

[image: A close-up of a sign

Description automatically generated]


UNIVERSITY OF WALES: TRINITY SAINT DAVID
BMSW6106
Developing Emotional Intelligence Skills for the Workplace
Assessment Task 1 –Individual Report. Report title “Why building an emotionally intelligent workforce should be a business priority in this current volatile economic environment and how employers can train and develop their existing staff to make them emotionally intelligent workforce?” (3500 words)
Assessment Task 2 –Individual poster Presentation
Lecture name: Amare Desta
Student name: 2023024 Maria Vitoroi









TABLE OF CONTENTS:
INTRODUCTION:	3
EMOTIONAL INTELLIGENCE IN THE WORKPLACE:	4
RECOMMENDATIONS:	9
CONCLUSION:	10
REFERENCES:	11
APPENDIX:	12





















[bookmark: _Toc151072431]INTRODUCTION:
  Netflix is a business that adopted business concepts and procedures from other industries to a market where it saw future opportunities. The creators of Netflix, Reed Hastings and Marc Randolph, recognized a chance to enhance the home movie-watching habit as the 1990s came to a conclusion and more people had access to Computers and started to feel comfortable online. They recognized that consumers might not want to make the long travel to a video store just to rent movies, therefore they used this realization as a new business opportunity. The introduction of DVD technology to the marketplace and the establishment of the DVD-by-mail industry was the primary source of challenge for Netflix. The business initiated a technological revolution that quickly proved unavoidable for rivals like Blockbuster, a chain of video rental stores (Voigt et. al. 2017). 
  Twice since its debut, Netflix has redesigned its value proposition: first, in 1999, it adopted a subscription business model, offering users unlimited DVD rentals for a set monthly fee—no expiration dates or extra late fines. With this, Netflix began offering DVD rentals at a fixed price. Second, in 2007, Netflix launched its online movie streaming service, which serves as the cornerstone of its current business strategy today (Voigt et. al. 2017).
  In 2022, Netflix employed 12,800 people in total. Working in highly innovative and effective methods with brilliant individuals is what the organization values most. Because of this, the company's basic tenet is "people over process," and it makes an effort to assemble exceptional individuals into dream teams (Netflix Jobs, 2023).
  Netflix and other streaming businesses have been among the few "winners" of the Covid-19 pandemic. Online streaming services were in higher demand the longer Covid social limitations had been in effect. Out of all these services, Netflix leads the market with 200 million subscribers globally, with 73 million of those being in America. This puts it well ahead of its rivals. Because Netflix has continuously provided new content during the pandemic, it has been able to hold the top spot. With more than 190 countries where it is available, Netflix tracks every customer's interaction through big data analytics to create more unique content. Cloud storage is also used by it for content creation and acquisition (ACCA, 2023).
  A significant portion of the workforce now works remotely due to the COVID-19 pandemic, which has drastically changed the way businesses operate. With Netflix leading the movement towards remotely work culture, many organizations have found it difficult to adjust, while others have embraced it.
  Emotional intelligence pioneer Daniel Goleman's four components serve as the foundation for the major models of emotional intelligence that will be used in the study. According to Cherniss et al. (2001) a foundation for comprehending and enhancing emotional intelligence is provided by these elements:
1) Self-awareness is defined as having the capacity to identify and comprehend one's own feelings, as well as how they affect one's actions, thoughts, and decision-making.
Qualities: Realism in self-evaluation, self-assurance, and emotional self-awareness.
2) Self-regulation is the ability to restrain one's emotions, impulses, and reactions while remaining composed in a variety of circumstances.
Qualities: emotional restraint, flexibility, dependability, and diligence.
3) Social awareness is defined as the capacity to comprehend and feel another person's needs, feelings, and points of view in order to build strong interpersonal bonds.
Qualities: Service orientation, organizational awareness, and empathy.
4) Relationship management is the definition of creating and preserving an excellent connection with people through cooperation, effective communication, and dispute resolution.
Qualities: Motivating leadership, persuasion, fostering growth in others, handling conflict, cooperation and teamwork.
  Together, these four elements support the growth of emotional intelligence in people and are essential to establishing a supportive and emotionally intelligent work environment. These models will be examined in the context of how Netflix uses them throughout the report, taking into account how they affect both individual growth and organizational success.

