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[bookmark: _Toc492714867]Executive summary

This report explains the significance of compassionate leadership and trauma-informed practice with explanation of importance of emotional intelligence within healthcare system. The contribution of EI and compassionate leadership to long-term sustainability in the organisation enhance changes in the managers performance changing regular staff performance and reducing burnout. Healthcare professionals work in demanding environment characterise by VUCA world making effective leadership and emotional awareness top priority to staff wellbeing and patient care. 
Organisations offering support to clients should not forget that they can operate with the help of carers that should be taken care of by management and improve overall wellbeing. Managers with higher EI have more skills to manage challenges and support employees. 
A personal analysis based on two quizzes reviling high level of empathy and average skills in recognising emotions. Further training is needed to empower body language skills. The personal development plan has been created with the time frame to improve interpersonal skills.   
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[bookmark: _Toc1288333471]1.0. Introduction
Healthcare organisations work in increasingly challenging environments. Staff is expected to provide high-quality care during difficult times of uncertainty. The importance of trauma-informed practise can create safe space for everyone, receive support and empower individuals. Emotional intelligence combines with compassionate leadership focuses on empathy, understanding emotions and read other’s people emotions which are important skills in VUCA world where everything changes fast. Factors that enhance compassionate leadership include attending, understanding, empathising and helping. 
[bookmark: _Toc519873004]2.0. A critical analysis of the importance of trauma-informed practice, emotional intelligence and managers agility in VUCA world
[bookmark: _Toc1376975479]2.1. The importance of trauma-informed practice
Trauma informed practice has become more important in recent years. The approach focusses on reducing adverse effect on mantal and psychical health of the traumatising experiences. According to Office for Health Improvement & Disparities (2022) trauma is a negative experience or set of negative events that for an individual is harmful or life threatening. This is individual for every human, but it can cause long lasting disadvantageous effect on people mental, physical, social, emotional or spiritual well-being. Whereas, Bright and Taylor-Collins (2023) state that trauma-informed practice needs organisation-level commitment and training. Organisations have a different level of knowledge and implementation regarding trauma-informed approaches. They explained that not every experience will be traumatic and people should get help no matter what. If the experience of trauma is omitted by organisations people might not get proper help suitable for them. 
NHS England (2025) recognises the 4 R’s of trauma-informed care:
Realise: trauma can affect individuals, families and communities, and all people at all levels have a minimum awareness about trauma, 
Recognise: people within organisations safely identify trauma, and how it can affect individuals, families and communities.
Respond: organisations integrate compassionate respond by practising a trauma-informed approach.
Resist re-traumatisation: organisation assess practises that may compound trauma. Trauma-informed organisations avoid this.
There are four steps that can help organisation to become trauma- informed and fully adopt approach by:
1. Create awareness and secure the support and active participation of stakeholders for a trauma-informed approach; 
2. Staff wellness is supported by organisation culture;
3. Employ a workforce that gives tangible concept of the values of trauma-informed care; 
4. Creating a safe physical, social, and emotional environment (Trauma-Informed Care, 2026).

[bookmark: _Toc854323195]2.2. Emotional intelligence in VUCA world
According to Godwin (2024) emotional intelligence (EI) is the capability to comprehend, handle, and express emotions not only my own but also perceive and influence emotions of others. This idea proposes five key aspects of EI: self-awareness, self-regulation, motivation, empathy and social skills. However, Mayer et.al. (2024) states that emotional intelligence is a skill of understanding emotions and use emotions to support effective thinking. EI contains four specifics: perceiving emotions, facilitating thought with emotions, understanding emotions, and managing emotions. Audrin and Audrin (2023) explained further that perceiving emotions is an ability to read our own psychological and psychical state of emotions (it can also be tendency to be sensitive to other’s emotions). Second understanding emotions refers to connecting emotions to certain situations. Third ability is managing emotions that refer to capacity to emotion management as well as other’s emotions. Last factor facilitating thought with emotions help to name an emotion and choose to engage or disengage.
Emotional intelligence in health care is important to understand other people emotions and reduce conflicts carer- patient and help to make decisions to achieve better care results. Cernega et.al. (2024) explains why emotional intelligence in VUCA world is important. The VUCA acronym was introduced by US army following disturbance after end of Cold War. Volatility indicates how rapidly and unpredictably a situation; changes appear repeatedly and are hard to predict. Uncertainty refers to situation with limited knowledge, making it difficult to describe existing state, future outcomes or other possible results. Complexity is a situation where many interconnected parts (institutions) that are difficult to implement all processes within the imposed deadlines. Complexity arises from the need to respond in correct way to coordinate actions and strategy. Ambiguity refers to lack of clear goals, different interpretation by a specialist in the same field. Each of the elements are important in the health care system because it help to recognise and prepare for unpredictable crises and fragile staff management. At the working settings where carers and doctors meet people from different backgrounds, different health problem and different expectations regarding treatment EI helps to put ourselves in others situation and try to understand their motives behind their behaviour. VUCA helps to quickly analyse the situation and act quick to mitigate outcomes. Zawadzki et.al. (2024) says that relationship between leadership and EI have a significant influence on performance, decision-making, employee support and culture within the organisation. 

