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[bookmark: _heading=h.g7hqe6pwodah]Emotional Intelligence
[bookmark: _heading=h.fr2pmm5nck8i]1.0 	Introduction
Emotional intelligence (EI) has become a relevant subject in the workplace because skills on its own do not provide effective leadership, employee development or customer retention. In an aesthetic salon, treatments are intimate and can create the feeling of being anxious and heavily depend on trust; therefore, emotional signals from the practitioner can influence the clients feeling of safety and might affect retention. EI can be defined as the ability to see, understand and manage the emotions in the workplace (Mayer et al., 2016). This definition is useful because it treats emotions as information rather than weakness, but recent reviews still show differences to whether EI is understood as traits or learned through experiences (Coronado-Maldonado & Benitez-Marquez, 2023).
Workplace achievement is based on staff development; organisations offer or have skills and the behaviours needed for improved performance. Staff supply and demand is how CIPD (2025) defines workforce planning, identifying business performance and implementing solutions to meet strategic goals, which is where learning and development is similarly described as the way businesses develop staff capabilities, skills and competencies. In a small salon, its staff development has a small, if any, HR department, so its daily coaching, competency standards, calm feedback and safe practice aim to develop employees to be able to deal with clients professionally on their own. 
This assignment aims to evaluate EI theories and link them to organisational development and business performance, looking at EI, mindfulness and affects to review emotions that affect workplace performance in an aesthetic salon. It also incorporates societal change, individualism, demographic change, well-being expectations and customer personalisation, as these megatrends increase the need for emotionally intelligent leadership (World Economic Forum, 2025; OECD, 2025). 
2.0 [bookmark: _heading=h.sgz6t3gowtoz]Concepts and history of Emotional Intelligence
Although emotion and reason have historically been different, modern EI theory challenges ideas of good management. Goleman and Cherniss (2024) popularised the concept of EI in leadership by arguing that self-awareness, self-regulation, motivation and Empathy falls under social influence at work. Bar-On developed an emotional social intelligence model, measured through the EQI, and Petrides positioned trait EI as emotional self-perceptions within personality (Bar-On, 2006; Petrides et al., 2007). Current reviews continue to separate ability, trait and mixed EI streams, which is important because each stream makes different claims about assessment, development and performance impacts (Coronado-Maldonado & Benitez-Marquez, 2023; Powell et al., 2024). 
The history is important because each model leads to different management decisions, such as if EI is an ability, then assessment should evaluate emotional reasoning. If EI is a trait, it could be seen as more stable and linked to personality; however, if EI is a competency, then it could be coached through feedback and reflection. For a salon owner, this difference can be practical, as the practitioner may be able to understand if a client is anxious but still fail to regulate their tone. Another example: should the practitioner be warm with their clients but avoid difficult feedback with colleagues? Therefore, the most useful approach is not to choose one model but to apply the model that fits the problem in real-time. The table below demonstrates this. 
Table 1. Critical comparison of Emotional Intelligence Models 
	Model Theorist 
	Main Idea 
	Critical evaluation 

	Mayer, Salovey and Caruso: four-branch ability model (2016)
	EI is the ability to see emotions to facilitate thinking, understand emotional meaning and manage emotion. 
	Shows strong academics because it treats EI as mental ability and separates EI from personality. Less easy to apply daily unless translated into behaviours. Useful in consultations: being able to identify fear within clients and understanding it; being able to explain clearly and calmly the risks. 

	Goleman: Five components and competency model 
	EI is expressed through self-awareness, self-management, social awareness and relationship management.
	Very practical for leadership and workplace development because it turns EI into trainable workplace behaviours. Criticism is that Mixed competency models can become too broad and overlap with personality or leadership style. Best fit for the salon because it supports feedback, client care and team standards. 

	Bar-On: emotional-social intelligence model
	EI is a set of emotional and social skills influencing coping, relationships, decision-making and well-being. 
	This appears useful because it includes stress management and adaptability, which are important in high-pressure service settings. However, self-reflection tools can be biased, as people may rate themselves more favourably. 

	Petrides: Trait EI
	EI is an emotional self-efficiency located within personality. 
	This may be good for understanding why employees differ in confidence, resilience and emotional expression. It is less useful as a direct training tool, as it may review more stable traits. 

