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[bookmark: _Toc170980899]Abstract 
This dissertation investigates the impact of Emotional Intelligence (EI) on employees at Amazon's CWL1 Fulfilment Centre, exploring its influence on organisational behaviour, leadership, and employee performance. Emotional Intelligence, as conceptualised by Salovey and Mayer (1990) and popularised by Goleman (1995), is critical in fostering interpersonal relationships and enhancing communication within high-pressure corporate environments like Amazon. Through a survey of CWL1 employees, this study examines the current implementation and efficiency of EI practices, the perceived impact of EI on decision-making and leadership, and the relationship between EI, employee performance, and organisational culture.
The findings reveal that while EI initiatives are recognised, their effectiveness varies, indicating a need for more consistent and impactful EI training programs. Employees believe that leaders with high EI are better at managing team dynamics and resolving conflicts, although a gap exists between the perceived importance of EI and its consistent application in leadership decisions. The study also demonstrates a clear correlation between high EI practices and improved employee performance and satisfaction, highlighting the value of EI in creating a positive work environment and fostering a cohesive organisational culture.
This research underscores the necessity for Amazon to enhance its EI development programs and integrate technological tools to support EI practices. Future research should focus on longitudinal studies and comparative analyses between different fulfilment centres to further explore the long-term impact of EI training on employee performance and organisational culture. By leveraging EI, Amazon can improve employee wellbeing, productivity, and overall organisational effectiveness.
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[bookmark: _Toc170980900]CHAPTER ONE
[bookmark: _Toc170980901]1.0 Introduction
Emotional Intelligence (EI) has become an increasingly pivotal concept in understanding and improving organisational behaviour and management practices. First introduced by Salovey and Mayer (1990) and subsequently popularised by Goleman (1995), EI refers to the capacity to perceive, understand, manage, and harness emotions in oneself and others effectively. This skill set is crucial in fostering interpersonal relationships and enhancing communication within corporate settings.
In high-pressure environments such as Amazon, which is renowned for its innovation and efficiency, the application of EI can provide a competitive advantage. Amazon places a strong emphasis on EI within its organizational culture, recognizing its crucial role in innovation and leadership. The company has established the EQ@Amazon community, which focuses on developing EI skills among employees, promoting psychological safety, and fostering an environment conducive to innovation and effective conflict management. Rich Hua, Amazon's Worldwide Head of EPIC Leadership, has been a significant advocate for integrating EI into Amazon’s leadership and training programs, impacting over 300,000 employees globally (2023, no date).
Amazon's operational model relies heavily on quick decision-making, robust leadership, and cohesive team dynamics to maintain its market leadership. This study aims to explore the cultivation and assessment of EI at Amazon’s CWL1 Fulfilment Centre in Swansea, and its consequent impact on organisational decision-making, culture, and performance.
Understanding how EI is integrated into business practices at Amazon could reveal insights into improving employee satisfaction, productivity, and overall organisational effectiveness. Given Amazon's customer-centric approach and high operational standards, examining the role of EI within this context is both timely and relevant. This research will investigate the ways in which EI influences leadership styles, employee interactions, and decision-making processes at CWL1, aiming to identify potential areas for enhancement in Amazon's management practices. By focusing on a single fulfilment centre, this study provides a detailed case analysis that could be applicable to other parts of the organisation or similar high-performance environments.

[bookmark: _Toc170980902]1.1 Aims and Objectives
Aim:
[bookmark: _Hlk169778874]To thoroughly investigate the influence of EI on Amazon's business operations at the CWL1 Fulfilment Centre in Swansea, focusing on aspects such as organizational behaviour, performance, and employee job satisfaction, using a survey-based approach.