[bookmark: _Toc691467324]2.3. Compassionate leadership affect wellbeing and performance

Compassionate leadership style is important in the health care system. It can help to connect individuals’ emotions and understand them. Compassionate leadership according to Phuong et.al. (2026) is a link with benefits to staff, patients and the organisations. There are four factors that enhance leadership style: attending, paying close attention to colleagues without interrupting. Understanding helps to solve problems or challenges team is facing without unnecessary assumption. Empathy that helps to understand other people emotions and caring about their wellbeing. Helping and supporting colleagues so they can effectively do their work. Organisations nowadays emphasize the need of leaders that will take a new role as a coordinator of other people behaviour in the workplace (Coronado-Maldonado and Benitez-Marquez, 2023). Many leaders are feeling burnout due to doing too many things in a demanding role (Gerhard et.al. 2026). Staff wellbeing is important as mentioned by Morgan (2024) where she suffered burnout as a doctor caring for children. She explained that connection and sense of belonging is a fundamental to wellbeing and the outcome is better care for the patients. 

[bookmark: _Toc2022586826]2.4. Long-term sustainability impact of EI and compassionate leadership style in the organisation
Karkou et.al. (2026) says that well-being of the health care workers is at risk of a moral injury. Care workers are morally and ethically responsible for their care receiver. Preventing them from doing their job correctly and sufficiently can lead to stress disorder and anxiety. 
Procare Nursing Ltd. (2022) is an organisation domiciliary care in Cardiff and Vale of Glamorgan. Working in care can be demanding due to higher level of physical and psychological stress. As a part of my work description, I was responsible for helping client with their personal hygiene. Many of my clients were elderly people who needed help with simple tasks like dressing up or shower. During 2018 I was pregnant with my second child and obviously I was doing my job slightly slower but still I was committed to my job and my favourite people. One of the ladies asked me to wash her hair as other carers refused due to lack of proper bathroom stating, “It will take too much time”. Seeing this lady stressed and disappointed I decided to help her. By the time I finished it was time to make her quick breakfast and ran to another client. Office called me to go quickly to another client as she was worried why no one came still. I explained that they put too many calls on my schedule and I simply cannot make it on time especially that this lady asked for my help. I learnt that I should leave her and go to the other house. This experience left me a bit disappointed that they could not see how their actions stressed not only me but as well the other lady. She asked for help many times and was refused due to time constrains. We should be able to understand that people with disabilities need our help but are too shy to ask or do not want to feel useless. Managers should priorities staff and client's well-being since it is healthcare company. 
Another issue regarding lack of understanding between staff and managers was when one of the other coworkers complained about too tight schedule. Managers instead of losing up her schedule decided to make her angry and spread call every 30 minutes with the 30 minutes wait for another call. My friend felt embarrassed that they treat her like that. 
Those two examples showed that EI and empathy is important for the well-being of the staff and the clients. After experiencing those two situations I felt that after my maternity leave, I do not want to go back to this chaos due to their lack of understanding and compassion. For them the most important thing was fulfilling the demand forgetting about people who work for them and clients who expect help with their daily tasks. Training and visualisation of the problem could help with staff satisfaction and lesser burnout.     
[bookmark: _Toc358075016]3.0. Empathy and emotional intelligence quiz
[bookmark: _Toc1922768887]3.1. Analysis of the quiz results