	Plutchik's wheel of emotions 
	Eight primary emotions combine and vary in intensity. 
	Not an EI model but useful for emotional literacy. It helps practitioners move beyond vague words such as 'stress' and identify anger, fear, and sadness, which improves communication and self-regulation. 



Note. Created by Keefe (2026).
Table 3 illustrates 5 different models used to compare the idea and critically evaluate its effect for the aesthetic salon, which identifies which model best fits the salon, such as Goleman, as it supports feedback, client care and team standards, compared to Plutchik, which only aims towards emotional literacy. Although this is beneficial for the manager and their employees, the main attraction would be to retain their current clientele, as this would be more cost-effective. Mayer proves useful for thorough consultations, which can be justified as future-proofing the client’s treatment; however, Bar-on included stress management, which has been documented as important for both staff and employees when running a business (Singh, 2025). When focusing on leadership, Goleman still demonstrates practical use being the favoured choice, covering more than one function; however, all models would be useful, depending on the owner’s current situation and end goal. 
3.0 [bookmark: _heading=h.1x3k67fclp7]Emotional Intelligence and why Managers behave the way they do
Behaviour in the workplace is never useably random due to it being shaped by emotion; learning within the workplace, amongst other traits; power; values; pressure; and the manager's interpretation of the situation. Plutchik’s wheel (1980) is helpful because it shows one’s emotional levels, such as anger sitting opposite fear, trust opposite disgust and joy opposite sadness. In salon practice, a client challenging a price, questioning a result or complaining publicly online may trigger fear of reputational damage, anger at unfairness as it appears, or embarrassment. If the manager does not name the emotion, the behaviour may become reactive. Without understanding the correct emotion, it can be triggered repeatedly and not addressed, such as being defensive, rather than accepting feedback, whether good or bad, and learning from it. Similarly for their employees, this can cause repeated behaviour issues and project incompetence, staff, therefore, resulting in clients leaving and seeking treatments elsewhere. 
The physiology of performance helps explain that acute stress activates the sympathetic nervous system and HPA axis, which releases stress hormones and prepares the body for short-term action, which is useful because genuine danger can limit thinking and instant decisions (Chu et al., 2024; Sarmiento et al., 2024). The amygdala is the part of the brain that detects threats, while the prefrontal cortex supports flexible thinking and decision-making, and the insula is associated with interpretation and views body sensations. In a salon, the manager may feel put on the spot yet remain calm externally; however, they may feel they did not answer at their best, having little time to think about what they wish to say. It could be argued that a manager is able to manage this stress level due to their competency within the role, such as having been a manager in the same role for over 3 years, then they may have great competency to deal with any situation; however, if they are new to their post, then they will learn to manage this as they progress in the role. Decision-making evidence supports this point by showing that acute stress can impair decision-making if the problem becomes more complex (Doroc et al., 2025).
Transactional analysis may suggest that communication can come from a critical or nurturing parent, a rational adult, or an adapted, free child (Duncan, 1988). In a salon, a stern manager may look to unintentionally communicate from a critical parent when giving standards, which may cause employees to respond from an adapted child through silence or being defensive. Adult-to-adult communication is more effective because it looks at the facts, expectations and solutions, such as if the consultation notes are not completed correctly, then an offer of advice and support is given before the next client. This supports the salon's standards and the practitioner’s psychological safety. 
The drama triangle is also relevant: in a small team where the owner may become the rescuer by solving every client or staff issue, the employee may become the victim by saying they cannot manage difficult clients. The owner may then change to the persecutor when frustrated (Karpman, 1968). The empowerment dynamic reviews this as the creator, coach and challenger roles (Sara et al., 2023). This is important for workplace development, as rescuing staff might feel kind; however, long-term it can prevent individuals from developing in their role. Coaching questions might be useful to support them in developing confidence, rather than the owner taking over. Figure 1 demonstrates the emotion-to-performance pathway, highlighting which trigger can lead to emotion and how the body responds, creating behaviour and finally, performance. 
Figure 1. Emotion-to-performance pathway
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Note. Created by Keefe (2026).
4.0 [bookmark: _heading=h.mczssdgd6scc]EI Workplace Development 
Workplace development in the salon means developing the knowledge, skills, behaviour and emotional intelligence needed to deliver safe, consistent and profitable services. EI is important because learning is not only technical, but employees should also receive feedback, manage mistakes, manage demanding clients and maintain boundaries when communicating. Goleman’s model is effective because self-awareness helps the manager and their employees notice tone and triggers, self-management improves coaching and helps to deal with conflicts. This theory is practical and supported by current reviews that link EI with leadership, teamwork, commitment and trainable workplace capability. But evidence is stronger where EI is clearly defined and measured (Coronado-Maldonado & Benítez-Márquez, 2023; Doğru, 2022; Pulido-Martos et al., 2024; Powell et al., 2024). However, a high EI leader is more than “nice.” In aesthetics, too much accommodation can result in safety hazards, weak boundaries or inconsistent standards. Good EI is about being warm and boundary-setting at the same time. For example, if an employee consistently forgets to complete client records, a low EI response may be irritation, avoidance, or sarcasm. A high-EI response would be firm, clear and developmental, such as identifying the risk, explaining why documentation protects the client and business, demonstrating the correct process and a review performance after one week. EI demonstrates that it is directly associated with workforce development as it supports better teaching.
This can be supported with the 70:20:10 learning model, if it is not taken as a precise, evidence-based ratio. The model suggests that learning at work is experiential and social, and a small amount is formal training (Johnson et al., 2018). Critics say the ratio is overused and not strongly scientific, but it is useful as a design principle when paired with reflection and performance metrics. In the salon, 70% could be supervised practice and reflection following real consultations, 20% could be peer observation and mentoring, and 10% could be formal CPD. This is supported by Kolb’s learning cycle, which needs concrete experience, reflective observation, abstract learning and active experimentation (Kolb, 1984). This approach also aligns with current thinking in workforce development, where CIPD puts learning needs analysis, performance support and future capability at the centre of L&D strategy (CIPD, 2023, 2025b). Table 2 shows the EI against the workplace development and performance link, highlighting how the development leads to improved performance. 
Table 2. Applying EI to workplace development and performance
	EI
	Workplace development example
	Business performance link