Objectives:
1. Investigate the Implementation and Efficiency of EI Practices:
· Assess how EI practices are currently implemented at Amazon's CWL1 Fulfilment Centre.
· Evaluate the effectiveness and efficiency of these practices in the workplace.
2. Analyse the Impact of EI on Decision-Making and Leadership:
· [bookmark: _Hlk169775466]Examine how employees perceive EI influences decision-making processes among managers and leaders at CWL1. 
· [bookmark: _Hlk169775475]Investigate the relationship between EI and leadership effectiveness.
3. Evaluate the Relationship Between EI, Employee Performance, and Organisational Culture:
· Study how EI affects employee performance and productivity.
· Explore the impact of EI on the organisational culture at CWL1, including team dynamics and overall workplace environment.



[bookmark: _Toc170980903]CHAPTER TWO 
[bookmark: _Toc170980904]2.0 Literature Review
[bookmark: _Hlk170044141][bookmark: _Toc170980905]2.1 Introduction
Emotional Intelligence (EI) has emerged as a crucial component in modern organisational management, influencing leadership effectiveness, employee satisfaction, and overall organisational performance. This chapter provides a comprehensive review of existing literature on EI, examining its theoretical foundations, practical applications, and its specific impact in corporate environments. The review is structured to cover key areas including the conceptual understanding of EI, its role in leadership and management, its effects on employee wellbeing and job performance, and its integration into organisational culture.

[bookmark: _Toc170980906]2.2 Emotional Intelligence: Concept and Theories 
The concept of EI was first introduced by Salovey and Mayer (1990) and subsequently popularised by Goleman (1995), who broadened its scope to encompass a wide array of emotional and social competencies. EI is generally understood as the ability to recognise, understand, manage, and effectively utilise emotions within oneself and in interactions with others. Goleman’s model of EI comprises five core components: self-awareness, self-regulation, motivation, empathy, and social skills (Goleman, 1995).
Salovey and Mayer (1990) initially conceptualised EI as a subset of social intelligence. They defined it as the ability to monitor one’s own and others’ feelings and emotions, to discriminate among them, and to use this information to guide one’s thinking and actions. Their model of EI includes four branches: perceiving emotions, using emotions to facilitate thought, understanding emotions, and managing emotions. This framework emphasises the interplay between emotion and cognition, suggesting that emotions can enhance cognitive processes and interpersonal relationships.
Daniel Goleman (1995) expanded upon Salovey and Mayer’s work, bringing EI into the mainstream with his book "Emotional Intelligence: Why It Can Matter More Than IQ." Goleman’s model is more comprehensive, integrating emotional competencies into the realms of personal and professional development. He argues that EI is critical for effective leadership and management, as it encompasses the skills needed to navigate social complexities and make informed decisions.
Research by Mayer, Roberts, and Barsade (2008) has further validated the significance of EI, demonstrating its role in effective decision-making and leadership. Their studies show that individuals with high EI are better at managing their own emotions and understanding others' emotions, which is crucial for leadership effectiveness. Additionally, their research highlights the neural underpinnings of EI, suggesting that the ability to process emotional information is linked to specific brain regions involved in social cognition and executive function.
Further theoretical contributions by Bar-On (2006) and Petrides and Furnham (2001) have expanded the understanding of EI, introducing the Emotional-Social Intelligence (ESI) model and the Trait Emotional Intelligence model respectively. Bar-On’s ESI model includes components such as intrapersonal skills, adaptability, and general mood, which further elaborate on the comprehensive nature of EI. Petrides and Furnham’s Trait EI model, on the other hand, focuses on self-perceptions of emotional abilities, providing a more personality-based approach to understanding EI.

