel Goleman helps the companies in understanding the importance of emotional intelligence and determines the set of skills and competencies required for effective workplace and leadership practices (Goleman, 2025; Riaz, 2024). Mortillaro and Schlegel (2023) have discussed that identifying the emotions of the person and evaluating the emotions and perspectives of the other people around is known as EQ. Different articles have been analysed for developing and presenting a detailed overview of the concept of EQ. The efficiency and positive impacts of integrating EQ will also be highlighted. Several advantages, such as the ability to solve problems more effectively in the team and build effective and positive relationships among the employees and leaders, are being fostered due to the abilities of leaders to offer emotional support to the people working (Lubbadeh, 2020; Paredes-Saavedra et al. 2024). 
The concept and correlation between the performance of the team and the EQ fostered by the leaders is significantly important for both the employees and the leaders to evaluate. Xiao et al. (2023) and Attah et al. (2024) have discussed that the working team which operates their practices under the leadership of effective leaders who also foster EQ have better trust and respect for each other. The different issues and problems which are faced by the organisation in developing EQ, such as the personalities and traits of the leaders, which do not allow them to be emotionally available to the employees working under them (Drigas et al., 2023; Supramaniam and Singaravelloo, 2021; Jain et al. 2022). The diverse cultures and backgrounds of the people also become a major obstacle as they diverge from the norms of the individuals, and the differences present in the cultural norms and beliefs also impact it (Braslauskas, 2021; Qodjrova, 2024).
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[bookmark: _Toc216123899]2.1. Emotional Intelligence (EQ) and Leadership