	Self-awareness
	The manager notices staff who are defensive when challenged and pauses before responding.
	Reduces conflict before it escalates, therefore improving complaint handling. 

	Self-management 
	The team uses a short breathing space before dealing with difficult consultations. 
	Improves clinic decisions and can help to protect the reputation. 

	Empathy 
	The practitioner recognises that a filler client may feel anxious about appearance and cost. 
	Improves trust, gains informed consent and rebooking. 

	Relationship Management 
	Feedback is delivered as coaching rather than blame. 
	This improves staff capability, retention and consistency. 

	Motivation 
	The team connects standards to client safety and premium service
	This supports the quality of service and upselling ethically. 



Note. Created by Keefe (2026).
Table 2 identifies the link between EI and workplace performance by demonstrating examples within the salon. As such, when a client feels anxious and the practitioner recognises this feeling, this may improve trust. Further examples may include self-management, taking time, prepare, and control breathing, can help improve decisions, trust, and protect the reputation of the salon (Tindall-Ford & Lipscombe, 2025). 
5.0 [bookmark: _heading=h.pibcek44tz3h]EI and Business performance in an Aesthetic salon. 
Business performance is impacted through client retention, complaint rates, quality of service, staff productivity, clinical safety, reputation, referrals and financial results. Results indicate a positive association between EI and job performance, job satisfaction, organisational commitment and citizenship behaviour and a negative relationship with job stress (Doğru, 2022). A hybrid literature review also showed a strong link between EI and leadership and team outcomes, but the literature remains methodologically diverse and often relies on self-report data (Coronado-Maldonado & Benítez-Márquez, 2023). More recent healthcare and leadership evidence also supports a positive relationship between EI and work performance, while showing that context, competence and leadership style influence how strongly EI translates into measurable outcomes (Mehralian et al., 2025; Pulido-Martos et al., 2024; Powell et al., 2024). For example, linking the emotion to the workplace performance can help to identify models needed to address and learn from, to prevent these emotions from resurfacing. 
In a small salon, the effect can be stronger than in transactional businesses, because clients buy trust as much as they buy a treatment. Emotional staff is part of the service, but staff must be professional even if the client is nervous, late, dissatisfied or indecisive. One study indicates that emotional employees can influence customer repurchase intention and customer behaviour (Yang et al., 2023). In the beauty industry, the emotional service and service quality are associated with satisfaction and loyalty (Choi, 2023; Kravchuk & Krupskyi, 2025; Tambayong et al., 2022). Research in hair and beauty also indicates informal emotional support as part of salon work, which can increase burnout risk where boundaries and support are weak (Page et al., 2024). On the contrary, low EI can create visible business costs, through complaints, staff stress, bad atmosphere, defensive communication, client hesitation, reduced rebooking and reputation damage.
If a manager snaps at an employee, the employee might lose confidence, stop asking questions and make mistakes that could have been avoided. If a practitioner should rush a treatment on a client, the client may feel unsafe and refuse a treatment or go to another clinic. Being defensive in dealing with complaints can cost you one client and potentially future referrals through a bad reputation. On the other hand, high EI can help with premium positioning because clients often pay more when they feel heard, understood and safe. Figure 2 shows the indicative impact of EI capabilities, highlighting that client complaint recovery and client trust have the most effect. A defensive response may reflect an aggressive or passive-aggressive communication style as it focuses on blame or denial. An assertive communication style will acknowledge the clients’ feelings and remain professional (Maloney & Moore, 2020). 