[bookmark: _Toc170980907]2.3 Emotional Intelligence in Organisational Behaviour and Management
Leadership and EI
Effective leadership is closely tied to high levels of EI. According to Goleman (2009), leaders with strong EI are better equipped to inspire and motivate their teams, handle stress, and make informed decisions. Boyatzis (2018) emphasised that emotionally intelligent leaders can build better relationships, enhance employee engagement, and drive organisational success. These leaders are adept at understanding their own emotions and those of others, enabling them to manage conflicts effectively and create a positive work environment.
Smith, Van Oosten, and Boyatzis (2020) argue that balancing analytical and emotional intelligence is crucial for leadership effectiveness. They suggest that leaders who can navigate between these two forms of intelligence are more capable of making informed decisions that consider both technical and human factors. This balancing act is particularly relevant in high-pressure environments like Amazon’s CWL1 Fulfilment Centre, where both rapid decision-making and employee wellbeing are critical.
Research by Good et al. (2016) also supports the notion that mindfulness practices, which enhance EI, can improve leadership effectiveness by increasing leaders' ability to manage stress and stay focused. This is especially pertinent in high-stress environments where leaders need to remain calm and composed to make effective decisions.
Team Dynamics and EI
Teams with high collective EI tend to exhibit better communication, collaboration, and conflict resolution skills. Jordan and Troth (2002) found that teams with higher levels of EI had fewer interpersonal conflicts and were more effective in achieving their goals. Druskat and Wolff (2001) argued that emotionally intelligent teams are more resilient and adaptable, crucial in fast-paced and high-pressure environments. These teams are better at understanding and responding to the emotional cues of their members, leading to improved team cohesion and performance.
Weisz and Zaki (2017) highlight the role of empathy, a key component of EI, in enhancing team dynamics. Empathy enables team members to understand and share the feelings of their colleagues, fostering a supportive and cooperative team environment. This is particularly important in diverse teams where differences in backgrounds and perspectives can lead to misunderstandings and conflicts.
Organisational Culture and EI
The integration of EI into organisational culture can lead to a more supportive and inclusive work environment. Organisations that prioritise EI in their culture promote greater employee satisfaction, wellbeing and retention (Spencer, 2015). Mayer, Roberts, and Barsade (2008) suggested that organisations with a strong emphasis on EI are more likely to have employees who feel valued and supported. Carmeli (2003) reported that high EI within organisational culture contributes to reduced stress and increased job satisfaction.
Feicht et al. (2013) demonstrate that EI-based interventions can significantly improve organisational culture by enhancing employee wellbeing and satisfaction. Their study on a web-based happiness training program shows that participants reported significant improvements in their overall wellbeing, highlighting the potential of EI-based initiatives in fostering a positive organisational culture. This is additionally supported by numerous studies that employee wellbeing programs have a range of benefits (Page and Vella-Brodrick, 2013; Edwards and Marcus, 2018; Donaldson, Lee and Donaldson, 2019).



Decision Making and EI
The role of EI in decision-making processes is another critical aspect of organisational behaviour. Leaders with high EI are more likely to consider the emotional impact of their decisions on employees, leading to more thoughtful and inclusive decision-making practices. George (2000) highlighted that emotionally intelligent leaders can navigate complex decisions by balancing analytical and empathetic thinking. This balanced approach ensures that decisions are not only effective but also considerate of the emotional wellbeing of employees.
Recent research by Kelliher, Richardson, and Boiarintseva (2019) supports this view, suggesting that leaders who incorporate EI into their decision-making processes are better equipped to handle the complexities of modern organisational environments. Their study indicates that EI can enhance leaders' ability to make decisions that align with both organisational goals and employee needs.

[bookmark: _Toc170980908]2.4 Emotional Intelligence and Wellbeing
Stress Management and EI
EI significantly influences employee wellbeing, encompassing both psychological and physical health. The concept of wellbeing in the workplace is multifaceted, including aspects such as stress management, job satisfaction, and overall mental health (Karimi et al., 2021). 
Employees with high EI are better equipped to manage stress and maintain positive interactions, which enhances their overall wellbeing. Goleman (2020) suggests that individuals with high emotional intelligence possess the ability to regulate their emotions effectively, contributing to lower levels of stress and burnout. This is supported by Carmeli (2003), who found a positive correlation between emotional intelligence and psychological wellbeing among employees, indicating that EI can serve as a buffer against workplace stress.
A study by the Health and Safety Executive (2017) highlights the importance of stress management in maintaining employee health and productivity. Their findings suggest that organisations that implement EI-based stress management programs see significant improvements in employee wellbeing and a reduction in work-related stress.