[bookmark: _Toc151072432]EMOTIONAL INTELLIGENCE IN THE WORKPLACE:
  According to Pinos et al. (2013) emotional intelligence (EI) is the capacity to control and observe one's own emotions, identify various emotional states in others, differentiate one's own emotions from those of others; and have the ability to channel information toward one's actions when making decisions. In other words, these abilities offer the elements a person needs to interact and converse with others in an efficient manner. While emotional intelligence (EI) is a valuable talent in all spheres of social interaction, it is especially critical in the workplace. It affects how well or poorly an employee can carry out their duties by controlling their emotions and observing that their colleagues are doing the same. Moreover, a person's ability to handle professional demands, achieve excellent employee morale, and participate in information elaboration is all impacted by their level of social awareness.
  Bar-On's model of emotional intelligence, according to Dhani and Sharma (2016), can be thought of as a mixed intelligence that also includes components of personality, health, and well-being in addition to cognitive ability. It is thought to be more process-oriented than outcome-oriented and has to do with the possibility for success and performance. He described emotional intelligence as an assortment of non-cognitive capacities, competences and skills that contribute to one‘s potential to succeed in coping with external demands and stresses. The concept includes a wide range of concepts, including emotional intelligence, assertiveness, self-worth, self-actualization, independence, empathy, interpersonal relationships, social responsibility, problem solving, reality testing, flexibility, stress tolerance, impulse control, happiness, and optimism. Emotional difficulties and failure might be indicators of low emotional intelligence. According to Bar-On, a person's general intelligence ultimately reflects their potential for success in life. Both cognitive and emotional intelligence play an equal role in this (Dhani and Sharma, 2016).
  Based on the ability model of emotional intelligence, Peter Salovey, John D. Mayer, and David Caruso created the Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT), an evaluation instrument for emotional intelligence (EI) (Mayer et al., 2007). In contrast to other models that concentrate on self-report questionnaires, the MSCEIT is intended to assess a person's true emotional intelligence competencies.
  The four branches that make up the MSCEIT's framework each stand for a certain set of emotional intelligence-related skills. Sensing emotions is the first branch. In other words, is the ability to identify feelings in oneself, in others, and in diverse stimuli like scenarios or images. The second one, on the use of emotions to promote thought, goes into greater detail on how emotions can direct thought and problem-solving. Moreover, comprehending emotions is the third branch, being able to understand the subtle differences between emotional states and the intricate links between emotions. Lastly, the ability to effectively regulate emotions in both one and others, often known as emotion management, includes the capacity to problem-solve in emotionally charged circumstances and traverse emotional situations (Mayer et al., 2007).
  When it comes to measuring emotional intelligence, the Bar-On model and the MSCEIT are two different but useful methods. The ability-based assessment of the MSCEIT sets it apart, whereas Bar-On's model provides a thorough, multifaceted understanding of emotional intelligence. The exact evaluation goals and the relative weights assigned to cognitive and self-perceived emotional abilities may influence which option is best. Combining the findings from the two models may lead to a more comprehensive understanding of a person's emotional intelligence.
  The company's current state has been made possible by the emotional intelligence of Netflix's managers. The managers at Netflix support the company's efforts to improve its mental health. The company offers an unrestricted vacation policy to its employees, which serves as a source of inspiration; nonetheless, this policy is very contentious (Netflix investors, 2023). The company in question genuinely enforces a policy prohibiting employees from taking vacation time because they would worry about losing their employment. Employee dissatisfaction with the entire system stemmed from the fact that emotional intelligence was not used to assist in executing policies within the firm. 
  MacCann et al. (2020) claim that emotional intelligence education assists in an organization's managers' improved policy implementation. With the support of this, the staff members can frequently comprehend the state of the company. Organizations can gain a better understanding of their degree of development by utilizing the relationship-building part of emotional intelligence. Managers of an organization can motivate their teams to perform effectively by using it to assist the teams in getting less stressed. 
  One of the most important aspects that may be used to improve organizational performance is the leaders' motivations for implementing emotional intelligence. In Netflix's case, the managers also strive for emotional intelligence because it allows the company to manage development at a higher level. 
  The four pillars of emotional intelligence are self-awareness, self-management, social awareness, and relationship management, according to Singh and Aditi (2019). The aspect of emotional intelligence is improved by each of these pillars. These organizational pillars provide leaders with the support they need to navigate a crisis (Singh & Aditi, 2019). As a leader, Reed Hastings has been successful in implementing relationship management at Netflix. The emotional intelligence pillars are important for leaders because they frequently face difficulties fostering harmony within their businesses. By giving his staff the responsibility for making decisions, Reed Hastings has demonstrated certain qualities of self-awareness. Supervisors at Netflix who are highly self-aware are better able to handle the creative process. They are able to provide constructive criticism because they are aware of their own prejudices and emotions. This is essential for fostering a supportive and cooperative work atmosphere. Emotional intelligence has frequently been applied inside the framework of the company through these features.