Emotional intelligence (EQ) is a concept that has gained great relevancy in the exploration of leadership, organisational effectiveness, or input of the employees. Shafique and Naz (2023) suggests as opposed to cognitive intelligence, which majorly evaluates logical and analytical skills, EQ focuses on the ability of individuals to recognise, manage, and apply emotions in one and other individuals. According to Ramakrishnan and Krupskyi (2024) along with the increasing diversity, dynamism and services prevalent in modern workplaces particularly within the hospitality sector, leaders are supposed to not only produce strategic outputs, but also to create inclusive, resilient and motivated teams. Such change makes EQ the core of effective leadership practise.
Dadang et al. (2024) states that traditionally leadership research interested itself in issues of task-orientation in behaviour and transactional styles. But, in the last twenty years leadership theories have proliferated in identification of relational and emotional dimensions of leadership-follower relationships. By identifying with, defusing, and creating trust in followers; Voss et al. (2021) argues that skills outlined in EQ, including self-awareness and empathy, motivation, and managing relationships, leaders are equipped with the power to inspire; defuse and manage relationships within their organisations. In turn, Bataineh et al. (2025) posited that EQ has become increasingly related to transformational types of leadership, and they can be characterised by encouragement of followers, expression of vision and team commitment.
A large amount of evidence has also been presented by Monus at al. (2024), showing that higher EQ leaders do a better job at tackling interpersonal problems, inspiring their employees and shaping positive working environments. As an example, according to Humaira Naznin (2024) discovered that the EQ of leaders positively influenced the job performance directly and that trust in the leader served as a decisive bridging variable between EQ levels and results. This reaffirms the point of view that emotional competences cannot be dissociated with leadership performance because employees tend to be committed by a leader who displays empathy, authenticity, and there is control of their emotions. Team EQ, also, plays an important role in the performance of the team, the key to which is trust, based on which successful teamwork is built (HeinOnline, 2021).
Sanz-Garcia et al. (2024) argues that in the hotel industry, EQ holds great significance. The service-based sectors are often dependent on emotional labour, customer interaction and coordination of the team members. In such setting, leaders must not just cope with operational needs, but also deal with employee morale under the pressure, vine grip staff turnover, and the multicultural atmosphere. Extensive research Bernard and Olaleye (2022) indicate that EQ also equips leaders with the means through which to strike a balance between these needs through proper regulation of their own expression and emotions, interpreting others, and in a despite world. As stated by Volker et al. (2024), in hotels particularly, frontline staff is often faced with situations that are not predictable when dealing with customers and the significance of the leadership is directly related to the quality of services they provide.
[bookmark: _Toc208323553][bookmark: _Toc216123900]2.2 Theoretical Models of EQ
The EQ aspect has been highlighted through different theoretical models that have provided different perspectives on the nature, compositions and applicability on the aspect of leadership (Korakis and Poulaki, 2025). The three prevailing models in conformity with Fiori et al. (2021) are the ability model, mixed model, and the trait model in total contributing to the establishment of the present research and practise. These models can be critically analysed, and they can give a conceptual basis to understand the effect of EQ on leadership effectiveness, productivity and team performance.
[bookmark: _Toc208323554][bookmark: _Toc216123901]2.2.1 The Ability Model
The set of cognitive-emotional skills proposed by Salovey and Mayer (2025), in the 1990s the model of the ability conceptualises EQ in the people having the skills to perceive, manage, and regulate emotions, and to be able to put them into practical use. According to Shafique and Naz (2023), in this model EQ is regarded as an intelligence comparable to IQ and it is measurable based on tasks on performances. Leaders who carry a high score in ability EQ are supposed to decode emotional signals, manage their own emotions and handle the emotions of others.
[bookmark: _Toc208323555][bookmark: _Toc216123902]2.2.2 The Mixed Model
Goleman’s mixed model of EQ, which integrates the cognitive skills with the character traits and social skills is perhaps the most widespread one (Naznin, 2024). In line with this model, there are five fundamental areas of EQ self-awareness, self-regulation, motivation, empathy and social skills. As explained by Goleman (2007) and argued by Lee et al. (2023), the competencies are more likely to predict successful leadership performances than the technical skills or intelligence especially those industries that concern people like the hospitality industry.
[bookmark: _Toc208323556][bookmark: _Toc216123903]2.2.3 The Trait Model
Another formalisation of EQ, pioneered by Petrides et al. (2004), is the trait model, which presents EQ as a collection of behavioural dispositions, and self-perceived emotional capabilities. It perceives EQ as more of the personality than as cognitive ability and is assessed mainly based on self-report questionnaires. In the opinion of Mousavi and Ebrahimi (2024) the trait of EQ describes individual variation in the process by which individuals view and handle their emotions in the day-to-day life. 
[bookmark: _Toc208323557][bookmark: _Toc216123904]2.2.4 Critical Perspectives on EQ Models
Along the lines of Lee et al. (2023), although all the models are valuable in their contributions, none of the frameworks can be considered comprehensive enough to explain the complexities of EQ. Scientific rigour is provided by the ability model but does not emphasise on personality; practical applications are provided by the mixed model which runs the risk of conceptual ambiguity whereas individual differences are given more consideration by the trait model which has some problem in measurements. Armanini et al. (2023) point out the fact that the interdependence between EQ and the leadership outcomes can be different according to the adopted models and its measurement. 
In consonance with Zahid et al. (2021) the mixed model is perhaps the most relevant to study in hospitality leadership, as the model incorporates the social and emotional skills vital in the process of handling service dealings. Corresponding to Volker et al. (2023) leaders in this industry also require that they should show empathy, the leadership qualities in managing stress and organisational cohesive teams, all of which have been clearly spelled out in the Goleman framework. 
[bookmark: _Toc208323558][bookmark: _Toc216123905]2.3. EQ and Leadership Effectiveness
As attested by Görgens-Ekermans and Roux (2021) EQ has been the subject of research in organisational behaviour where its relation to leadership has been research on anxiety. Due to this, leadership is no longer conceptualised regarding strategic decision-making or operational ability but instead a relational process that is largely reliant on the emotional regulation and awareness. 
[bookmark: _Toc208323559][bookmark: _Toc216123906]2.3.1 Transformational Leadership and EQ
In agreement with Munir et al. (2023) high levels of EQ have always been linked to transformational leadership that is vision-oriented, inspiring, intellectually stimulating and individualised. Strong EQ leaders have a higher probability of being involved in transformational behaviours like encouraging their followers to go beyond expectations and instilling psychological safety among the team members.
Naznin (2024) presents a positive relationship between EQ and transformational leadership that states that leaders who are emotional can generate commitment and excitement by engaging employee emotions and needs. The findings are of the greatest concern to hospitality realms, where executives need to strike a balance between operational necessities and associates feelings, which in many instances is in service settings of high-stress environments.
Critics, however, have warned against the fact that there might be a direct causal relationship between EQ and transformational leadership (Shafique and Naz, 2023). In their systematic review, Korakis and Poulaki (2025) indicate that although there are numerous studies indicated that there is a positive relationship, others demonstrate mixed or situation-specific outcomes. Pursuant to Bataineh et al. (2025), such a hypothesis can be exemplified by the fact that work in different cultures might be more or less effective when the leader uses the EQ to predict transformational leadership, in the former and stronger contexts such as collectivism by emphasis on the harmony between people, and in the latter and less more situations like in individualism by dominance of assertiveness and autonomy. 
[bookmark: _Toc208323560][bookmark: _Toc216123907]2.3.2 Trust and Relational Effectiveness
Trust between the followers and the leader, as stated by Oost et al. (2022), describes the creation of trust among them as one of the most important mechanisms through which EQ results in improved leadership performance. Trust is a mediating variable whereby leaders carry all their emotional competencies to produce job satisfaction and performance, which will be measured. Corresponding to Kox et al. (2021) the leaders that exhibit compassion, fairness, and emotional integrity are more capable of being perceived as trustworthy that are seen as encouraging employees to work discretionally. 
[bookmark: _Toc208323561][bookmark: _Toc216123908]2.3.3 Cross-Cultural Considerations
In assent with Grosskopf and Barmeyer (2021) there is no identical connexion between EQ and leadership effectiveness at culture levels. Conforming to Bataineh et al. (2025) and ‌Humaira (2024) there is a large difference in the existence of the various societies in both emotional expression, regulation, and interpretation; these differences can influence the appearance of EQ in the practice of leadership. As an illustration, in a collectivist society, observing by Naicken (2022) empathy and relational harmony among leaders can prove more useful whereas in individualist society, assertiveness and emotional control might be more treasured.  As per Shrivastava et al. (2022) this difference in cultures is quite functional to multinational organisations like Marriott that find their operations in various cultural frameworks. Emotional competencies require adaptation to the demands and communication standards of new economic conditions, and thus culturally oriented models of EQ are necessary. 
Although it has been strongly argued that EQ provides better leadership performance, there are limitations of the field, based on Mousavi and Ebrahimi (2024). Pursuant to Chigeda et al. (2022) cross-sectional design and self-report procedures are used in many studies, which limits their ability to provide causal inferences and casts the validity question. Additionally, the effectiveness of leadership is multi-dimensional, and EQ plays an important role, but it cannot be termed as an exclusive factor. As mentioned by Shrivastava et al. (2022) the leadership cannot be influenced solely by such factors as technical competence, organisational resources and structural conditions.
Despite these, Zahid et al. (2021) heeding that the online support of the argument of EQ being a central competency of a leader is based on convergence of findings of various studies even though studies have different limitations. It reinforces transformational leadership behaviours; it develops trust and improves the flexibility of the leaders in the multicultural environments. 
[bookmark: _Toc208323563][bookmark: _Toc216123909]2.4. EQ, Leadership Styles and Organisational Outcomes
Proportional to Koranteng et al. (2022), leadership as it relates to organisational outcomes has been a subject of interest to scholars as well as practitioners. Overall, this question has been supplemented in the last years by introducing the construct of EQ as an influence of leadership effectiveness to understand the effects of the emotional abilities held by leaders on key outcomes that comprise job satisfaction, engagement, and performance of employees. Corresponding to Chigeda et al. (2022) this area summarises the existing research on the relationship of EQ with leadership styles and organisational performance that have shown empirical support as well as important limitations.
[bookmark: _Toc208323564][bookmark: _Toc216123910]2.4.1 EQ and Job Satisfaction
In the opinion of Monus and Ayhun (2024) job satisfaction is a key factor that determine employee retention, levels of engagement, and productivity. Being a leader who implemented EQ with great advance results in learning how to address the feelings of its employees, which further helps them to create a more favourable working climate. Interestingly, in conformity with Jordan and Troth (2021) the most effective leaders affecting satisfaction were the transformational ones, who were emphatic and motivational, and the concept about inspiring individuals being influential in context of emotionally intelligent leaders suggested the idea of empathy provoking intrinsic motivation and dedication of employees.  Nevertheless, Monus and Ayhun (2024) included the result that EQ was identified not to be a mediator between job satisfaction and leadership style, implying that the effect of EQ on effective leaders can rely on other courses of action like organisational culture or perceived fairness.
[bookmark: _Toc208323565][bookmark: _Toc216123911]2.4.2 EQ, Trust, and Job Performance
Besides job satisfaction, according to Naicken (2022), EQ is considered to have a strong relationship with employee performance as well with the direct relationship being shown that the EQ of a leader directly improved job performance and trust in the leader was one of the key mediators of the weakened relationship. As per Olvera et al. (2024) the traits of empathy, fairness and being emotionally restrained seen in leaders were seen as credible; this led to heightened performance in employees. 
[bookmark: _Toc208323566][bookmark: _Toc216123912]2.4.3 Leadership Styles and EQ Synergy
Inter-relations between EQ and leadership styles can be especially associated with alternative leadership styles. As claimed by Naznin (2024) empathy and motivation are closely related to EQ competencies as transformational leadership, which introduces the idea of inspiration, vision, and individualised support, is closely aligned with it. Transactional type of leadership, in turn, as mentioned by Kox et al. (2021) is concentrated on an exchange and monitoring of performance, though it can also use the EQ to create a fair and transparent relationship between a leader and his or her employees.
According to Shah et al. (2023), emotionally intelligent leaders are more inclined to display the traits of transformational leadership, which allows them to communicate with the members of the team more closely. These results indicate conformable to Mousavi and Ebrahimi (2024), that EQ is not specifically beneficial to any leadership style but uplifts a leader’s overall ability irrespective of which leadership style he belongs to.
Although there is strong foundation associating EQ with job satisfaction and-job performance, literature produces limitations. As attested by Korakis and Poulaki (2025) a vast part of the studies is based on the self-report scale as it can overestimate the impact of EQ because of the social desirability bias. What is more, contextual elements like the cultural norms and organisational climate as well as industry-related dynamics contribute significantly to the results.
[bookmark: _Toc216123913]2.5. EQ in Team Dynamics and Performance
Compliant with Shafique and Naz (2023), one of the key determiners of an organisational success lies in team performance especially in areas like hospitality industry where the success of service delivery depends on the coordinated flow of personnel among employees. Depicted by EQ, in conformity with Michinov (2020) it is highly manifested at an individual level, and equally at the group level, as it promotes communication, trust, and cohesion among members of the team involved. 
[bookmark: _Toc208323569][bookmark: _Toc216123914]2.5.1 Team EQ and Collaboration
As stated by Kim and Ko (2021) team EQ is a term used to refer to the mutual emotional competencies in a team that enable team members to identify, manage, and harness their emotions as a group.  Sowing emotional perception among members, in accordance with Watanabe et al. (2024), team EQ decreases the number of misunderstanding and builds a favourable atmosphere that may positively influence cooperation. 
Relative to Gorgens-Ekermans and Roux (2021) the facilitation of collaboration is not all that the EQ can do; it facilitates inclusive decision-making and psychological safety. When people belonging to a particular team feel that their feelings are recognised and valued, they are better positioned to share innovative solutions and take part in the problem-solving process, through which they are likely to develop innovative and adaptive solutions to the challenges they are faced in the workplace (Watanabe et al., 2024).
[bookmark: _Toc208323570][bookmark: _Toc216123915]2.5.2 Trust as a Mediating Factor
Trust has been kept as an important process between EQ and team performances. Shafique and Naz (2023) highlight that team EQ helps build interpersonal trust and that is why, team performance is increased. Relational uncertainty is minimised by trust, and instead of preventing interpersonal tensions, managing them, the teams can get down to the business of accomplishing a common goal.  
[bookmark: _Toc208323571][bookmark: _Toc216123916]2.5.3 EQ and Conflict Resolution
Conforming to Jordan and Troth (2021) the contrast resolution can be defined as one of the most feasible positive contributions of EQ to the team setting. Conflicts can certainly be encountered in groups, but results of conflict leadership will depend on conflict management practises. As per Bataineh et al. (2025), emotionally intelligent leaders and teams will be in a better position to resolve conflict in empathetic, fair, and arguably issue based ways as opposed to contentious ways. Such a strategy generates a long-term peace and minimises the risk of the recurrence of the disputes.
Although evidence can suggest that team EQ and team performance have a close relationship, there are still some constraints. In the opinion of Kornadt et al. (2022) most investigations conduct cross-sectional designs, which limit the development of causal deductions. Also, significant part of the research is based on surveys that evaluate team EQ whereas the complexity of group dynamics could not be fully embodied. Further, as reported by Lee et al. (2023) longitudinal and observational research is required to explain how team EQ is built with every passing year and how the collective emotional skills can be improved upon using interventions such as training programmes. 
[bookmark: _Toc208323573][bookmark: _Toc216123917]2.6. EQ in Hospitality and Service Industries
As specified by Volker et al. (2023) high interpersonal interaction, emotional labour, and customer service intensity are observed as the characteristics of hospitality industry. Along the lines of Benard and Olaleye (2022), despite stressful situations, the employees are supported to preserve positive feelings, control their emotions and maintain steady service delivery. Relative to Monus and Ayhun (2024), EQ in that kind of environment is not just beneficial but needs to be a necessity to the leaders and the staff. In assent with Sanz-Garcia et al. (2024) the critical evaluation of how EQ applies to hospitality is in terms of emotional labour, stress coping, reduction in turnover and service quality outcomes. 
[bookmark: _Toc208323574][bookmark: _Toc216123918]2.6.1 Emotional Labour and Stress Management
In consonance with Benard and Olaleye (2022) the hospitality jobs usually require that the employees control their emotions as expected in the organisational requirements- a process termed as the employment of emotional labour. Frontline personnel need to keep negative emotions under wraps and show positive ones even with the challenging or problematic guests. As per Dadang et al. (2024) high EQ leaders can be of great help to the employees during such struggles by setting a good example to them on how to control their emotions and making them feel better.
[bookmark: _Toc208323575][bookmark: _Toc216123919]2.6.2 Turnover and Employee Retention
According to Younis and Chatteur (2023) the single most concerning aspect of the hospitality industry is high staff turnover, which is defined by heavy workloads, irregularity in services/hours and emotional burnout. High EQ leaders can alleviate such challenges through the establishment of supportive climates, appreciation of the worker input, and a sense of belonging. In the opinion of Monus and Ayhün (2024) the employees tend to become loyal to an organisation when they believe that lawful supervisors are compassionate and possess sufficient emotional intelligence.
[bookmark: _Toc208323576][bookmark: _Toc216123920]2.6.3 EQ and Service Quality Outcomes
Service quality offers a great example of one of the most direct connexions between EQ and the success of organisations within the hospitality industry. Empirical evidence offered by Sanz-Garcia et al. (2024) assumes that EQ is a strong predictor of the perceived service quality, and its effect is positive (0.465, p < 0.001). More highly EQ employees can better read the emotions of the customers and customise their feedback accordingly as well as have the ability to stay calm in demanding situations. This improves the overall experience of the guest and customer retention. 
[bookmark: _Toc208323577][bookmark: _Toc216123921]2.6.4 Critical Reflections
Although, as specified by Monus and Ayhün (2024) it has been extensively accepted that EQ has beneficial roles in the hospitality industry, the induction of EQ into leadership and training programmes has not been stress-free. As claimed by Voss et al. (2021) sixty-four reliance on self-report measures of EQ because it may not be a good measure of the real-life abilities of employees is one of the weaknesses. Moreover, in accordance with Kornadt et al. (2022), cross-cultural differences in expressing emotions makes the multinational hospitality organisations to be very tricky, as leaders need to fit the EQ practises to different cultural patterns.
[bookmark: _Toc208323578][bookmark: _Toc216123922]2.7. Critical Issues and Challenges in EQ Application
In conformity with Groumpos (2023) EQ has become a popular notion in the fields of leadership and organisational studies, there exist various issues suggesting some envisaged generic challenges in its application as a concept. Accordant with Kornadt et al. (2022) the major concerns which are these are culture variations, measurement issues, training challenges and chances of over-engagement of EQ as a cross-cutting solution to leadership issues. 
[bookmark: _Toc208323579][bookmark: _Toc216123923]2.7.1 Cultural Differences
One of the most significant challenges in applying EQ accordant with Korakis and Poulaki (2025) is cultural variability. Emotional expression, regulation, and interpretation differ across cultural contexts, which complicates the generalisation of EQ constructs. For example, behaviours considered emotionally intelligent in Western cultures, such as direct expression of empathy, may not be equally valued in collectivist societies, where emotional restraint and harmony are prioritised. As reported by Grosskopf and Barmeyer (2021), in the hospitality sector, where leaders frequently interact with multinational workforces and diverse customer bases, this cultural complexity can create misunderstandings and hinder the effectiveness of EQ-based strategies.
[bookmark: _Toc208323580][bookmark: _Toc216123924]2.7.2 Measurement Problems
Congruous with Lee et al. (2023) one of the consistent gaps in EQ studies is the use of self-report measures, including the Trait Emotional Intelligence Questionnaire (TEIQue) that has frailty to bias and social desirability bias. Although, according to Zahid et al. (2021), the ability-based test, such as the Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT) is more objective, it may be criticised due to the lack of ecological validity. The differentiation of methods to measurement questions the validity of the results of the research and makes it difficult to conduct cross-studies. 
[bookmark: _Toc208323581][bookmark: _Toc216123925]2.7.3 Leadership Training Gaps
Though EQ is actively popularised as a skill that can be trained, as specified by Voss et al. (2021) there has been limited empirical evidence on the longer-term organisational relevance of EQ training programmes. Most of the leadership development programmes, as mentioned by Shafique and Naz (2023), emphasise the surface level skills as a way of leadership development e.g. communication or empathy exercises without targeting more deeper behaviour change. In addition, resource limitations and high turnover often create unbounded EQ training in the area of hospitality, resulting in most cases of unbalanced implementation of the EQ competencies.
[bookmark: _Toc208323582][bookmark: _Toc216123926]2.7.4 Risks of Over-Reliance on EQ
Last comes the danger of over-promoting the use of EQ as a panacea to the organisational and leadership problems. As attested by Abarzosa and Balaba (2025) though EQ plays an important role in such outcomes like job satisfaction, performance and the quality-of-service delivery, it is not the only predeterminer of the achievement. Excess focus on EQ might render irrelevant the value of such organisational elements as compensation, work-life balance or a company culture. Moreover, in congruence with Ramakrishnan Vivek and Krupskyi (2024), there is a risk of misusing EQ on the part of leaders who can use empathy in a manipulative way to shape the employees, which weakens the relationship between bosses and staff instead of promoting it.
Although significant achievements have been recorded in identification of EQ in its associations with leadership performance, there are still gaps, which should be explored further, as said by Powell et al. (2024). Such gaps indicate that to gain a further insight into how EQ operates in practise, a more subtle, deeper, and longitudinal research is necessary.
Sanz-García et al. (2024) mentioned that even though the literature systematically shows that EQ can benefit leadership, closer to zero studies concentrate on hospitality and service sectors. As the sector requires engagement of emotional labour and interaction (this aspect relies on human relations), hospitality offers a specific scenery within which the subject of EQ considers can be analysed. 
In most EQ research, the research design accounts according to Boehme et al. (2025) are cross-sectional, and it cannot be used to draw causal conclusions. As believed by Powell et al. (2024), research on the evolution of EQ competencies in longitudinal studies and determination of long-term impact of EQ training programmes requires longitudinal research. This is very vital in the hospitality sector where employee turnover is very high, and continuity in leadership may have some profound impacts to the organisational results.
Despite being categorised as a trainable skill, consonant with Powell et al.  (2024), the empirical findings of EQ training only provide limited evidence on the long-term effects of EQ training. The topic that needs to be thrown open to future research is according to Shafique and Naz (2023), whether interventions lead to long term changes in behaviour, how training can be adjusted to industry specific needs and whether such programmes enhance major organisational performance outcomes like service quality and customer loyalty.
[bookmark: _Toc208323587][bookmark: _Toc216123927]2.8. Causal Pathways Between EQ and Outcomes
The other gap is in conformity with Peláez-Fernández and Extremera (2020) the incompleteness of causal processes between EQ, leadership and organisational performance. As an example, it is still not clear whether EQ increases directly the leadership role, or its influence is mediated by other factors like trust, communication, or psychological safety. These pathways unpacked using the mediation and moderation analyses would have helped in giving us a more accurate picture of the role EQ plays.
[bookmark: _Toc208323588][bookmark: _Toc216123928]2.9. Cross-Cultural Research
The existing EQ literature is majorly Westernised in context, and according to Kornadt and Rothermund (2022) it should restrict its application to universal hospitality organisations. The research cannot be conducted in different cultural contexts, and thus in the future, different cultural settings need to be included so that EQ is understood as showing variations in and whether current models capture variations.