Job Satisfaction and EI
EI is linked to higher job satisfaction, which is a crucial component of employee wellbeing. A study by Sy, Tram, and O’Hara (2006) revealed that employees with high EI reported higher job satisfaction and better job performance. This connection between EI and job satisfaction suggests that emotionally intelligent employees are more likely to experience positive emotions at work, leading to enhanced wellbeing. This notion of a ‘happy’ worker being more productive is supported by additional research (Wright and Cropanzano, 2007; Oswald, Proto, and Sgroi, 2015).
Good et al. (2016) further support this by showing that mindfulness practices, which enhance EI, lead to higher job satisfaction. Their research indicates that employees who engage in regular mindfulness practices report greater job satisfaction and overall wellbeing, highlighting the importance of EI in the workplace.
Social Relationships and EI
EI also plays a vital role in social relationships at work, which are essential for employee wellbeing. According to Lopes et al. (2006), individuals with high EI are more adept at navigating social complexities and maintaining supportive relationships. These positive social interactions contribute to a sense of belonging and support, which are critical for psychological wellbeing.
Weisz and Zaki (2017) emphasise the importance of empathy in building strong social relationships at work. Their research suggests that empathy enhances employees' ability to understand and connect with their colleagues, fostering a supportive and collaborative work environment.
Conflict Resolution and EI
The role of EI in mitigating workplace conflicts and promoting a positive work culture cannot be overstated. For instance, American businesses lose $359 billion annually due to unresolves conflict that could lead to low productivity (Kauth, 2020). Jordan and Troth (2002) found that teams with higher levels of EI experienced fewer conflicts and were more effective in collaborative tasks. This reduction in workplace conflict leads to a more harmonious work environment, thereby enhancing employee wellbeing.
A study by Przybylko et al. (2021) highlights the importance of interdisciplinary wellbeing interventions that include elements of EI in reducing workplace conflicts. Their findings suggest that such interventions can significantly improve team dynamics and reduce conflicts, contributing to a more positive work environment.
[bookmark: _Toc170980909]2.5 Gaps in Current Research 
Despite the substantial body of work highlighting the importance of EI in various organisational contexts, several significant gaps remain. First, much of the existing research predominantly focuses on general or theoretical applications of EI without delving deeply into high-performance environments such as Amazon’s CWL1 Fulfilment Centre. Studies by Carmeli and Josman (2006) and Clarke (2010) underscore the importance of EI in task performance and leadership, yet they call for more context-specific research to understand its nuanced applications in high-pressure settings.
Additionally, there is a noticeable scarcity of longitudinal studies that examine the long-term effects of EI training and development within organisations. Slaski and Cartwright (2003) discuss the benefits of EI training on stress and performance but highlight the necessity for long-term evaluations to assess sustained impacts. Similarly, Bar-On (2006) suggests that while comprehensive models of EI exist, further research is needed to explore their practical implementation over extended periods.
Another gap pertains to the integration of EI with other critical organisational outcomes such as employee wellbeing, job satisfaction, and overall organisational culture. While the works of Bhardwaj, Sharma and Chand (2023), and Boyatzis (2018) provide valuable insights into the relationship between EI and employee performance, there remains a need for more empirical studies that connect EI with broader organisational health metrics. Zeidner, Matthews, and Roberts (2004) provide a critical review of EI applications in the workplace, calling for more targeted research to explore its effectiveness in specific job roles and settings.
Furthermore, the existing literature often overlooks the interplay between EI and technological advancements in the workplace. As organisations like Amazon increasingly rely on technology for operational efficiency, understanding how EI can be integrated with technological tools and processes is crucial. Harms and Credé (2010) highlight the need for empirical studies to validate the practical applications of EI in environments heavily influenced by technology.
Finally, there is a need for more comprehensive assessments of EI’s impact on organisational decision-making and leadership practices. Van Rooy and Viswesvaran (2004) emphasise the predictive validity of EI, yet they point out gaps in research related to its long-term impacts on organisational outcomes. Ashkanasy and Daus (2005) argue for the continued relevance of EI in organisational behaviour studies, noting the necessity for more nuanced research into its applications and outcomes. Studies by Wilson (2022) and Smith, Van Oosten, and Boyatzis (2020) further highlight the evolving nature of leadership in the context of EI, suggesting that dynamic and situational leadership styles necessitate ongoing research into EI’s role.