Figure 2: The indicative impact of EI capabilities. 
[image: ]
Note. Created by Keefe (2026).
Figure 2 shows the different emotions and their impact on capabilities in the aesthetic sector, which demonstrates that client trust and complaint recovery have the highest impact on the salon. This information is not exact, and it is used for illustrative purposes only, based on real-life salon data. I am unable to attach it for general data protection (GDPR) rules. (Sarabdeen & Ishak, 2025). 
6.0 [bookmark: _heading=h.6wtqzvw8x2l]Societal Change, Megatrends and the need for Emotionally Intelligent Leaders
There is an increasing need for EI due to social change, where key drivers of the labour market to 2030 were to include technological change, economic uncertainty, geoeconomic fragmentation, demographic shifts and the green transition (World Economic Forum, 2025). The OECD points to a similar fact: “labour markets are moving towards skills-first approaches to work as the demographic, digital and green transitions challenge traditional education and recruitment models” (OECD, 2025). In a salon this means clients and employees want more personal communication, flexible development, visible values and emotional safety.
Two megatrends are of relevance: individualism, which means that clients are increasingly demanding a personalised service, autonomy and treatments that match their identity and not a one-size-fits-all approach; and demographic change, which means different generations are introduced to the workplace with different communication norms, feedback expectations and wellbeing priorities. These trends have created five practical reinforcers: personalisation, transparency, psychological safety, adaptability and continuous learning. Leaders with EI are better equipped to respond because they can read emotional cues, explain decisions, adapt communication, and maintain boundaries without losing warmth.
But this should be critically evaluated. EI cannot fix structural problems such as low pay, unrealistic workloads, unclear policies or weak systems. If leaders expect employees to regulate emotions without addressing the cause of stress, it can even be exploited. This caution is echoed by current workplace wellbeing evidence, which suggests that individual-level wellbeing interventions may have limited impact if organisational causes of stress are ignored (Fleming, 2024; WHO, 2024). So, EI must go together with fair policies, training, clear procedures and workload management. The EFQM model is of use here, as it links leadership, culture, stakeholder engagement, sustainable value, performance and results (Nabitz et al., 2000). In the salon, EI should be measured by practical results such as staff confidence, client reviews, repeat bookings, consultation quality and complaint recovery, not just by how emotionally aware the owner feels.
7.0 [bookmark: _heading=h.hghtxw3i0pkz]Mindfulness: definition, theories and relationship with EI
Mindfulness is often defined as paying attention, on purpose, in the present moment and non-judgementally (Kabat-Zinn, 2003). A recent review of definitions supports the idea that mindfulness contains present-moment awareness, attentional regulation and a particular attitude towards experience, but warns that definitions can become too broad if not used carefully (Chems-Maarif et al., 2025). MBSR is an 8-week programme developed by Jon Kabat-Zinn using practices such as body scan, sitting meditation and mindful movement. MBCT was later developed by Woody (2020) by combining mindfulness with cognitive therapy to prevent relapse in depression. Mindfulness is important in the workplace because it strengthens attention, awareness of body signals and the ability to notice thoughts and emotions without rushing to respond.
Mindfulness is a good fit with EI because EI requires awareness and regulation, and mindfulness trains the pause that makes regulation possible. It is the reverse of automatic pilot: behaviours occur automatically and without conscious choice. In a salon, autopilot might be racing through consultations, defending yourself when challenged or taking on your employees’ problems because it seems faster. Mindfulness breaks this up by bringing attention to breath, body, tone and the task. A simple example is the five senses exercise: Notice five things you see, four you feel, three you hear, two you smell, and one you taste. This can prime attention before a tough conversation, and broader evidence shows that mindfulness can support attention, working memory and cognitive functioning, although effects vary by intervention design and participant context (Zainal & Newman, 2024).
Evidence supports that workplace mindfulness interventions found significant improvements in stress, mental health, wellbeing and work-related outcomes, but also revealed heterogeneity and the need to consider context (Michaelsen et al., 2023). A systematic review in 2025 found that mindfulness-based programmes led to improvements in task, adaptive and contextual performance outcomes, but confidence in the evidence was exceptionally low in places, especially when compared with active controls (Vainre et al., 2025). This suggests mindfulness can improve performance, but it should not be marketed as a sure-fire productivity solution. Fleming’s UK evidence on individual-level wellbeing interventions further supports the crucial argument that mindfulness is more plausible when combined with workload, role clarity and management improvements rather than as a substitute for better work design (Fleming, 2024).
Table 3. Mindfulness tools and critical application in the salon.