[bookmark: _Toc210862703][bookmark: _Toc216123929]Chapter 3. Methodology 
[bookmark: _Toc210862704][bookmark: _Toc216123930]3.1 Aims and Objectives 
[bookmark: _Toc210862705]The aims and objectives of this research are to:
· Determine the roles of EQ in effective leadership in the hospitality industry.
· Analyse the impacts of EQ on team performance in the hospitality industry.
· Examine the challenges affecting EQ in leaders in the hospitality industry.
· Investigate the relationship between EQ training and employee conflict resolution skills in the hospitality industry.

[bookmark: _Toc216123931]3.2 Research Rationale 
This research is based on the rationale that high EQ among the leaders and employees can mitigate these adverse effects, contributing to improved outcomes. In the hospitality industry, a positive guest experience is paramount and is heavily influenced by staff interactions. 
[bookmark: _Hlk210832336]The rationale for this research considers that emotionally intelligent leaders can train and motivate employees to deliver more personalised and empathetic service, which directly leads to guest satisfaction and loyalty (Antariksa, 2025). EQ includes the capacity to manage and understand an individual’s own emotions and thoughts, and those of the individuals around in society (Antariska, 2025). As suggested by Stein (2023), emotionally intelligent people have a certain way of feeling, behaving and thinking, through which they seem naturally confident. Individuals who have a higher degree of EQ can properly understand what their sentiments mean, how such emotions and thoughts affect others, and what they are feeling. To become a successful leader, having a quotient on the emotional level is a necessity (Stoyanova-Bozhkova et al., 2022). 
[bookmark: _Hlk210833547]According to Agashe et al. (2021), hospitality professionals naturally have above-average EQ. Agashe et al. (2021) further stated that studies have shown that this comes as no surprise because employees of the frontline hospitality industry deal with varied emotions, personalities and demands on a regular basis from their customers. Furthermore, the leaders having high EQ are more capable of boosting trust, motivating open communication and managing team conflicts, all of which improve team performance. In accordance with Oliveira and Sohn (2025), the strength of the relationship between job performance and emotional intelligence of the hospitality workers varied considerably across different studies. The rationale of this study connects to the existing literature from Stein (2023); Agashe et al. (2021) and de Oliveira and Sohn (2025), and the findings from these three studies were undertaken in the research regarding the gap related to emotional intelligence. This research will focus on fulfilling the gap by providing more detailed insights into the EQ in Marriott Hotels. 
[bookmark: _Toc210862706][bookmark: _Toc216123932]3.3 Research Design 
[bookmark: _Hlk210835679]Research design is a procedural plan that is used in the research to address the research questions in a valid manner (Kumatongo and Muzata, 2021). It is an accurate and objective method. It determines the type of analysis that should be undertaken to obtain the desired results (Khanday, S.A. and Khanam, 2019). A structure to help the researcher during the study process, research design entails laying out the proper steps to obtain pertinent data and materials to help answer the research question (Dawadi et al., 2021). This research aims to enhance the understanding of how EQ influences leadership and affects team performance and productivity (Shan, 2022). For the research, a mixed research design was used to study the implications of EQ on the effectiveness of leaders and the success of the team at Marriott International.
[bookmark: _Toc210862707][bookmark: _Toc216123933]3.4 Research Paradigm 
[bookmark: _Hlk210847696][bookmark: _Hlk210848370]Paradigms are the general perspectives or ideologies (Kumatongo and Muzata, 2021). The research paradigms include the set of common agreements and beliefs shared by researcher on how the issues can be understood and addressed. The research paradigms can also be referred to as ways scientists react to three basic questions of ontology, methodological questions and epistemology. Research paradigms can be featured in positivism, interpretivism, and pragmatism (Andersson et al., 2024). 
[bookmark: _Hlk210848788]According to Elgeddawy and Abouraia (2024), positivism focuses on what is wanted to be known through objective and empirical observation. Investigating the issues requires the analysis of observable facts to generate objective knowledge. Positivists value quantitative analysis of observable data that relies on testing hypotheses and identification of causal relationships between the variables. Positivist research is grounded in an interpretive or social constructivist paradigm. Positivism posits a single and objective reality that exists independently of the human mind. This reality is governed by the universal laws and can be measured empirically (Aramide and Adigun, 2025). 
Consistent with Aramide and Adigun (2025), interpretivism, with its focus on understanding subjective meanings and social constructions of reality, gained traction as the researchers sought to comprehend user experiences, information required within specific contexts, and the cultural dimensions of information. Interpretivism holds that reality is not objective but is socially constructed and multiple. It is based on the subjective meanings and interpretations that individuals and groups attach to their social world. The purpose of interpretivism research is to obtain an in-depth understanding of social phenomena. Knowledge is co-created through the interactions between the researcher and the research subjects, using qualitative methods like observations, interviews and ethnographic studies (Elgeddawy and Abouraia, 2024). 
This research has used the pragmatist philosophy which is the most suitable for mixed methods research. Pursuant to Elgeddawy and Abouraia (2024), pragmatism states that knowledge is acquired by the action that takes place between people and the environment. This type of knowledge is dynamic, changing, developing and oriented towards its results in human nature. Maintaining that all the human experiences, such as hopes, fears, etc, are deeply rooted in nature. Pragmatism rejects the dualist stance of the singular objective reality or multiple subjective realities. Instead, it holds that reality is continuously interpreted and renegotiated based on its usefulness in the specific context. It is concerned with the practical, real-world issues and what works to solve them. The research began with the real-world business issue which is faced by Marriott Hotels. The relationship between leadership, EQ, and team performance. A pragmatic approach is explicitly designed to focus on and solve such practical issues. The core of pragmatism is that research should have practical, useful results. However, the other two paradigms, positivism and interpretivism, were not chosen for this research due to certain reasons. Hence, pragmatism was more suitable paradigm to achieve the research objectives for this study (Aramide and Adigun, 2025). 
[bookmark: _Toc210862708][bookmark: _Toc216123934]3.5 Data Collection 
It is important to choose the right data collection methods. The main purpose of this research and data collection method is to collect data from and understand a larger population by assessing and analysing their opinions, behaviour and knowledge through a smaller group.
[bookmark: _Hlk210860278]A questionnaire is one of the research methods that is used to gather information or data from a sample of individuals (Goodfellow, 2023). This sample is selected through the process of sampling (probability sampling or non-probability sampling), to get a representative of the entire population, which would help in data collection through numerous responses to the questions (Dawadi et al., 2021). Goodfellow (2023) supports this, suggesting that a questionnaire-designed research project aids the researcher in generalising the research findings from a sample of respondents. However, if only interviews had been utilised, it would have become an extremely time-consuming and expensive process with only a few participants. Whereas a questionnaire is a cost and time-efficient process, which helps in gathering data from a larger population, however, it may result in a lack of depth in data (Oranga, 2025). Hence, by making use of both methods, this research ensured a dataset from a larger population with great insights.
The questionnaire was developed by first defining the research objectives and the target audience, it was followed by designing clear and concise questions. It was ensured that the questionnaire included a variety of questions for proper measurement of diverse aspects of EQ and its influence on leadership. The questionnaire asked the participants different types of questions, like dichotomous, multiple choice, Likert scales, or open-ended questions. This helped the researcher understand and compare what everyone thought or felt (Oranga, 2025). Open-ended questions can be added to questionnaire to allow for more thorough responses, but these kinds of questions typically receive very few responses (Emerald, 2025). Therefore, after completing the questionnaire, respondents who expressed interest in being interviewed participated in semi-structured interviews. Finding out how EQ affects team performance and productivity was the main goal of semi-structured interviews.
Semi-structured interviews have been one of the most popular and compelling means, which has now found many modern innovative techniques, making it more feasible and affordable (Oranga, 2025). The purpose of an interview is to collect rich and detailed qualitative data by directly including the participants in the process (Khan and MacEachen, 2022). According to Dursun (223), interview helps in explaining their subjective experiences, knowledge, information, intentions, feelings, thoughts and perception of a research topic. It helps in the exploration of a complex phenomenon, uncovering the unanticipated insights, giving participants a choice, building a rapport and trust, validating and clarifying data and exploring the context and nuances.
The questions of the interview were developed through a structured process involving defining the ‘why’ and ‘what’ of the interview. It was an important process for the identification of the interview process. While framing the question, the audience was considered as well. The questions were clear and open-ended, with a structured flow that helped ensure clarity. The introduction and closing were ensured in the interview as well. To collect deep and insightful data, the questions were framed in a way that it did left space for on-the-spot adaptation and allowed flexibility in the process. 
[bookmark: _Toc210862709][bookmark: _Toc216123935]3.6 Population and Sample 
When developing a methodology, it was vital to decide upon the appropriate sample of population, because the appropriate sampling contributes to proportionally more reliable outcomes (Shan, 2022). In this research, the population and sample would be structured to obtain results through mixed methods. In the context of this study, the population will include all the managers and employees across the Marriott Hotels located in South Wales. The sample will be smaller and specific to the group selected from the population to participate in the research (Oranga, 2025).
For this mixed-methods research, the sample size will be divided into two different groups. One sample it is represented by the questionnaire, which will include 100 participants that work for Marriott. This group is intended to provide a broad overview of the viewpoints linked to emotional intelligence, leadership and performance. The questionnaires were distributed to the participants in the sample through Marriott staff emails with the link to Microsoft Forms. The foot of the questionnaire included the invitation to determine the thoughts of the participant about their understanding of topic. The other sample is represented by the semi-structured interviews, which will include 10 participants who will be interviewed. This smaller and more focused interview will offer more in-depth and specific insights into how EQ is applied in the context of leadership. 
Using both questionnaire and interviews, the researcher will be able to use the strengths of both methods. The questionnaire will offer much wider viewpoints and help in identifying broad patterns and trends across the larger group of participants. Furthermore, the interviews will offer a deeper and more detailed understanding of leadership experiences and provide the context for the questionnaire results. Interviewing the participants specifically can reveal the leadership viewpoints, while surveying the participants will capture the viewpoints of the leaders’ effectiveness as well as its impacts (Emerald, 2025). 
[bookmark: _Toc210862710][bookmark: _Toc216123936]3.7 Data Analysis 
The responses gathered would be analysed using Excel for interpreting and organising, and analysis. It will help to describe, summarise and search for the patterns in the data and organise the data lead to easy understanding. This tool was chosen because of the accessibility of the data, which is supposed to be extracted, and for handling the questionnaire data efficiently. The initial stage is there for quantifying the analysis, which is based on interpreting the datasets which are being designed using the descriptive statistical tool. This will allow for summarising the information and being present for building the right approach in such a way that the frequencies and percentages can be evaluated appropriately for interpreting the questionnaire results (Emerald, 2025).  
In contrast to that, the semi-structured interview in which thematic analysis was used, is focused on organising and interpreting the patterns which are associated with the meaning and interpreting the data. All data obtained will be analyzed to extract the results necessary for the research (Khan and MacEachen, 2022).
In keeping with Goodfellow (2023), thematic analysis could prove as one of the most crucial for following the systematic approach in which the data is being familiarised and generating the codes, after which the themes are searched for interpreting the final findings. Significantly, the coded approach could ensure that all data provided by participants are considered for the research theme and represent recurring ideas and issues in the participants' narrative (Dursun, 2023).
The mixed method approach is built on helping in interpreting the results in such a way that the meaning is being built for evaluating the findings for that to which the experience and attitude are being taken into consideration. It will allow for complementing the quantitative data for providing the contextual approach and helping with the reason behind the particular and observed information, which are there for quantitative analysis and a qualitative form of analysis, which will allow for focusing on triangulating the data and enhancing the validity of the source. 
Overall, the research, combined with all these tools and techniques for analysis, could ensure that the study has the analytical approach, which could prove both useful for the holistic and systematic approach. This is there for merging with the outcomes and being sure that the detailed approaches are being adopted for developing the personal insight and contributing to the data analysis and being sure that the understanding of the research problem is being considered (Khanday and Khanam, 2019). 
[bookmark: _Toc210862711][bookmark: _Toc216123937]3.8 Reliability and Viability 
Ensuring that the reliability and validity of the data are being considered for the research findings, is essential for maintaining the insight and being oriented to keep up with the final study (Shan, 2022). Conforming to Andersson et al. (2024), reliability pertains to the consistency of the measurements across instruments, time, and distinct observers and ensures that the results are trustworthy and replicable. In significance to that, the reliability is defined as the consistent stability of the results which are being made for maintaining the concern and being oriented for making sure that the instruments are being taken into account for deploying the concept and promoting the methodological promotion (Dawadi et al., 2021). 
According to Andersson et al. (2024), high reliability and validity contribute to more trustworthy and accurate findings of the research, which allows the researcher to draw meaningful conclusions and make informed suggestions. The reliability of the study is achieved through standardising the structure tools and being oriented to ensure that the questionnaire, which is designed for promoting the process, in which the Microsoft Forms are included for making sure that a clear approach is acknowledged in such a way as to avoid questions which are said to be ambiguous in nature. This could allow for directly interpreting the results and being sure that the collected data is consistent in nature. This could promote clarity and being there for collecting the right data and being focused on keeping the strong value and being oriented for overcoming the wording in such a way that the structure and approach could be avoided for enhancing the internal consistency (Cain et al., 2019). 
For mixed methods data, the main testing method is represented by the existing statistical tools for evaluating the Cronbach Alpha test. This could allow for the assessment of data for internal consistency and focus on the results of the questionnaire, being oriented towards considering the acceptance rate and ensuring that the results emphasize the presence and reliability of the concepts. Applying all these aspects can reduce the possibility for the issue and the challenge for the data collection, which could maintain the detailed analysis of the findings and the interpretation of the coding frameworks and decision-making for enhancing the dependability (Oranga, 2025).
Validity in the research is based on the research being done on the basis of the different measures which are associated with ensuring that the instrument and findings are being taken into the account for representing the data and being intended for promoting the approach for developing the questionnaire and being oriented for promoting the results and re-enforcing the pilot study where the participants are being oriented for providing feedback (Anderson et al., 2024). 
[bookmark: _Toc210862712][bookmark: _Toc216123938]3.9 Research Ethics 
When undertaking any kind of research project, it is imperative to ensure that all applicable credibility issues and ethical aspects have been considered, appropriately covered and assessed (Dawadi et al., 2021). According to Cain et al. (2019), to ensure the validity and accuracy of the research, it is important for the researcher to discuss the ethical implications of the study to remain conscious of the moral integrity in the work. The participants of this study will be fully informed about the purpose, risks, benefits and procedures before agreeing to participate. Also, the participants of this study will be free to join and withdraw their consent at any time without pressure or penalty. More than this, the participants will be respected, and their privacy will be protected by ensuring their autonomy (Goodfellow, 2023). 
The aim of the research will be provided to the participants. All the participants will receive similar treatment, particularly across distinct phases of data collection. In context of the interviews and questionnaire, there is an element of intrusion into the life of participants, which can be sensitive to the questions or possible invasion of privacy (Goodfellow, 2023). Hence, data will be kept secure and private, with the personally identifiable information protected and in accordance with the ethical standards of the University of Wales Trinity Saint David. Transparency will be maintained about the methods and findings of the research, which will boost the trust among the participants and the research community (Cain et al., 2019). 
Data will be recorded, analysed and reported accurately without any alteration or fabrication. Rigorous standards and careful integration of data are important to maintain the reliability and trustworthiness of the mixed research findings, and this aspect will also be considered (Emerald, 2025). More diverse methods of data collection and integration points can increase the risk of errors and breaches of confidentiality, which will be considered (Goodfellow, 2023). Multiple stages of data collection can be more taxing on the participants, which need careful management of efforts and time. Tensions between the philosophical assumptions of the qualitative and quantitative methods will be encountered, requiring conscious reflection on ethical implications (Shan, 2022).