[bookmark: _Toc170980910]2.6 Conclusion
The literature on EI within organisational contexts highlights its critical role in enhancing leadership, team dynamics, and overall organisational culture. Emotionally intelligent leaders can significantly influence employee engagement, satisfaction, and performance, fostering a productive and harmonious workplace. Teams with high collective EI demonstrate improved communication, collaboration, and conflict resolution skills, leading to better performance and resilience (Cole, Cox and Stavros, 2019).
EI's impact on employee wellbeing is substantial, as emotionally intelligent practices can mitigate workplace stress, reduce burnout, and improve mental health. This is particularly relevant in high-demand environments like Amazon's CWL1 Fulfilment Centre. However, despite the evidence supporting EI's benefits, gaps remain in understanding its application in specific organisational settings and its long-term impact on business outcomes. Further research is necessary to explore the strategic implementation of EI and its effects on organisational performance in diverse contexts.
In summary, EI is an asset in organisational behaviour and management, contributing to enhanced leadership, team dynamics, and employee wellbeing. The subsequent chapters will delve deeper into these aspects, focusing on the empirical examination of EI at Amazon's CWL1 Fulfilment Centre and its impact on organisational practices and employee experiences.


[bookmark: _Toc170980911]CHAPTER THREE 
[bookmark: _Hlk170045516][bookmark: _Toc170980912]3.0 Research Methodology 
[bookmark: _Toc170980913]3.1 Introduction
This chapter outlines the research methodology adopted to investigate the impact of Emotional Intelligence (EI) on employees at Amazon's CWL1 Fulfilment Centre. It provides a detailed account of the research design, data collection methods, sample type and size, data analysis techniques, and the ethical considerations pertinent to the study. The primary aim is to ensure a robust and systematic approach to data gathering and analysis, ensuring the reliability and validity of the findings. 

[bookmark: _Toc170980914]3.2 Primary Research
[bookmark: _Hlk170754097]Primary research involves the collection of new and original data directly from sources such as surveys, interviews, or experiments. This type of research is fundamental for gaining firsthand insights into a specific issue or phenomenon, providing the most current data that is specific to the research context (Creswell, 2009; Denzin and Lincoln, 2017). For this study, primary research is essential to understand how EI is perceived and its impact on organisational behaviour, performance, and job satisfaction at Amazon's CWL1 Fulfilment Centre. Permission to conduct the research has been granted, see Appendix 1.

[bookmark: _Toc170980915]3.3 The Survey 
The survey method was chosen for its efficiency in gathering large amounts of data from a significant sample size, enabling a comprehensive analysis of EI's impact within the organisation (Dillman, Smyth, and Christian, 2014). The survey was designed to assess various dimensions of EI, including self-awareness, self-regulation, social skills, empathy, and motivation. Additionally, it examined the perceived impact of these EI dimensions on job satisfaction, teamwork, and overall organisational performance.
The survey comprised 25 questions, including both closed and open-ended questions to capture quantitative data and qualitative insights. The closed questions were designed to facilitate statistical analysis, while the open-ended questions allowed for a deeper exploration of employees' personal experiences and perceptions of EI at Amazon's CWL1 Fulfilment Centre. The survey was distributed via email to some employees and made accessible through a QR code at the workplace for others. A blank copy can be found at Appendix 2.