  One of Reed Hastings' most significant contributions to the organization's holiday program implementation was making improvements to the problem through these initiatives. As a leader, Reed has come to terms with the fact that workers are more productive when they return from vacation feeling recharged. He believes that when workers put in too much overtime, they turn into zombies, which affects the organization’s overall effectiveness (Comparably, 2023). The firm decided to implement this kind of employee program for the following reasons. In actuality, the vacation policy was highly contentious. The bosses were afraid that the fury among the staff over the no-vacation policy would affect them. 
  The components of Goleman's emotional intelligence model are motivation, self-awareness, self-regulation, social skills, and empathy (Kanesan & Fauzan, 2019). These elements must exist inside a leader for them to help them enhance their emotional intelligence. Reed Hastings possesses a variety of motivating traits that enable him to inspire greater productivity from his staff. He has consistently incentivized his staff to exceed expectations and instituted measures such as vacation programs to enhance employee engagement. It is the responsibility of leaders to always lead by example, and they need to take steps to advance their own development. Through their ability to exert some degree of control over various facets of employee well-being, leaders are frequently able to oversee higher levels of development. 
  O'Connor et al. (2019) state that one important way that firms are able to manage their workforce is through the emotional intelligence of their leaders. The vacation policy that affected the company's employees was removed by Netflix. The policy had been removed, but the staff were unaware of it. The organization's leaders brought up the updated policy. They advised against employees taking leaves of absence when an important problem exists within the company. If properly executed, the unrestricted vacation policy would have been beneficial for higher levels of growth.
  The company has always respected the liberty and autonomy of its employees. With its unrestricted vacation policy and management style, Netflix has faith in its staff to complete tasks without micromanaging them. Collaboration has always been important to Netflix when it comes to actual work, and the worldwide epidemic has just made this value stronger. The organization had worked hard to make sure that workers could continue to efficiently collaborate and communicate even when they were working remotely. This included checking in with supervisors and co-workers on a regular basis, using collaboration tools, and using virtual whiteboards.
  Employees could set up a home office with $500 compensation from the employer, and mental health tools were available to aid with stress and anxiety management. Most notably, Netflix had asked for input from its staff on how to make the remote work experience better and had been open and honest with them about the difficulties involved. The organization had adopted a data-driven strategy, measuring the effectiveness of remote work and making required improvements based on indicators like employee engagement and productivity (Purpose_Brand, 2023).
  Organizational success is greatly influenced by the complex interplay that exists between business advantage, effective management communication, and emotional intelligence. Leaders who have high emotional intelligence can effectively read their team members' feelings, which is essential for good communication, according to Papoutsi et al. (2019). Furthermore, the authors make it clear that empathy, the ability to comprehend and experience another person's feelings, is a component of emotional intelligence. Empathic managers build a relationship with their staff that encourages truthful communication and trust. Therefore, emotional intelligence plays a role in successful conflict resolution. Leaders who possess the ability to handle conflicts with empathy and tact can positively resolve problems, avoiding a breakdown in communication. Additionally, managers who possess emotional intelligence are flexible in their communication approaches. By adjusting their communications to their team members' emotional requirements, they can foster more engagement and understanding.
  According to Khosravi et al. (2020), managers that communicate well make sure that the team is aware of the company's vision, mission, and strategic goals. Employee alignment with organizational goals is facilitated by this clarity, which benefits the company financially. Leaders who communicate well provide their teams direction and a feeling of purpose. Ultimately giving a competitive edge, this alignment improves teamwork, productivity, and the capacity to accomplish common objectives. Furthermore, they claim that clear and efficient lines of communication create a climate in which team members are at ease sharing their thoughts and opinions. This serves to develop creativity and invention, which gives a company an edge over rivals in fast-moving marketplaces. Consequently, consumer relationships benefit from excellent communication. Effective communicators foster long-lasting bonds with their clients, which boost client happiness and loyalty and provide them a major competitive edge in cutthroat markets. When things are changing, good communication is crucial. An organization's ability to adapt to changes in the market is boosted by leaders who can effectively communicate the rationale behind changes, handle concerns, and lead the team through transitions. This facilitates smoother change management.
  According to Gupta (2021), emotional intelligence plays a role in the creation of a positive workplace culture. A healthy work environment that attracts and maintains top talent is fostered by managers who are adapt at understanding and managing both their own and their team's emotions. Consequently, managers who possess strong emotional intelligence and proficient communication abilities can effectively inspire and involve their workers. More productivity from engaged workers directly benefits the company by fostering greater creativity and efficiency. Leaders with emotional intelligence are better able to manage the emotional implications of uncertainty and change. Furthermore, efficient communication in times of transition helps the company become more adaptable, which is important for reacting to changes in the market and obtaining a competitive advantage. Positive brand perception is enhanced by effective communication, which is impacted by emotional intelligence. Customers and stakeholders are more likely to choose companies that communicate in an emotionally intelligent and transparent manner, which improves the company's standing in the marketplace.