[bookmark: _Toc216123939]Chapter 4. Data Analysis and Findings
[bookmark: _Toc49783909][bookmark: _Toc216123940][bookmark: _Toc44686326]4.1 Presentation and Interpretation of the Data
[bookmark: _Toc215047260][bookmark: _Toc216123941]4.1.1 Introduction
In the chapter, the detailed discussion of the primary data acquired with the help of the mixed-method approach calculated based on the structured questionnaire (n = 100) and semi-structured interview (n = 10) is presented. This chapter will undertake an interpretation of the information of the role of emotional intelligence (EQ) on the determinants of leadership performance, employee performance, and team performance within Marriott Hotels in South Wales. The findings are to understand how EQ affects leadership performance; to comprehend how EQ affects team performance; to ascertain what are the challenges that leaders face in their endeavour to adopt EQ and to determine the relationship of EQ and conflict-resolution ability in hospitality industry (Zhu et al., 2022). 
[bookmark: _Toc215047261][bookmark: _Toc216123942]4.2 Questionnaire 
[bookmark: _Toc215047262]The research used an online questionnaire with 100 participants that answered demographics, EQ perceptions of leadership, the effects of the EQ on performance, and the situational aspects of EQ in the Marriot Hotels.
The first set of questions focused on the demographic profile: age, gender, organisational role and work experience. The statistics indicate (Figure. 1) that there is mostly a mature workforce with 69% aged thirty-five years and above. Since experienced employees are likely to be better exposed to various leadership styles, their answers related to EQ, motivation and team performance may be regarded as valid and representative of long-run workplace behaviour.

[bookmark: _Toc49783930]Figure 1 - Age Distribution
The respondents were then questioned regarding the gender within many most of the hospitality departments for example housekeeping, front office, guest services, all these departments being dominated by female staff members (Figure. 2). Such is a population composition that shapes the role of the interpersonal dynamics and can be innate to relational and empathetic leadership styles.

Figure 2 - Gender Distribution
They were then asked what role they had within the organisation (Figure 3) Finding of the majority of the respondents is in functional operation (42%). Since frontline employees are engaged directly with the leaders on a daily basis, they are in an excellent position to comment on leadership style, emotional climate, and even the team cohesion.

Figure 3 – Organisational Role Distribution
The respondents were then questioned with regard to their work experience. The distribution means that there is stable working force and 58 % of employees are more than five years old workers (Figure. 4). Research by Salim and Portmann (2022) indicated that this consistency in the workforce reinforces the validity of the answers that have been related to the EQ-based leadership and organisational culture. 

Figure 4 – Organisational Work Experience

The next set of questions explores perceptions of EQ-based leadership, including the motivational impact of EQ, the role of leadership in applying for jobs, and comfort in communicating with leaders.   85 % felt that emotionally intelligent leaders are able to motivate employees (Figure. 5). In line with research by Bani-Mlehem et al (2022) and Amah (2023), indicated that it is also the area that needs motivation as emotional labour and connection with guests are included in the work process in hospitality.

Figure 5 – Motivational Impact of EQ
On the next question regarding the role of leadership when applying for jobs, over half of the respondents said they would consider quality of leadership during the application of a position (Figure. 6). This aligns with research by Xiao et al (2023) and Sharma and Kurma (2025) which indicated that leadership behaviour has a significant impact on attracting an employee and retaining employees.

Figure 6 – Role of Leadership when applying for jobs
The next question focused on whether employees felt comfortable communicating with leaders. An aggregated 83 % stated they are confident/ trusting when talking about issues to leaders (Figures. 7), which is a sign of a psychologically safe workplace culture boosted by EQ-congruent leadership behaviours (King et al., 025).

Figure 7 – Comfort in Communicating with Leaders
Next were a series of questions which focused on the consequences of low emotional intelligence in leadership and the problems caused by non-empathetic leaders. The majority of the participants stated that empathy is one of the core competency areas in leaders. In line with research by Amissah et al (2022) and Ju and Hyuan (2025), this indicated that the substantial percentage of participants who chose the option of All of the above (41% shown in Figure. 8) demonstrates that employees understand that EQ has multi-dimensional impact in terms of interpersonal, operational and communication spheres.

Figure 8 – Problems caused by non-empathetic leaders

The next question looked at the impact of poor leadership on the employee and the team. The majority of respondents, representing 75% acknowledge that impact of the poor leadership affects motivation (Figure. 9), causes high employee turnover, leads to the disengaged team, increased absenteeism, stalled performance, increased stress, decreased team morale, produces missed targets, influences poor executive choices, causes reputational damage, produces burnout for team members, influences talent loss and affects the overall well-being of employees. Research by Ju and Hyun (2025) stated that emotional aspects were affected by a poor leadership, with the main indicators being morale, turnover intention and stress.


Figure 9 – Impact of Poor Leadership
The next set of questions focused on EQ influence on productivity. Research by Bajwa et al (2024) indicated that one out of five individuals believes that their manager has an impact on their productivity based on his/her emotional intelligence, which supports the idea that EQ is a rule maker on performance output.  Research by Khalisah (2023) and ST and Chandrahasa (2025) indicated that the most apparent EQ competency among the leaders is relationship management and the low scores obtained on self-awareness and self-regulation indicate leadership development areas. 
The majority of participants responded in the ‘All of the above’ category, 66 % (Figure.10), indicating that their attention is focused on the perception that EQ can improve team performance in a holistic manner like trust, cohesion, efficiency and conflict management.

Figure 10 – Perceived Impact of EQ on Team Performance
The next set of questions focused on EQ’s effect on engagement and collaboration. The results obtained demonstrate that EQ is highly correlated with employee engagement, which is one of the primary goals of leadership in service-oriented hospitality settings as outlined by Zorlu et al. (2021).
Another aspect that the questionnaire investigated is the impact of EQ-based leadership on the general functionality of teams such as communication, collaboration, and cohesiveness. Research by Salim and Portmann (2022) indicated that respondents also had to answer questions about the quality of teamwork in their departments in general. In line with research by Shankar and Tewari (2023), the results suggest that teams that are headed by emotionally intelligent leaders are more cohesive, less interpersonal, and have transparency in their tasks.
83% (excellent + good) indicates a major degree of belief in team cohesion and team communication (Figure. 11). This contributes to a thesis that emotionally intelligent leaders do not merely cope with the tasks, they create emotional climate, which promotes cooperation, trusting and open communication. The low proportion of the poor ratings indicate that although EQ is predominant in organisational leadership, there might be isolated areas of a lack of corporate leadership behaviour.

Figure 11 – Team engagement and collaboration
The next set of questions on the questionnaire also inquired employees on whether it was believed by the organisation that EQ was a part of leadership culture and development.
A small majority of respondents think that the organisation acknowledges EQ as significant. Nonetheless, 42% answered maybe (Figure. 12), which implies doubt as to whether EQ is explicitly incorporated in training, assessment, or leadership development procedures. Research by Atobatele and Okonkwo (2024) indicated that individuals who explained EQ practices appear to be more dependent on an individual leader compared to a standardized practice at the organizational level. The data indicates possible disconnection between personal leadership behaviour and organisational policy.

Figure 12 – EQ importance for increasing team performance
Research by Sahabuddin (2024) indicated that the employees also provided their opinions on the largest challenges that leaders experience when trying to apply EQ to the hospitality setting.
The respondents were questioned regarding the challenges leaders face in applying EQ. The findings reveal that hospitality leaders deal with several internal and behavioural issues. The large proportion of those who chose all the above (28.42 %) supports the many aspects of EQ and the necessity to self-reflect, be open and flexible in behaviour (Figure. 13). In line with research by Wang et al (2023), indicated that the results align with the interview results, which reported emotional fatigue, time pressure, and habitual leadership tendencies to be impediments in achieving the consistent emotionally intelligent behaviour.