[bookmark: _Toc170980916]3.4 Piloting
Before full deployment, the survey was piloted with a small group of employees to test its clarity, relevance, and effectiveness. Feedback from the pilot was used to refine the survey questions, ensuring they were easily understood and adequately captured the necessary information. Piloting helped identify and rectify any ambiguities or biases, enhancing the survey's overall reliability and validity (Bryman, 2016). 

[bookmark: _Toc170980917]3.5 Secondary Research 
In addition to primary research, secondary research was conducted to contextualise the findings within the broader literature on EI. This involved a comprehensive review of existing studies, reports, and theoretical frameworks related to EI, organisational behaviour, and employee wellbeing. The secondary research provided a foundation for understanding the current state of knowledge in the field and identifying gaps that this study aims to address (Creswell, 2009). 

[bookmark: _Toc170980918]3.6 Sample Type and Size
A non-probability cluster sampling method was employed to select participants for the survey. This approach involves dividing the population into clusters, often based on geographical or organisational divisions, and then selecting entire clusters for inclusion in the sample. This method is useful in practical terms when it is challenging to conduct random sampling due to logistical constraints (Bryman, 2016).
Initially, it was estimated that the survey could be distributed to approximately 150 employees. However, due to the nature of the business, current low headcount, and the absence of temporary workers at this time of the year, the survey was accessible to a far smaller population of about 100 people. The researcher ensured demographic diversity by including participants from various age groups, genders, job roles, and lengths of service within the organisation. Then provided personal assistance to help participants overcome any obstacles they faced, such as accessing the survey or providing additional guidance as needed. 

[bookmark: _Toc170980919]3.7 Data Analysis Techniques
The data analysis for this study involved both quantitative and qualitative methods to ensure a comprehensive understanding of the results. Quantitative data were analysed using statistical tools, including descriptive statistics, to identify trends and patterns (Field, 2018). This approach allows for a clear and concise presentation of the data, facilitating easier interpretation and comparison.
Qualitative data from open-ended survey questions were analysed using thematic analysis. This method involves identifying, analysing, and reporting patterns (themes) within the data, providing a rich and detailed account of the findings (Braun and Clarke, 2006). Thematic analysis is particularly useful for understanding the deeper meanings and insights behind participants' responses, offering a more nuanced view of their experiences and perceptions. 

[bookmark: _Toc170980920]3.9 Ethical Considerations 
Ethical considerations were a cornerstone of this study, adhering to the guidelines outlined by the British Psychological Society (Oates et al., 2021) and the Universities’ own guidance (2022). Approval from an appropriate ethics review board was sought to ensure that all research activities conformed to high ethical standards. Participants were guaranteed confidentiality and anonymity, and data were handled securely. Participants were fully informed about the study's aims, their rights, and their ability to withdraw at any time without penalty, ensuring their welfare and rights were protected throughout the research process. 

3.10 Limitations
While the methodology employed aimed to be as comprehensive as possible, several limitations should be acknowledged. The reliance on a single method of data collection may have limited the depth of insights that could have been obtained through a mixed-methods approach, such as combining surveys with interviews or focus groups (Creswell and Clark, 2017). The lack of resources and time constraints prevented the researcher from adopting a more extensive mixed-methods design, which could have provided a more holistic understanding of the impact of EI at CWL1. Additionally, the non-probability sampling method, while practical, may not fully capture the diversity of the entire workforce, potentially limiting the generalisability of the findings (Teddlie and Yu, 2007).

[bookmark: _Toc170980921]3.11 Outcomes 
The research methodology employed in this study is designed to provide a comprehensive and reliable analysis of the impact of EI on employees at Amazon's CWL1 Fulfilment Centre. The combination of primary and secondary research, along with rigorous data collection and analysis methods, aims to generate valuable insights into the role of EI in organisational behaviour, performance, and employee wellbeing. The subsequent chapters will present the findings and analyse the data collected, providing a detailed examination of EI's influence within the organisation.