According to Larianow (2025) empathy is an ability to identify and comprehend other people’s emotions as well as indirectly feel those emotions. The two main dimensions of empathy are: cognitive empathy that refers to understanding other people emotions, and affective empathy that speaks about feeling other people emotions.
 Empathy quiz suggested by EI lecturer indicate high level of empathy.  I scored 91 out of 110 points. My results show that I can easily sense other people’s emotions. Affective empathy shows that I have a wide capability to guess other people's emotions. The second dimension is cognitive empathy. My results suggest that I can easily identify myself in other people’s emotion and imagine what they might be thinking or feeling. I personally think I see when someone in sad or irritated. I can recognise their emotions by the way they speak. I can sense what they feel and I try to feel their pain or happiness. I think that sometimes when people are sad, I try to numb my emotions to “keep myself together” and do not cry with them. I have noticed that muting emotions and refusing to take them personally helps me to think clearer and strategic. On other side their mood can be contagious and as a person with strong affective empathy I tend to behave like people I am interacting with. My imagination helps me to understand what another person feels and experience. I always try to think the same way another person thinks and understand their way of seeing world and emotions. Empathy quiz showed my high ability to recognise and feel other’s people emotions. Unfortunately, another quiz about emotional intelligence and reading other people faces showed that I have average reading expression score. My score was 13/20. I have noticed I recognise negative emotions much better that those positive ones. I see when someone is angry or irritated but I mistake happiness with amusement. I need to hear person talking to recognise precisely their feelings. I wonder if I am slightly autistic or just strange. Those quizzes made me realise that I need improvement in some areas and it is never too late to learn something new.        
[bookmark: _Toc216338876]3.2. Recommendations of improvement

Recommendations suggested at the end of my test include:
· Practice active listening: active listening mean focusing on my dialogue with someone. Keep an eye contact. I need to let another person finish their thoughts without intervening or cutting through their sentence. I need to concentrate on their body language and facial expression. By active listening I can show my engagement in the conversation.
· Share in other people’s joy: empathy can be an answer to a positive emotions like satisfaction and self-respect, and sharing good news can reduce negative emotions (Coren, 2024). 
· Look for commonalities with others: Interaction with colleagues that seem to be completely different at first than I am, can be scary and intimidated but finding similarities and common interest can aid to sweep away hind and lack of trust, and promote empathy and teamwork.
· Read fiction: watching a film or play can help me to turn off my emotions and fully immerse myself in another person’s experience (Mahmoudi et.al., 2024). 
· Pay attention to faces: emotional intelligence quiz showed that I have difficulties to read other people faces. I need to improve those skills to be able to work with people better.  
[bookmark: _Toc1439667427]3.3. Personal development plan

Personal Development Plan can help me to achieve better results while working with people. Taking into considerations recommendations from my quizzes I will actively learn and improve my skills. Table 1. below shows how much time I give myself to improve my skills and what I am planning to do to achieve that:
                     Table 1. Personal Development Plan (DPD)
	Area of improvement:
	Date I will have this completed by:

	I will achieve this by: 
	What is happening now?

	How will I know I have been successful?


	Active listening
	30 October 2026
	Practise talking to people and not interrupting them, let them finish sentence before answering them (Glenn, 2024)
	I tend to interrupt when people talking
	I will stop interrupting people when talking and wait my turn

	Read fiction
	No date, continues reading books 
	Read at least one book a month from different genre (Mahmoudi et.al., 2024)
	I do not have much time to read due to studies
	When I finish at least one book I will know I have tried

	Pay attention to faces
	31 December 2026
	Practise quizzes with different faces and emotions to learn common mimics and watch YouTube videos (Wezowski, 2016)
	I struggle to read positive emotions, I mistake them with similar emotions
	I will easily recognise and name emotions without second guessing.


Source: self-implemented
[bookmark: _Toc423964239]4.0. Conclusion
To summarise, in order to support staff wellbeing, improve patient care, reduce burnout, and create healthier workplace culture managers should undergo training in trauma-informed practice to minimalize traumatising employees and reduce unnecessary conflicts. Managers should practice emotional intelligence to become better compassionate leaders that understand their subordinates and are able to see problems the same way employees see them. I personally experienced difficult times when working as a care worker due to office staff lack of understanding situations. This experience helped to open my mind to other possibilities. I believe that training and constant grow is necessary when receiving my EI results, they were average. Personal Development Plan will work as a check list of my progress.   
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