Figure 13 – Biggest challenge of being emotionally intelligent
The next two questions investigated the answers provided by the employees on the notion that EQ is related to career development and whether employees are ready to hone their EQ skills.
Research by King et al (2024) indicated that the general opinion held by employees is that EQ is, or should be, one of those variables that are considered during promotion. It is also encouraging that 69% of them confirmed that they are ready to enhance their EQ, which enables them to attribute significance to EQ as a leadership skill but also as a personal development tool. In line with research by McCormick (2023), this is an indication of an employee population who understands that service in the hospitality industry is interpersonal and EQ is essential in advancing the career.
In the next set of questions in the questionnaire, respondents were required to give answers to whether they agree that emotional intelligence is not easy to practice in the hospitality profession because of the environment.
Most of them admit that EQ is a tough competency to uphold when there is pressure. This is aligned to interview data, that pointed to emotional labour, demanding guests, irregular workloads, pressure on shifts and fatigue, as key enablers to emotionally intelligent behaviour. Previous research by Lam et al (2022) and Amissah et al (2022) had indicated that a hospitality job regularly entails employees exhibiting favourable emotions irrespective of their mood, which is why EQ is a vital yet strenuous ability.
The next questions that were posed to the participants were to detect the operational barriers that rendered EQ challenging among leaders and teams.  Research by De Soyza Iyendo et al (2024) indicated that these impediments are common in hospitality dilemmas, especially the international hotel brands. In line with research by Lestari and Wijaya (2025), indicated that the linguistic heterogeneity, high staff turnover and high expectations for staff interacting with different types of guests, most often VIPs or Elite Members, impose extra emotional pressure on leaders. However, it should be noted that this significant percentage opting all of the above (Figure. 14) once again supports the fact that emotional intelligence is a product of various interacting organisational factors.

Figure 14 – Operational Barriers to Applying EQ
Next of the questions look of EQ and conflict resolution. Previous findings by Siritrakankij et al (2023) indicated that the resolution of conflicts proved to be a crucial field where employees feel that EQ can play an important role.  Research by Liao et al (2022) indicated that most people think that EQ helps conflict management as it is involved in relation management and teamwork. This is in line with the findings of the interviews where the leaders resolved conflicts using empathy, active listening and non-stressful communication. The percent who chose self-regulation was only 7% (Figure. 15) implying that the employees might perceive conflict as being a relationship instead of an intra-personal problem.

Figure 15 – EQ and Conflict Resolution
Next, in the questionnaire, the respondents answered questions on what the most potent strategies to enhance EQ at Marriott Hotels entailed.  Almost 54 % of the respondents are of the opinion that development of EQ is holistic in that it entails three or more skills such as self-reflection, communication, relational awareness, and empathy (Figure.16). Previous research by Gabhane et al (2025) and Flores (2022) stated that employees perceive EQ as a personal continually developing process, and not as an individual skill.

Figure 16 – Improving EQ Skills Among Employees and Leaders
The questionnaire was also topped off with an end-question of leadership where the employees would be required to choose what qualities they think can make successful leadership. Most of them (56%) answered all of the above which implies that employees consider leadership effectiveness to be multi-faceted (Figure. 17). Research by Shafique and Naz (2023) indicated that EQ has a key place because the introduction of empathy, communication, transparency, and motivation is associated directly with the competencies of emotional intelligence. In line with research by Theriou et al. (2024) stated that this supports the notion that EQ does not exist in isolation of leadership but rather is inculcated in a bigger leadership behaviour.

Figure 17 – Important Leadership Qualities in Hospitality

[bookmark: _Toc215047278][bookmark: _Toc216123943]4.3 Questionnaire Findings
The findings have revealed that EQ is perceived as a complicated ability which can be impacted by working pressure. Employees have the opinion that EQ ought to be included in promotion policies and leader growth, because according to them, EQ promotes team building and conflict management tremendously. Employees are at ease and psychologically secure with leaders who are driven by EQ. Lack of EQ in leadership results in stress, lack of morale, absenteeism, and turnover. EQ is commonly known to be vital in the leadership performance and has a favourable effect on motivation, interest in teams, and productivity (Sharma and Kumra, 2025; Zhu et al., 2022). 
[bookmark: _Toc215047279][bookmark: _Toc216123944]4.4 Interviews
Ten semi-structured interviews were conducted with supervisors working at Marriott South Wales. The executives of Marriott are often mentioned across the participants as being emotionally aware and responsive to the emotions of the staff. Employees continuously emphasize that executives are attentive to the many times the team is under pressure or when they are strained or unhappy; they respond to this by changing behaviour (Xiao et al., 2023). 
One of the interviewees noted that their manager on duty when the reception was overcrowded was emotionless, which directly calmed the emotional state of the team. Another interviewee points out that their manager verifies on them, particularly on high occupancy days, which is an empathic understanding of the workload stress.  Other interviewees emphasize that the front desk manager realizes the emotions of the staff members since it is impossible to work in a hospitality industry without emotional presence, which is essential in a hotelier environment. This emotional sensitivity has been seen to be at the core of quality leadership and not a luxury addition (Sumerta et al., 2023). Emotional intelligence (EQ) is regarded by the staff as a minimum of successful leadership within a service-based setting. 
The respondents were asked about self-consistency and composure when under pressure. One common theme seems to be the desire that leaders should manage their emotions in stressful situations. Calmness and composure are perceived by the participants as observable manifestation of EQ (Lestari and Wijaya, 2025). 
One of the interviewees reports that their manager is in good control of himself. He hardly gets frustrated even in times when short-staffed. Other interviewees pointed out that their night manager is level-headed and keen, particularly when there are incidences occurring at night. Some interviewees mentioned that the duty manager has a leadership perspective: The greatest challenge is responding intelligently in situations evolving with numerous issues simultaneously: this is an indication to be aware of the necessity and challenge of emotional regulation.  By taming their emotions, leaders make their staff feel safe and less fearful (Amissah et al., 2022). EQ here does not only refer to the empathy but also refers to discipline and control of emotional situations (Ju and Hyun, 2025).  
Next, the respondents were asked about the effects of EQ on team and productivity and how it affects motivation, morale and emotional climate. Most of the participants form a direct correlation between EQ in leadership and team morale which subsequently influences productivity and quality of service. 
One of the interviewees refers to a stressful event in which rooms had to be cleaned quickly: rather than telling, the manager praised the workers, and it revitalized the team. Another interviewee observes that when the service was very busy, a calm and supportive reaction of the supervisor ensured the morale was high and generated no panic. Other interviewee recounts that in one of the key events that failed to start on time, the manager was positive, and this gave the team strength to level emotions and performance. The fact that some leaders are said to be emotionally intelligent implies that they are the emotional anchors. They create the emotional climate of the shift, and the staff is much more interested in calling additional effort to discretionary effort that positively influences the operation performance.
The respondents were then asked about teamwork, confidence and the good intentions of leaders. EQ is also seen as a motivator of teamwork. Leaders can make teams work effectively by providing a respectful and empathic environment. 
One interviewee clearly writes: ‘The reason people willingly assist one another is she sets the tone, which refers to role-modelling of EQ’. One of the interviewees from the HR stated that emotionally intelligent leadership assists in developing trust. Employees feel free to visit the HR since they are certain that they will not be judged. Another interviewee explains that at night shifts, his composure is also a reason to go and trust one another. ‘’Night shifts depend on trust’’. Interpersonally sensitive leadership seems to minimise fear and defensiveness and maximise transparency that enhances the teamwork. Employees tend to distribute workload, explain problems early and provide strengths to others, which make teams perform better and improve the performance of guests. 
Further, the respondents were asked about the role of EQ in conflict resolution and mediation and whether empathy, listening and fairness apply. An effective theme that emerged in all the ten interviews is the fact that EQ-led leaders deal with conflict more, without escalating it into frustration in the long-term. 
One interviewee stated: ‘A manager gathered two colleagues disagreeing on shifts and proceeded to listen to them as they argued out and reach an agreement’. Other interviewee mentioned: ‘A leader who primed the team by reminding them of fairness and clarity alleviated the stressor of bellman on the team’. One of the interviewees from the HR expressed: "solves cross-departmental conflict terms by applying empathy and neutrality which is positioned as an EQ-guided concept’.  Another interviewee specified: ‘They state that in their role as a duty manager, they mediate conflicts on a regular basis using the "calm communication and active listening" treatment’.
These responses suggest that emotional intelligence in conflict areas is expressed by non-judgemental listening, neutral facilitation, and fair treatment, which will renovate the working relationships and ensure the team cohesion (Flores, 2022). 
The respondents were also asked how they thought escalation could be avoided and safeguard living. Some of the interviewees emphasise the fact that EQ does not only solve the existing conflicts but helps to avoid small conflicts developing into big conflicts. 
One interviewee explains a conflict within the kitchen, where the manager gave both parties a chance to express themselves and reached a compromise.  Other interviewee remembers the disagreement regarding the responsibility in arranging banquets; the manager explained the roles in a non-confrontational manner, meaning that bad emotions were prevented.  Another interviewee says that EQ during conflict situations helps to avert emotional depletion in an already emotionally handicapped team that is already at work with guests. 
Overall, the conflict resolution based on EQ helps in supporting the research problem of EQ and conflict management because emotionally intelligent leaders suppress, reframe and de-escalate conflicts in a manner that ensures safeguarding long-term team performance.
Next, the respondents were asked about the challenges and barriers in practising EQ in the hospitality field, about pace, time pressure and workload. This oneness of responses among the participants across departments is that the fast-paced nature of hospitality is always a major obstacle of practising. 
One interviewee stated: ‘Sometimes there is not time to think first before acting, particularly when the number of the staff is few’. Another interviewee declared: ‘Practicality: guests wish to be served soon, and it restricts the ability to think emotionally at times.’ Other interviewee observes that leaders find it difficult to pace down and think deep because of strict event deadlines. Some of those interviewed emphasize the challenge of thinking quickly and fast decision-making as several issues happen simultaneously. 
This implies that there is tension between emotional reflection and the urgency of operations. Leaders can understand what behaviours related to EQ are required, but that sometimes they cannot apply it when under pressure.
Another question asked of respondents was about fatigue, emotional labour and burnout. The second obstacle is the exhaustion and emotional labour. Both the staff and leaders exist in a setting where emotional exhibition and suppression are necessary. 
One interviewee noted that housekeeping is physically challenging, and leaders must take an additional patience when the employees are accustomed to their work. According to another interviewee, night shifts make the undertaking of EQ more difficult due to fatigue.  Another interviewee emphasises that front desk staff can pick up a lot of emotional charged guests and can exhaust the leaders and diminish their abilities to be continuously empathic. 
These narratives indicate that EQ is not a skill but rather an emotional storehouse which is exhausted. Emotional labour is high; hence, the leaders cannot offer sustained empathic and composed responses. 
Perceived Requirement of EQ Support and development. Even though not all the participants specifically criticise Marriott, many suggest that EQ might be more structured. 
One of the interviewees discusses the challenge of ratifying between policy and empathetic, which implies that guided training may facilitate leaders to achieve this balance. Another interviewee recognizes a leadership perspective by admitting that it is difficult to stay calm and made rational decisions when using pressure, which to a certain extent proclaims the necessity of systematic EQ growth. Other interviewees indicate that EQ is now being taught in an informal and individualistic manner and is contingent on the individualistic ability of the leaders and not in a formal programme. 
The theme here is, that Marriott has a large number of leaders who demonstrates natural EQ, although there is room to: 
· Elevated EQ training for staff members and for management.
· Support systems, such as supervision, coaching, after types of high stress events. 
· Policies that explicitly appreciate the use of EQ as a promotional factor. 
This directly connects back to the research purpose on the connection between EQ training and conflict resolution skills: there is a feeling that EQ is perceived as useful but undermined by the participants. 
[bookmark: _Toc216123945]4.5. Interviews Findings
The findings of the ten interviews stated that at Marriott, good leadership according to the definition of the staff is focused on EQ, and especially calmness, empathy, and emotional awareness. EQ has a direct response to the performance of a team not only through motivation and morale but also through facilitating collaboration, trust, and desire to assist.  One of the key spheres where EQ manifests itself is conflict resolution when emotionally intelligent leaders can stop the situation deterioration and preserve relationships. Operational realities- pace, workload, fatigue, emotional labour are some of the barricades that limit the ability of leaders to maintain constant application of the EQ. This implies an implicit need of structured development of EQ, so that Marriott might transform the natural EQ strength into a more standardised, organisational-wide ability.





