	Tool 
	Workplace 
	Critical point

	MBSR principles 
	With planned stress reduction through breathing, the body can practise awareness. 
	Useful tools for stress management, but the full eight-week programme may be unrealistic for a small salon.

	MBCT principles 
	Being aware of negative thinking patterns and returning to the present experience. 
	It is helpful for defensive thinking, but it is not a clinical model and should not be used informally to treat staff mental health. 

	Three-minute breathing space
	Pause before replying to a complaint or correcting an employee. 
	Very practical and low cost but depends on if it is practised regularly. 

	Five senses exercise 
	Grounding before the consultation process.
	This is good for immediate attention but should not be linked to reflective reviews. 

	Mindful debrief
	After a difficult client, ask what happened. Why did I feel? What did I choose? What will I do next? 
	A wonderful way to turn emotion into learning. This may help to prevent blame culture. 



Note. Created by Keefe (2026).
Table 3 provides critical evaluation of mindfulness tools and applications in the salon. MBSR principles appear to accept too much of the salon owner's time; however useful they are with stress management. This would be useful if the owner were stressed. MBCT principles illustrate its use particularly around defensive thinking; however, the owner should tread lightly, as there can be a fine line between dealing with mental health and coaching, plus they need to consider HR law. The three-minute breathing space is low cost, supporting the budget, but should be encouraged and can only be effective if practised regularly. The five senses exercise could be an effective way to encourage self-reflection; however, the owner needs to be careful that this does not reflect the employees’ monthly reviews. The mindful debrief, like self-reflection, where the employee or manager reflects on how they dealt with any situation and a chance to turn emotion into learning. This can also help to regulate emotion, as self-control can be balanced as the employee gains competence within demanding situations (Melnikov et al., 2018). 
Recent research shows that EI and mindfulness are linked through the Leader Mindfulness in Communication Model. Suggesting managers that can communicate mindfully are more likely to listen and avoid judgement. This supports EI leadership because it can help to improve trust and workplace relationships with both clients and employees. In contrast, managers who lack EI may be defensive, and employees may become dissatisfied (Du and Xie, 2025). 
8.0 [bookmark: _heading=h.k8b8gtcirnc3]Review of Emotions and workplace performance 
Self-reflecting can indicate that the owner is able to remain calm in tricky situations but may not always respond in the preferred way when placed on the spot. This may suggest that professional self-control is present, but cognitive flexibility and verbal response are under pressure. Using Goleman’s model, this is a self-management tool to develop tricky situations in the salon and help with relationship management. The defensive response is understandable because criticism in small, reputation-led businesses can feel personal, but defensiveness may reduce listening and make other people feel dismissed. 
The circle of concern and circle of influence model is useful here (Covey, 2020). Online opinions, client moods, competitor pricing and social trends may sit in the circle of concern. Clear policies, tone response, consultation quality, staff coaching and compliant processes sit in the circle of influence. This focuses on the influence which supports decision-making better and reduces negative emotions. There are attitude labels, such as 'martyr', 'moaner', 'bully', 'sufferer', ‘do-gooder' or ‘no-hoper', which can help to identify common patterns, but they should be used carefully because labels can become judgemental. A better approach would be to identify behaviour and need underneath it and move from drama to empowerment. 
An example within the salon is an employee repeatedly asking the owner to step into difficult client conversations. A drama response may be resentment, rescue or criticism, whereas an empowerment response would be to coach the employee using a script, observe them over time and debrief Kolb’s cycle. This helps to develop them, be mindful of the client’s experience and supports reducing the owner’s overload. 
Table 4. Self-assessment review 
	Area
	Current Indication 
	KPI