  The self-awareness, self-regulation, social awareness, and relationship management components of the emotional intelligence models that Netflix has implemented are essential for addressing the personal growth requirements of each employee in the company. 
  Emotional intelligence consists primarily of self-awareness, which is the capacity of an individual to identify and comprehend their own feelings, ideas, and actions. It entails being aware of one's values, strengths, and weaknesses as well as how one's actions affect other people and oneself (Bratton et al. 2011). In the context of Netflix, the focus on self-awareness is quite pertinent. Employees in the creative and dynamic entertainment sector must be aware of their feelings, abilities, and limitations. Due to that knowledge, they are able to negotiate the changing dynamics of the industry and make valuable contributions to the collaborative procedure for content development.
  The capacity to control and govern one's emotions, impulses, and behaviours is known as self-regulation, and it is a fundamental aspect of emotional intelligence. It entails controlling one's temper under duress, refraining from rash decisions, and adjusting to shifting conditions (Grewal et al., 2006). For Netflix staff members, self-control is essential, particularly when faced with uncertainty and stressful circumstances. Resilient and adaptive corporate cultures benefit from those who can control their emotions, as the streaming business demands prompt decision-making. 
  Another important component of emotional intelligence is social awareness, which is the capacity to comprehend and feel the needs, feelings, and viewpoints of others. Social awareness is greatly enhanced by the ability to detect social signs, understand the dynamics of interpersonal interactions, and act sensitively in social circumstances (Serrat and Serrat, 2017). Social awareness is essential in a multinational corporation such as Netflix. Making material that resonates requires an understanding of the feelings and viewpoints of co-workers as well as the broad global audience. This model is suitable for encouraging inclusivity and empathy inside the company. 
  An essential component of emotional intelligence is relationship management, which includes the capacity to establish, manage, and negotiate constructive and fruitful interactions with others. It requires the ability to influence and motivate others, resolve conflicts, and communicate effectively (Adeoye and Torubelli, 2011). The focus on connection management fits in nicely with Netflix's method of creating collaborative content. Strong relationships must be established and maintained both within and externally for partnerships and collaborations to be successful.
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  During and after the COVID-19 pandemic, a thorough approach is needed to implement a plan that fosters improved cooperation, connectivity, and high emotional intelligence (EQ) behaviours among Netflix's current team.
  Netflix has the potential to improve self-awareness through customized training initiatives, workshops, or even by utilizing technology to facilitate self-assessment tools. Constant feedback systems can assist people in assessing how they feel in different circumstances, which can promote both professional and personal development. Furthermore, Netflix can provide mindfulness classes, stress management courses, and leadership development opportunities to support the development of self-regulation. Giving staff members coping mechanisms for pressure and stress might improve their capacity for emotional fortitude and reasonable judgment.
  Additionally, Netflix could invest money on programs that promote diversity and inclusion, cultural sensitivity training, and activities that help staff members recognize and value other points of view. Various points of view can greatly enhance one's societal awareness. To improve relationship management abilities, Netflix might offer team-building activities, communication seminars, and dispute resolution training. A supportive atmosphere and a focus on candid communication are key components of successful relationship management. 
  Netflix can integrate emotional intelligence elements into leadership development initiatives, thereby providing leaders with the necessary tools to lead with compassion, comprehension, and effective communication. Additionally, can create mentoring programs that match seasoned executives with people looking to improve their emotional intelligence, and can offer individualized coaching sessions. Moreover, Netflix can make use of technology to improve remote teamwork, by putting into practice and maximizing online collaboration tools that help with project management and communication, guaranteeing smooth teamwork even in remote environments. In addition, we can implement recognition initiatives that honour and commemorate situations in which staff members exhibit great emotional intelligence. This highlights how crucial these actions are to the corporate culture.
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  The post-COVID era presents several uncertainties and problems that highlight the significance of emotional intelligence. Emotional intelligence and regulation are essential for adapting to change, building resilience, and preserving a happy workplace.
Businesses can benefit strategically from emotional intelligence as well as use it as a tool for personal growth. It helps with improved collaboration, efficient leadership, and flexibility—all of which are essential for preserving a competitive advantage in the corporate world.
  Organizations can gain a competitive edge by utilizing emotional intelligence as the basis for effective leadership and communication. The assimilation of emotional intelligence into communication tactics amplifies teamwork, creativity, and flexibility. As a result, the company is better positioned to succeed over the long term in a business environment that is changing quickly.
  In summary, developing emotional intelligence is a purposeful investment in people's and organization’s long-term performance rather than just a reaction to immediate problems. The ability to manage the human element of work through emotional intelligence will continue to be a crucial factor in determining resilience, creativity, and competitive advantage as the corporate landscape changes.
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MY EMOTIONAL INTELLIGENCE’ S SCORE: 42