[bookmark: _Toc216123946]Chapter 5. Conclusions and Recommendations
This dissertation discussed how Emotional Intelligence (EQ) is instrumental to successful leadership, and that it affected the productivity of employees and performance of the team at Marriott Hotels in South Wales. Based on the context of the research goals, the data of the 100 online questionnaires and 10 semi-structured interviews prove that the concept of leadership competency, called EQ, is not only a significant aspect but also a critical determinant of motivation, communication, cohesion, workplace climate, and performance in general.
The first aim of the study assumed the identification of the role of EQ in effective leadership, which resulted in the overwhelming perception of employees of Marriott as to the ability of emotionally intelligent leaders to build supportive, trusting, and stable work conditions. Employees kept referring to leaders with self-awareness, empathy, emotional control, and relationship-building abilities as definite and constant that is calm, reliable, and responsive even during the times of pressure. The information gathered in the interview served as a reinforcer of the fact that emotionally intelligent leaders establish the emotional feel of a shift; they calm down during periods of peak operations; the calmness ensures that employees do not panic and helps them stay concentrated. The employees often associated their job satisfaction, readiness to devote discretionary effort and psychological safety with the EQ competencies of their managers. Such results validate the key role of EQ in the leadership of hospitality, where emotional labour, unpredictability, and the requirement to deal with customers are axiomatic.
The second research aim that was to examine the role of EQ on team performance, highlighted the implication of the strong influence of EQ based leadership on team cohesion, trust, communication and collaborative behaviour. The results of the questionnaire indicated that the majority of the employees were sure that EQ could lead to a more effective teamwork, a decreased conflict, and a more effective coordination. The insights obtained during the interview also taught how the supportive leadership boosted morale, particularly in cases of stress, which included high-occupancy events, corporate parties, or staff shortages. When leaders were emphatic and relationally aware, employees were more ready to help colleagues, be open in communication, and work towards the goal of operations together. EQ then became a vital process by which leadership can create emotion stability and improve joint performance.
The third aim that was to investigate issues surrounding the challenges of EQ in hospitality leaders proved that even with the established significance of EQ, it is still challenging to apply it regularly in the case of Marriott. Numerical evidence was also evidence that emotional fatigue, heavy work loads, customer pressure, time pressures, cultural diversity and routine leadership behaviours are some of the obstacles to the long-term practice of emotional intelligence. The general view by many employees was that EQ though important is not entrenched in leadership development or organisational culture. Hospitality work is usually very demanding in terms of rapidness and emotionality, leaving leaders with little time to reflect, control and require EQ at all times. This disconnect between what should happen and what is going on points to a significant difference between the expectations of leadership and the structural environment that in which they work.
The last aim, which was to examine the connection between EQ training, and conflict resolution, demonstrated a high level of consistency in both quantitative and qualitative data. Also, EQ-based behaviours, such as empathy, active listening, and calm communication, were associated by the employees with conflict resolution success. The participants of the interviews explained how emotionally intelligent managers reduced tension, arbitrated conflicts, and helped people to build a better relationship with each other again. The results of the questionnaire also revealed a similar observation that EQ was believed to be critical towards the prevention of escalation and team stability. The above result supports the thesis that EQ is not merely an appealing leadership quality but an efficient skill that fosters direct service quality and sustenance of operations.
Combined, the analysis finds that EQ is highly connected to the effect of leadership, employee welfare, and team performance in Marriott Hotels in South Wales. In as much as, the organisation enjoys the benefit of leaders who portray good relational and interpersonal competencies, it is evident that application of systematic organisation-wide practices of integrating EQ in training, culture and performance assessment are required. This is because EQ not only represents a personal asset but also a strategic organisational asset and its active incorporation can greatly transform the performance of the organisation in terms of operational output, employee retention, and quality of the services offered.
[bookmark: _Toc216123947]5.1 Managerial Practice Recommendations
The results allow making four specific recommendations on various ways to help Marriott Hotels increase the effectiveness of leadership, the performance of teams, and the culture of the organisation.

Recommendation 1: New Structured EQ Leadership Training at all Levels of Management.
The results indicated that Emotional Intelligence (EQ) is not uniformly manifested in all the Marriott departments thus indicating that the practice of EQ is presently based on the disposition of individual managers, but not organisational design. To correct this, Marriott needs to implement a well-designed EQ leadership training programme which becomes compulsory to the supervisors, middle managers and senior managers. The proposed programme is expected to provide leaders with a range of competency areas that concern emotional regulation, empathy, reflective practice, self-awareness, interpersonal communication and conflict management. As the hospitality work is associated with emotional labour, emotional pressure, and constant contact with the guest, the training process must feature real-life scenarios, role plays, and reflective workshops that are specific to the hotel operations. Besides, embedded EQ content is to be provided in onboarding of new managers and in refresher training of current leaders, as well as in continuous cycles of professional development. Taking a systematic and standardised strategy, Marriott will be able to make sure that every leader will build the comprehension of emotionally intelligent behaviour and use it within all teams. Such curriculum would not only enhance the relations between leaders and employees but also help decrease the turnover, boost employee involvement in the team, and increase service delivery. An effective EQ training programme would thus help to support the strategic focus of Marriott on the health of its employees, operational excellence and conducive work environment.
Recommendation 2: Implement Leader EQ-Based Performance Indicators in Leadership Appraisal Systems.
Even though employees confirm that EQ is still a critical component of leadership performance, most of them stated that they were not confident enough to know whether EQ evaluation is formally integrated in the appraisal systems at Marriott. In order to fill this gap, Marriott will need to implement the EQ-based performance measurement of leadership that will be assessed during the annual review period and also through probation time and promotion decisions. These indicators can involve the effectiveness in communication, emotional awareness, approachability, conflict management skill, empathy, and formation of team supportive environments. However, incorporating this kind of criteria will guarantee that behaviours or emotional intelligence aspects in leadership are rewarded and are not viewed as an additional or even a supplementary cost of operational outputs. The company can also enhance this system by adding 360-degree feedback systems whereby the employees can appraise the leaders without the leaders knowing who they are and ensure that they do this in relation to the relational competencies they ought to demonstrate and exhibit. This would resultingly improve transparency, minimise bias and prompt managers to take an introspective insight into their interpersonal behaviours. There are multiple advantages to formal leadership appraisal that incorporate EQ since embedding EQ into the formal approaches by Marriott indicates organisational support and approval of emotionally intelligent practice as well as gives a concise guide on the level of leadership expectations. In the long run, this would assist in the process of developing a culture of managerial in which EQ is something that is part of professional identity which will ensure consistent behaviours that aid in motivation, engagement and team high performance. All these will guarantee the alignment of the leadership philosophy within Marriott and the everyday life of employees working in various departments.
Recommendation 3: Organisational Support Systems should be reinforced in order to mitigate Emotional Fatigue and Pressure.
The results indicated that EQ is one of the qualities that leaders at Marriott struggle to exercise because of the effect of emotional fatigue, time constraints, staffing issues, and high operational stresses. In order to facilitate emotionally intelligent leadership, Marriott should strengthen organisational support systems that cushion leaders and psychological capacity as well as minimise systemic pressures that disrupt EQ implementation. This may include operationalisation of optimised shifts so that there is manageability in workloads, offer of more breaks in high-demand times and flexibility in staff allocation to avoid chronic overworking. Improvement of interdepartmental communication would lessen the cases of misunderstanding, enhance coordination and lessen the emotional strain. If Marriott does not offer mental-wellness workshops, which include confidential counselling services, resilience workshops or peer-support circles, leaders should be given a safe opportunity to reflect on problems and come up with coping mechanisms. By minimizing emotional fatigue, a leader can more effectively control his or her emotions, react calmly to crises, and continue to have good relationships with employees. Alleviating these systemic inhibitors will not only change EQ by turning it into a personal responsibility but also an organisational one. The latter eventually benefits the morale of the team, decreases burnout, enhances consistency in leadership and helps create a more stable and emotionally supportive working environment.
Recommendation 4: Train a Psychological Safety and Open Communication Culture between teams.
According to the results of the study, psychological safety, trust, and openness of communication are the necessary prerequisites of the emotional intelligence of team functioning in Marriott. In order to improve EQ-based working, Marriott ought to concentrate on establishing a culture to which employees are not afraid to raise issues, seek assistance, exchange ideas and communicate freely without any fear of condemnation and adverse repercussions. The leaders are expected to set some inclusive behaviours through active listening, the promotion of participation, the consideration of staff feelings, and the constructive responses to the feedback. Clear dialogue would also be facilitated by organizational check-in meetings, daily briefing and open-door communication policies. Another solution that can be used by Marriott is the recognition programmes to show the examples of positive communication, fairness, teamwork, and empathy in practice. The fair allocation of work and responding to the concerns of the employees in a timely fashion would help build trust and show the accountability of the managers. Introducing a psychological safety into daily interactions within the team members, Marriott reinforces the emotional background to achieve high degrees of engagement and collaboration. This suggestion is consistent with the research that employees are easily motivated, cooperative, and united in the event that they feel appreciated and upheld. In the end, the culture will allow developing resilience, communicative, and high-performing teams with the ability to overcome the emotional complexities of hospitality work within Marriott.
[bookmark: _Toc216123948]5.2 Limitations of the Study and Areas for Further Research
Despite the purposeful execution of the research and acquisition of useful insights, some limitations are to be admitted, which, in their turn, results in the possibilities of further research opportunities.
One main weakness is that of geographical and organisational scope of the study. The collected data were also based only on Marriot Hotels in South Wales, and this factor might not be extrapolated to the other parts of the globe or other hospitality brands. Next-generation research would consider a multi-site/ multi-brand research design to investigate the possibility of the varying influence of EQ on leadership in organisational cultures or structures.
The second weakness that is associated is associated with the use of self-reported questionnaire data that can be affected by social desirability bias. Although the use of semi-structured interviews alleviated this, any future research may use methods of observation or compare results with the performance results, guest satisfaction scores, or the HR results to enhance evidence.
The semi-structured interviews were adequately represented by a sample that was small. A larger sample size or multiple tiers of the organisation-giving the opportunity to take senior executives or corporate HR would provide more information on the organisational leadership practices and strategies of thinking about EQ.
Lastly, the research concentrated more on the EQ perception of employees and leaders and made less effort on how EQ can change within a period. The longitudinal research looking into the impacts of EQ training interventions on the leadership behaviour, employee morale, and or service outcomes would be of great contributions. These studies would help understand whether the enhancement of EQ results in the long-term change of organisations and what are the circumstances under which the emotionally intelligent leadership can be maintained
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The Role of EI in Effective Leadership &
Productivity and its Impact on Team
Performance
MBA Dissertation Research/ Student: MADALINA NAGY
Dear Participants,
I am inviting you to participate in this research by completing the following questionnaire. The main
aim of this research is to analyse the relationship between emotional intelligence skills in leadership
performance and team outcomes within hospitality organisations. Thank you!