	Self-awareness
	Being calm but needs to reflect on better wording. 
	Keep a log of what triggers conversations, KPI-less issues and clear follow up notes. 

	Self-management
	Can stay calm and professional, but defensiveness may show.
	Use three-breath pause and five-senses reset before responding. KPI lower the number of complaints

	Social Awareness
	Strong focus on the client and professional standards.
	Ask one clear question before explaining. KPI improves the consultation process and feedback. 

	Relationship Management
	Can be stern if needed but protects their professional standards. 
	Use valuable feedback scripts. KPI: Boost employee confidence and less need for the owner. 

	Mindfulness
	This is useful for automatic pilots. 
	Two-minute reset before reviews and treatments. KPI, better decision-making and emotional recovery. 



Note: Created by (Keefe, 2026). 
Table 4 identifies the area of EI against its current indication and KPI. Self-management can be achieved through remaining calm and professional, despite the current situation. The KPI would be to lower the number of complaints, for example. 
9.0 [bookmark: _heading=h.o4v9kgdjijw2]Organisational evidence: Transport for London and critical analysis
Transport for London (TFL) is a useful organisational comparison because it has used well-being and conversation-based leadership interventions. There is published case material that describes people’s initiatives focused on active listening, empathy, inclusion and feedback through “Conversation Matters” (Business Culture Awards, 2023). The strength of this example is that it links emotional capability to measure organisational needs such as stress, trust, absence, safety and performance. It also fits current UK concerns about work-related stress, as the Health and Safety Executive (HSE) reported 964,000 workers suffering from work-related stress, depression and anxiety in the UK in 2024/2025 (HSE, 2025). 
However, the limitation is that case studies are different from independent academic evaluation, as they often highlight success and may not report all failures. For this assignment, TFL supports the idea that EI and mindfulness interventions can be scaled and aligned to organisational strategy, but it does not prove that all interventions will work in a small salon. The lesson for the salon is to avoid copying the programme and instead copy the logic, which is to identify any performance issues, train better behaviour, support practice and measure outcomes. 
[bookmark: _heading=h.pyv3jdh2u65l]10.0 	Recommendations 
The chance to introduce a simple EI self-using Goleman’s four domains and repeat it every three months. Use scripts to support staff when dealing with difficult clients and observe their performance and feedback when appropriate. Apply 70:20:10 development approach with supervised consultations, observation and short formal CPD sessions on communication, complaints and emotional behaviour. Create a two-minute mindfulness routine before high-pressure consultations or difficult conversations such as breathing exercises. Measure business impact through KPIs which include client retention, complaint rate, documentation quality, customer feedback and employee independence.
[bookmark: _heading=h.b41xdmhc2bz1]11.0 	Conclusion 
EI is relevant to workplace development and performance because emotions influence how we deal with difficulties, such as learning, communicating, decision-making and experiencing service. The strongest model reviewed is the Mayer-Salovey-Caruso ability model (2016), while the most practical leadership model for the salon was Goleman’s competency framework. Bar-On adds value by including stress tolerance and adaptability, and Plutchik (1980) supports emotional literacy by helping staff name emotions more accurately. Mindfulness tools complement EI, as it creates a pause needed to move from the autopilot to the behaviour of choice. 
Critically, EI and mindfulness are not magic solutions, and they do not come naturally for certain people, depending on background and experiences, and they must link to systems, standards and measurable outcomes; otherwise, they become vague. In a salon setting, emotionally intelligent leadership can improve staff development, client trust, complaint handling and the service provided, but only when combined with clear policies, safe practice, and consistent feedback. The overall review exposes a useful development point: calmness is already a strength; the next stage would be to respond with clarity and reduce defensiveness. Reflection tools prove to be useful in developing the owner and their staff. 
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