The level of my emotional intelligence is passable. Through the quiz result | realized that i should work on different aspects of
my personality, in order to improve my emotional intelligence that eventually will be helpful for my personal and professional

growth.

STRENGTHS AIA WEAKNESSES

* Increase my self-confidence
* Improve how (o listen
* Increase my professional network

* Take care of mysell

* Take inspiration from othel

* Make the first move

o Write

MY SKILLS OF EMOTIONAL INTELLIGENCE:

« To acknowledge and value other people's efforts is very important and I'm trying
to do

« 1am able to apologize when is needed and i believe that shows accountability
and humility.

« 1am capable to empathize with and understand others' emotions, which
cultivates an atmosphere of compassion and helps to build meaningful
connections.

« To keep my word is not something difficult for me, but to control my thoughts is
something that | need to practice.

« 1am capable of efficiently directing and controlling my own thought processes.

« I'm a person that encourage taking into account a variety of viewpoints.

« Forgiveness is essential for maintaining healthy relationships and this ability |
still try to work upon. Sometimes it's easy, sometimes not.

« To "protect myself from manipulation" is an important skill that 'm not sure that
I have.

« The ability to "Think before Speak or Act" is an ability that | believe that | need to
work more because I'm an impulsive person.

« Everyone believes that is a good listener, but in fact | believe that is a skill that
needs a continuous practice.