[image: A pencil writing on a checklist

AI-generated content may be incorrect.]The following questionnaire will require approximately 
5-10 minutes to complete. 
[image: A map of the united states

AI-generated content may be incorrect.]Thank you for taking your time in assisting me with this research. Under no circumstances are you obliged to answer any the questions, however, in doing so will greatly assist me in completing my research and enhancing the understanding of this research focus. The data collected will remain confidential and used solely for academic purposes. Sincerely, Madalina Nagy- Student of MBA Programme, University of Wales Trinity Saint David, email address: 2019619@student.uwtsd.ac.uk
Demographics: collecting data about the characteristic of target audience
By gathering demographic data, it helps to segment participants, identify trends, and make informed decisions based on the characteristics of different groups.
1 What is your age?
18-22 years
23-28 years
29-35 years
35 and above
2 What is your gender?
Male
Female
Prefer not to say
3 Which Level in your organisation are you working?
Executive level
Functional level
Managerial level
Senior
Other
4 How many years have you worked in your organisation?
Less than 1 year
1 – 5 years
5 – 10 years
10 – 15 years
More than 15 years
[image: A group of people with speech bubbles

AI-generated content may be incorrect.]
Employee's opinion - Leadership. Focus on how employees perceive leaders' effectiveness
Emotional Leader is a leader who has the following competencies: self-awareness, managing emotions, motivating oneself, empathy, social skills
5 To what extent do you support this statement, “an emotional leader motivates employees easily”?
Extremely true
Somewhat true
Slightly true
Not true at all
6 In your opinion, does an applicant give due importance to the role of the leader when applying for a job role?
Yes
No
Maybe
7 Within your work setting, how do you feel when you communicate any issue with your leader/ duty manager?
Confident
Anxiety
Excitement
Trust
Relief
Other

8 In your opinion, what issues could employees present if a leader is not empathetic?
Difficulty in building relationship
Resistance to change
Low employee engagement and morale
Ineffective leadership and decision-making
Increased conflict
Poor communication
All the above
Other
9 How do you rate the impact of poor leadership?
Poor leadership affects motivation
Decreased team morale
Disengaged team
High employee turnover
Increased absenteeism
Missed targets
Stalled performance
Poor executive choices
Talent loss
Reputational damage
Increased stress 
Burnout for team members
Affects the overall well-being of employees
Other

10 Do you consider that your own productivity is affected by the emotional intelligence of your immediate supervisor?
Yes
No
Maybe
Experience related to emotional leader- based on the observation of the leadership style
The experience of an emotional leader is often described through the lens of EI competencies

[image: A group of people holding up a cardboard box with a smiley face drawn on it

AI-generated content may be incorrect.]
11 In your opinion, does your manager exhibit emotional intelligence? 
Self-awareness
Self-management
Social awareness
Relationship management





12 In your opinion what impact does an emotionally intelligent leader have upon team members?
Increases productivity
Improves conflict resolution
Boosts employee engagement
Fosters trust and support
Enhances team dynamics
All the above
Other
13 Have you observed the positive impact of a leader exhibiting emotional intelligence?
Yes
No
Maybe
14 In your opinion, does emotional intelligence of your manager support team engagement?
Yes
No
Maybe




15 How do you rate your team in term of engagement and collaboration?
Excellent
Good
Average
Poor
Fair
Unacceptable
Needs improvement
Meets expectations
Exceeds expectations
Other
16 Do you believe Marriott Hotel consider that emotional intelligence is an important factor for increasing a team's performance?
Yes
No
Maybe











17 In your opinion, what is the biggest challenge of being emotionally intelligent?
Cognitive biases
Resistance to change
Self-image and ego
Defence mechanism
Emotional avoidance
Fear of self-reflection
Authoritative style
Disciplinarian actions
All the above
[image: A hand holding a human brain

AI-generated content may be incorrect.]Other
Emotional intelligent skills are essential for effective leadership and personal success
The aims is to provide insights into one's emotional intelligence, which is critical for professional and personal success.
18 Would you like to work on your emotional intelligence skills to get a promotion in your organisation?
Yes
No
Maybe
19 Do you agree that it's challenging to be emotionally intelligent in the hospitality industry?
Yes
No
Maybe
Please explain your answer:
20 What barriers you think there are for people working in the hospitality sector?
Language barriers
Disability inclusion
Skills shortage
Evolving guest expectations
High employee turnover
All of the above
Other
21 Do you consider that emotional intelligence skills are related to conflict resolution skills?
Yes
No
Maybe
22 In your opinion, how do emotional intelligence skills relate to conflict resolution skills?
By improving teamwork
By improving self-regulation
By improving relationship management
Other









23 In your opinion, what is the best way to improve emotional intelligence?
Seeking feedback
Reflecting on emotions
Practicing mindfulness
Practicing active listening
Reading books on emotional intelligence
Building Relationships
Being empathic
All of the above
Other
24
Since emotional intelligence is important for productivity, team performance and leadership, would you like to give any suggestions or feedback to your organisation?




Leadership experienced at organisation- 
[image: A chalkboard with the word leadership

AI-generated content may be incorrect.]Marriott
The key idea of this section is to examine the results of the actual survey to assess and evaluate how to lead a complex and globally diverse hospitality organisation.
25 State one key responsibility of the Marriott leader.




26 What are the key aspects you consider while being a leader?
Fairness
Transparency
Emotions
Vision
Motivation
Revenue
Empathy
Impartiality
Objectivity
Problem solving
Clear communication
All the above
Other
27 Does Marriott Hotel consider emotional intelligence as a key skill for promoting employees to senior roles?
Yes
No
Maybe
28 Do you believe that Marriott Hotel is utilizing some of these methods to improve the emotional intelligence of its leaders?
Formal training
Making a supportive organisational culture
Mentorships
Mediation and conciliation
Feedback systems
All the above
Other
29 Do you believe Marriott Hotel is doing something to develop the emotional intelligence skills of its leaders?
Yes
No
Maybe
30 Overall, do you believe EI is important for the leadership level?
Yes
No
Maybe
This content is neither created nor endorsed by Microsoft. The data you submit will be sent to the form owner.
Microsoft Forms
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3. [bookmark: _Toc216123953]Ethics Form

APPLICATION FOR ETHICAL APPROVAL
In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. 
The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.
The individual undertaking the research activity is known as the “principal researcher”.
This form must be completed and approved prior to undertaking any research activity. 
SECTION A: About You (Principal Researcher)
	1
	Full Name:
	MADALINA NAGY

	2
	Student Number:
	2019619

	3
	Email address:
	2019619@student.uwtsd.ac.uk 

	4
	Programme of Study:
	MBA (Business Administration)

	5
	Supervisor:
	MARIE PITSON



SECTION B:  Internal and External Ethical Guidance Materials
	
	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific dodes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.


	1
	UWTSD Research Ethics & Integrity Code of Practice
	☒
	2
	UWTSD Research Data Management Policy
	☒



SECTION C: Details of Research Activity
	1
	Indicative title:
	The Role of Emotional Intelligence in Effective Leadership and Productivity and its Impact on Team Performance: A study of Marriott Hotel in South Wales

	2
	Proposed start date:
	12.08.2025
	Proposed end date:
	12.12.2025

	
	Introduction to the Research (maximum 300 words in each section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the three points below:
· Purpose of Research Activity
· Proposed Research Question
· Aims of Research Activity
· Objectives of Research Activity
Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
· What the research activity will add to the body of knowledge 
· How it addresses an area of importance. 

	3
	Purpose of Research Activity
This research examines how emotional intelligence (EQ) can influence leadership effectiveness and team performance within the hospitality sector and introduces Marriott Hotels as a case study occurring in South Wales. The study acknowledges that hospitality is an industry that involves high emotional demand, frequent interpersonal interaction, and multicultural teams. 
Leadership aimed at imparting emotional intelligence (EQ) is undertaken to reflect in communication, conflict resolution, employee engagement, customer satisfaction and other similarly impactful areas. 
This research will use a mixed methods approach, composed of semi-structure interviews and questionnaires, to get a complete understanding of what effect did EQ had in the context. Through mixed methods, broad measurement of leadership and emotional intelligence traits is possible across many Marriott locations in South Wales, and there are rich semi-structures interviews with real-world applications and challenges. The key objectives are to analyse the linkage between EQ and its ability to improve leadership success, its influence on team performance, challenging aspects towards EQ development and the efficiency of EQ training in respect of conflict management. The findings are intended to be used to enhance HR practices, leadership training and employee development programmes in hospitality contexts. 
This study thus offers important contributions for the stakeholder perspective of the industry, such as contributing to building emotionally intelligent leadership globally at Marriott, furthering employee retention strategies within the hospitality sector by providing an avenue for discussion around EQ and filling a critical gap in the existing literature with a hospitality-focused study of EQ.

	4
	Research Question
· What are the roles of emotional intelligence in effective leadership

	5
	Aims of Research Activity
The main aim of this research is to analyse the relationship between emotional intelligence skills in leadership performance and team outcomes within hospitality organisations.

	6
	Objectives of Research Activity
· To determine the roles of emotional intelligence in effective leadership in the hospitality industry. 
· To analyse the impacts of emotional intelligence on team performance in the hospitality industry.  
· To examine the challenges affecting emotional intelligence in leaders in the hospitality industry. 
· To investigate the relationship between emotional intelligence training and employee conflict resolution skills in the hospitality industry. 

	
	Proposed data collection methods (maximum 600 words)
Provide a brief summary of all the methods that may be used in the research activity to collect data, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here, but should instead describe how you intend to collect the data necessary for you to complete your project.
A mixed-method research design will be utilised for studying emotional intelligence implications on leader effectiveness and team success at Marriott International. This study will use descriptive survey techniques together with semi-structured interview procedures. The descriptive survey will collect patterns together with emotional intelligence relationships and participant attitudes through broad sampling, yet interviews will deliver deep knowledge about leadership and emotional intelligence perceptions.
A mixed-methods approach exists as a research method because it brings together statistical relevance data with a deep exploration of subjective experiences that quantitative methods cannot detect separately. Using these research methods produces triangulation to strengthen both the reliability and validity throughout the research process.
The study requires both qualitative and quantitative approaches when conducting research interviews. Participants, through qualitative interviews, can reveal specific instances that illustrate their encounters with emotional intelligence during real work scenarios. Research participants, through deep understanding, reveal insights that basic statistical data would not show, including triggering factors, together with reasons and results. 
To protect the use of a mixed methods approach for this study, the methodology used must be appropriate to the specific research aim. The problem tackled in this research is the study of how emotional intelligence (EQ) affects leadership effectiveness and interterm dynamics at Marriott Hotels; therefore, this must be studied with both breadth and depth. Quantitative methods alone would not provide the nuanced interpersonal interactions or emotional undercurrent that are important and central to EQ. Nevertheless, the scales for such constructs as EQ and leadership effectiveness, which are critical for measuring constructs against validated scales, require the use of empirical measurement data, i.e. quantitative data for generalisability throughout the organisation.
This is complemented by qualitative methods to rectify the lack of contextual richness of these measures. Participants can narrate lived experiences, emotional triggers, and describe leadership responses that structured surveys cannot access, through semi-structured interviews. The dual approach gives a chance for triangulation, which helps form the credibility and depth of findings. It stands defended because it offers a way to bridge the gap between the statistical generalisation and the contextual interpretation. Therefore, not only is the use of mixed methods appropriate, but it is necessary. The result is this strategy, which allows the research to engage Marriott’s real organisational realities more holistically and yield findings that are empirically sound and practically meaningful.
The combination of mixed research methods allows researchers to validate their findings through multiple evidence sources. The survey data trends can be checked and clarified by interview responses, which makes the research findings more solid.
The implementation of these two methods requires considerable time and high resource expenditure. The entire procedure involving survey and interview design, along with distribution, followed by collection and analysis, demands substantial time and resources. Task duration often becomes prolonged after HR staff are scheduled for interviews, while the transcription process and thematic analysis commitment run the project longer. Qualitative interviews face the major challenge of bias, which affects interview data. The participants might intentionally hide valuable data and simultaneously embellish their responses through social acceptability expectations. Researcher interpretation bias arises as a challenge which needs proper management.
The benefits of implementing a mixed-method approach in this situation exceed its restrictions since the research targets both interpersonal and organisational elements.

	7
	A set of questionnaires features structured queries which come from verified emotional intelligence and leadership effectiveness measurement scales. The survey contains ranking components alongside multiple-choice answers and Likert scales for measuring both behaviour patterns and perception points of participants. The questionnaire distribution through the email will enable wide participation from the different locations where Marriott HR departments operate.
Individuals from both HR personnel and team leader groups will undergo semi-structured interviews that span between 30 minutes to 45 minutes. The interview section investigates their leadership practice including their perspectives on emotional intelligence development as well as their applications of emotional intelligence. The researchers will obtain permission to record interviews that will eventually result in transcription.
Marriott International's HR staff members and mid-level leaders make up the specified demographic for this research project. These company employees work directly in recruitment, along with training and leadership development, so they present the best opportunity to share their expertise about emotional intelligence and leader success, with team functioning.
Purposive sampling will be employed as researchers will choose participants who possess knowledge related to the subject matter. The research design incorporates specific participants who would possess a deep understanding of leadership as well as emotional intelligence within the organisational environment.
An appropriate number of 100 participants will be selected for the survey to generate reliable data. The researcher aims to pick 10 participants for semi-structured interviews to obtain diverse viewpoints without creating excessive qualitative data.
This study will utilise accessible and practical tools for data analysis to ensure ease of use and relevance to the research setting. The survey conducted through Microsoft Forms will start with a data extraction into Microsoft Excel for subsequent data processing. The main analysis method for qualitative data will be a thematic analysis of semi-structured interview responses. The collected data through these tools will enable the study to successfully combine quantitative and qualitative research results. The study seeks to create valid conclusions through survey responses in addition to interview insights because this process combines quantifiable patterns with personal experiences from real participants.