[bookmark: _Toc170980922]CHAPTER FOUR 
[bookmark: _Toc170980923]4.0 Findings and Analysis
[bookmark: _Toc170980924]4.1 Introduction 
This chapter presents the findings and analysis of the data collected through the survey conducted at Amazon's CWL1 Fulfilment Centre. The primary objective of this chapter is to provide a comprehensive examination of the impact of Emotional Intelligence (EI) on various aspects of organisational behaviour, performance, and employee job satisfaction. The analysis is structured around the survey questions, with each section detailing the responses and interpreting the significance of the results in relation to the study's objectives.
The chapter is organised as follows: each survey question is addressed in a separate section, detailing the responses and providing analysis. The results are interpreted in the context of the existing literature on EI, and their implications for organisational behaviour and employee wellbeing are discussed. The chapter concludes with a summary of the key findings, highlighting the most significant insights and their relevance to the study's objectives.

[bookmark: _Toc170980925]4.2 Findings
[bookmark: _Toc170980926]Demographic information: Questions 1 – 4
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The demographic information collected from respondents at CWL1 includes age, gender, role, and years of experience, providing a comprehensive overview of the workforce composition.
Respondents' ages varied significantly, with the majority in the 25-31 and 32-39 age groups, followed by 40-45. There were fewer respondents in the 18-24 and 46-54 brackets, with notable representation in the 55-59 and 60+ categories. This distribution highlights a diverse age range within the workforce, with significant representation across all age groups.
Gender distribution among respondents showed a slight male predominance, with more males than females and a small number of non-binary individuals. This gender balance indicates a relatively inclusive environment, though there is room for improving gender diversity.
Most respondents were Tier 1 permanent associates, indicating a large base of operational staff. There were also individuals in management and supervisory roles, reflecting the hierarchical structure within CWL1 (Handy, 1993).
Experience levels among respondents were varied. There was a significant proportion of relatively new employees with 1-3 years of experience, a substantial mid-level experience group with 4-6 years and 7-10 years, and a notable presence of highly experienced personnel with over 10 years at CWL1.
Gender trends within age groups show that younger employees (18-24) included a mix of genders, while the 25-31 age group had a higher number of females compared to males. The 32-39 and 40-45 groups showed balanced gender representation, while older age groups (46-54, 55-59, 60+) were predominantly male.
Role trends within age groups reveal that management positions were held by respondents across different age groups, with a concentration in the younger to mid-age range. Supervisory roles were filled by respondents aged 25-45, while the majority of Tier 1 permanent associates spanned all age groups, with the highest numbers in the mid-age brackets.
Experience trends show that the 1-3 years group included younger employees, while those with 10+ years of experience were older. The 4-6 and 7-10 years groups were well-distributed across ages 25-60, indicating a mix of newer and more experienced employees.
Overall, the demographic data indicates a diverse workforce at CWL1, with variations in age, gender, role, and experience levels, contributing to a multifaceted organizational environment. 
[bookmark: _Toc170980927]Question 5
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Empathy is valued equally by males (28), females (28), and non-binary respondents (2). Motivation slightly favours males (26) over females (21) and is mentioned once by non-binary respondents. Self-awareness is more noted by males (16) than females (13) and non-binary respondents (2). Self-regulation is favored by males (6) over females (3) and non-binary respondents (1). Social skills are equally valued by males (12) and females (11), with non-binary respondents mentioning it 3 times.
Tier 1 permanent associates predominantly value empathy (51), followed by motivation (45), self-awareness (24), self-regulation (7), and social skills (22). Management and Supervisors mention these skills less frequently.
Empathy is highly valued by all age groups, especially those aged 32-45. Motivation shows a similar trend across different ages. Younger adults (18-31) prefer self-awareness, while social skills are mentioned by respondents aged 32-39 and 55+. Self-regulation is less frequently mentioned across all age groups.
In terms of experience, empathy is highly valued across all levels, especially among those with 1-3 years and 10+ years of experience. Motivation is recognized among those with 4-6 and 7-10 years of experience. Self-awareness is notable among those with 1-3 years of experience, while social skills are valued across all experience levels.