SECTION D: Scope of Research Activity
	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☒
	☐

	2
	Use of interviews?
	☒
	☐

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☐
	☒

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	
	Details of any other primary data collection method:
	
	



If you have ticked NO to every question, then the research activity is (ethically) low risk and you may skip section E and continue to section F.
If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION E: Intended Participants
	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	☒

	2
	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	3
	Vulnerable adults?
	☐
	☒

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	☒

	5
	Prisoners?
	☐
	☒

	6
	Young offenders?
	☐
	☒

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	8
	People engaged in illegal activities?
	☐
	☒

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	☒

	
	Details of any other participant groups:

	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	An appropriate number of 100 participants will be selected for the survey to generate reliable data. The researcher aims to interview 10 participants for semi-structured interviews to obtain diverse viewpoints without creating excessive qualitative data.
Online or paper form questionnaire.

	11
	Who will the participants be?

	
The participants will be employees of Marriott South Wales.

	12
	How will you identify the participants?
	
The participants will be identified from among middle and high management: supervisors, shift managers, department managers.




	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	15
	Will you obtain written consent for participation?
	☒
	☐
	☐

	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☒
	☐
	☐

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	☒
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	28
	If YES to any question, please provide full details 

	
	



SECTION F: Anticipated Risks

	
	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them.  

	1
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information. If you have identified in section D that there are no participants, then enter N/A and go skip to question 3.

	
	Risk to participants:

Leaders experience multiple obstacles when attempting to develop their emotional intelligence skills, which leads to improved leadership and team success. 

The main obstacle blocks emotional intelligence development is in certain personalities. Emotional regulation and empathy development becomes challenging for people with particular personality traits including introverted or neurotic tendencies as well as minimal openness.

People who work in different cultures face major obstacles because of their diverging norms.
Leaders working in multicultural organisations such as Marriott need to understand and handle different emotional expectations as well as communication methods. 

Behavioural expressions of emotional intelligence in one culture often face misinterpretation within different cultural settings, thus resulting in social conflicts between people. Leaders at such organisations must demonstrate intense sensitivity to cultural differences along with strong adaptability skills.
	How you will mitigate the risk to participants:
Understanding the cultural diversity and the particular behaviour shaped by the culture from which the participant comes.

Following the University standards, the research activity does not include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), but the researcher will be aware that some participants will not answer to some questions and will respect their choice.
All participants can join the study and leave at their discretion without facing any adverse consequences.

	2
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	

	3
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:

While most of the studies existing now showcase the positive effects of EQ in work settings, there is not much research done towards the ways that such benefits operate in hospitality, particularly in guest services personnel, hotel management, or frontline operations.

· Emotional distress

· Anonymous Participation

· Confidentiality
	How you will mitigate the risk to the investigator:
The objective of this research and of the investigator is to study the extent to which EQ influences leadership effectiveness, employee engagement, as well as operational performance in Marriott (a global hospitality giant). Additionally, literature about EQ is limited in its clarity about the practical application of EQ across a spectrum of diverse and multicultural teams that are common in international hotel chains.  Filling that gap, this study directly analyses EQ's role in leading to leadership outcomes, cohesion in teams and employee retention in hospitality settings. This research focuses on real-world hospitality settings, making it relevant as well as contributing practical knowledge to the sector beyond generic EQ leadership discourse.

Avoiding uncomfortable situations for possible respondents diagnosed with ADHD, because individuals with ADHD frequently struggle to recognize their emotions, have a lower frustration tolerance, and impaired self-control — which can lead to aggressive behaviours. Individuals with ADHD often face significant challenges in emotional regulation, which is a key component of emotional intelligence. 

It is essential for individuals and entities to protect their reputation, and the researcher will be aware of this important aspect during this study.

This research expansively presents the importance of anonymity and confidentiality for research survey through critical literature reviews of past works. Poor anonymity and confidential strategies by a researcher not only develop unprecedented and precedented harm to participants but also impacts the overall critical appraisal of the research outcomes. Therefore, understanding and applying anonymity and confidentiality in research is key for credible research. 

Confidentiality and anonymity are research ethical principles that help in providing informed consent to participants assuring subjects of the privacy of their personal data.

	4
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:

The risk to the University would be data protection or the adverse publicity.

	How you will mitigate the risk to the University:
The risk of data protection is eliminated by obtaining consent and adhering to the confidentiality requirements set by the GDPR.

Regarding adverse publicity, the researcher will ensure not to use any information that could tarnish the image of the organisation which is the subject of research in this study.

	5
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:
NO
	How you will mitigate the risk to environment:



SECTION G: Feedback, Consent and Confidentiality
If you have identified in section D that there are no participants, then enter skip this section and continue to section H.
	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	
Through the Email address that was set up for further details or results, that the participants will be able to access.

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	Online questionnaire. 
A link will be set up for the questionnaire, allowing participants to take part in it. Participants will receive the questionnaire link via email. The email body will describe why the survey is being sent and how the data will be used. 
Before participating in a survey, participants should always be provided with a participant information sheet that they can keep and provided with an opportunity to ask questions about the project should they wish. The researcher must obtain the participants' consent.
Also, the researcher should:
· Provide an initial page before the survey starts, which contains a brief summary of the project, the information from the participant information sheet, the researcher contacts details, and a downloadable participant information sheet.
· this is important so that participants are given the legally required data protection information in a form that they can retain.
· Provide a final page containing a ‘Submit’ button, prefaced by a statement reminding the participant that clicking the final ‘Submit’ button of the survey at the end will constitute the participant providing consent to participate, in full knowledge of the information in the participant information sheet.

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	
Anonymous participation will be assured.
Anonymous participation in the research refers to the practice of allowing individuals to respond without revealing their identities. 
This approach encourages respondents to provide honest and unbiased feedback, as they are not concerned about being identified or facing negative consequences for their answers.

Key points include:
· Confidentiality: Participants feel secure sharing their opinions without fear of retaliation. 
· Honesty: Anonymity promotes genuine responses, which can lead to more accurate data. 
· Sensitivity: It is particularly beneficial for sensitive topics, where respondents may hesitate to share their true feelings. 
· Data Protection: Ensuring that no personal information is collected can enhance the validity of the results. 

Overall, anonymous questionnaire is used for gathering valuable insights while maintaining participant privacy.



SECTION H: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	☐
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	


	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c ) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	
☐
	
☐

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	



	
	
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	☒

	6
	University computers?
	☒
	☐

	7
	Private company computers?
	☐
	☒

	8
	Home or other personal computers?
	☒
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☐
	☒

	10
	“Cloud” storage or websites?
	☐
	☒

	11
	Other – specify:

	☐
	☒

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	All data will be kept in password protected cloud storage on the University Office 365 system which
will not be shared. Audio/visual data will be transcribed and would be shown to participants to
check accuracy of reporting. Any USB sticks used to store or transfer data will be password protected. All participants will be given a unique identifier to ensure confidentiality, and this list will be kept securely in the password protected folder. 



	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☐
	☒

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☒

	15
	Sharing of data with other organisations?
	☐
	☒

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☒

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☒

	18
	Publication of data that might allow identification of individuals?
	☐
	☒

	19
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and/or any international equivalent):

	
	
All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected. All data transfers will be encrypted and password protected.  All participants will be given a unique identifier to ensure confidentiality, and this list will be kept securely in the password protected folder. The data will be stored until the completion of the project and then deleted. In accordance with the DPA2018, participants will have the right to ask to see what data is held relating to them, and this data will be deleted immediately if the participant requests this, in which case the data will not be used in the project.

	20
	List all who will have access to the data generated by the research activity:

	
	
Principal Researcher and MARIE PITSON

	21
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	
Principal Researcher

	22
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. 

	
	
All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected and will be reformatted at the end of the project in order to destroy the data. The data will be stored until the completion of the project and then deleted. 

	22
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	☒

	23
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	☒




SECTION I: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	MADALINA NAGY
	Date: 18.08.2025


	2
	Director of Studies/Supervisor:
	MARIE PITSON
	Date:

	3
	Signature:
	

	



FOR INTERNAL USE ONLY:
	
	Ethical approval given 

	1
	Signature of assessor:
	
	Date:


	2
	Name:
	

	3
	Role:
	





Age

Years	
18-22 years	23-28 years	29-35 years	35 and above	3	12	16	69	



Gender

Gender Type	
Male	Female	Prefer not to say	19	81	0	



Organisational Role

Working Level	
Executive level	Functional level	Managerial level	Senior	Other	18	42	25	7	8	



Work experience

Years	
Less than 1 year	1-5 years	5-10 years	10-15 years	More than 15 years	12	30	23	10	25	


Motivational Impact of EQ

EQ	
Extremely true	Somewhat true	Slightly true	Not true at all	35	50	12	3	



Role of Leadership when applying for jobs

Importance to the role of leader	
Yes	No	Maybe	55	9	36	

Comfort in Communicating with Leaders

Feeling	
Confident	Anxiety	Excitement	Trust	Relief	Other	46	10	2	37	4	1	



Problems caused by non-empathetic leaders  

Issues	
Difficulty in building relationship	Resistance to change	Low employee engagement and morale	Ineffective leadership and decision-making	Increased conflict	Poor communication	All the above	47	16	32	20	21	38	41	



Impact of Poor Leadership

Issues	
Poor leadership affects motivation	Decresead team morale	Disengaged Team	High employee turnover	Increased absenteeism	Missed targets	Stalled performance	Poor executive choices	Talent loss	Reputational damage	Increased stress	Bournout for team members	Affects the overall well-being of employees	Other	75	64	48	39	28	52	31	36	40	27	56	50	56	



Perceived Impact of EQ on Team Performance

 	
Increases productivity	Improves conflicts resolutions	Boosts employee enagagement	Fosters trust and supports	Enhances team dynamics	All the above	Other	40	23	29	28	25	66	

	Team engagement and collaboration

 	
Excellent	Good	Average	Poor	Fair	Unacceptable	Needs improvements	Meets expectations	Exeeds expectations	Onter	35	48	14	5	1	1	6	2	1	


EQ importance for increasing team performance

51	
Yes	No	Maybe	51	7	42	


Operational Barriers to Applying EQ

 	
Language barriers	Disability inclusion	Skills shortage	Envolving guest expectations	High employee turnover	All of the above	39	12	31	30	29	41	


EQ and Conflict Resolution

 	
Yes	No	Maybe	71	7	22	


Improving EQ Skills Among Employees and Leaders

 	By improving team work	By improving self-regulation	By improving realtionship management	Other	54	10	36	0	


Important Leadership Qualities in Hospitality

 	56

Seeking feedback	Reflecting on emotions	Practicing mindfulness	Practising active listening	Reading books on emotional intelligence	Building Relationashps	Being empathic	All of the above	Other	29	33	22	40	14	39	40	49	1	
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Interview Questions
1. How would you describe the role of emotional intelligence

2 your daily leadership

responsibilities at Marriot, especially when managing service-related challenges?

2. In your experience, how does a leader’s emotional intelligence influence team performance,

engagement, or productivity within a hospitality environment?

3. What specific challenges do Marriott leaders face in applying emotional intelligence,

particularly during high-pressure or multicultural interactions with staff and guests?

4. Can you share an example where emotional intelligence—either your own or your

‘manager’s—helped resolve conflict or improve communication within your team?

5. Do you believe emotional intelligence training or development programmes at Marriott
contribute to improved leadership effectiveness? If so, how? If not, what improvements would

you suggest?