[bookmark: _Toc170980928]Question 6
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The responses indicate that a significant portion of CWL1 employees EI plays a crucial role in shaping organisational culture. Among the respondents, the highest rating of 5 was equally chosen by 20 females and 20 males, reflecting a strong belief in EI's impact. A significant rating of 4 was given by 12 females, 15 males, and 2 non-binary respondents. Moderate belief (rating 3) was expressed by 6 females, 7 males, and 1 non-binary respondent, while minimal belief (rating 2) was selected only by 2 males.
Regarding roles, Tier 1 permanent associates predominantly believe in EI's contribution, with 33 selecting the highest rating of 5 and 26 selecting rating 4. Supervisors and Management also recognize EI's importance, with 3 Supervisors and 4 from Management choosing the highest rating, highlighting EI's perceived value across different job roles.
Age trends show that the highest belief in EI (rating 5) is prominent among respondents aged 32-39 and 40-45. Significant belief (rating 4) is observed across various age groups, indicating a cross-generational consensus on EI's importance. Minimal belief (rating 2) is limited to the older age group (60+), suggesting some generational differences in perception.
Experience trends reveal that employees with 1-3 years and 10+ years of experience strongly believe in EI's role (rating 5), while those with 4-6 years and 7-10 years also show significant belief (rating 4). Minimal belief (rating 2) is noted among those with 7-10 years of experience, indicating slight variations based on tenure.

[bookmark: _Toc170980929]Question 7
[image: Forms response chart. Question title: 7. In your experience, to what degree does a manager&apos;s emotional intelligence affect employee satisfaction and engagement within a team or organisation? 
. Number of responses: 85 responses.]
[image: A white sheet with numbers and black text

Description automatically generated]
[image: A white grid with black numbers

Description automatically generated]
[image: A screenshot of a white sheet

Description automatically generated]
[image: A screenshot of a graph

Description automatically generated]

The survey responses indicate a strong belief in the impact of a manager's EI on employee satisfaction and engagement. The highest rating (5) was selected by 19 females and 23 males, underscoring a robust belief in EI's positive influence. Rating 4 was chosen by 14 females, 15 males, and 2 non-binary respondents, indicating significant recognition of EI's role. Moderate belief (rating 3) was expressed by 5 females, 4 males, and 1 non-binary respondent, while minimal belief (rating 2) was selected only by 2 males.
Tier 1 permanent associates showed the highest agreement, with 35 selecting rating 5 and 27 selecting rating 4. Supervisors and Management also acknowledge EI's importance, highlighting its perceived value across different job roles.
Age trends show that respondents aged 32-39 and 40-45 predominantly selected rating 5, indicating strong belief in EI's role. Significant belief (rating 4) was observed across various age groups, while minimal belief (rating 2) was limited to respondents aged 60+.
Experience trends reveal that employees with 1-3 years and 10+ years of experience strongly believe in EI's role (rating 5), while those with 4-6 years and 7-10 years also show significant belief (rating 4).
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The analysis of question 8 delves into respondents' perceptions of the impact of EI on various management outcomes. The responses are segmented into five key areas: improved team collaboration and cooperation, enhanced employee morale and job satisfaction, effective conflict resolution, higher productivity and performance, and stronger interpersonal relationships with team members.
The data indicates a strong belief in EI's role in improving team collaboration and cooperation. Most respondents rated the impact highly, with the majority choosing ratings of 4 or 5. Specifically, 41 respondents selected rating 4, and 42 chose rating 5, reflecting a significant consensus across gender, role, and age groups. This trend is consistent with research that highlights the importance of EI in fostering teamwork and collaborative environments (Goleman, 2020).
[bookmark: _Hlk170052277]Similar to team collaboration, the respondents recognized EI's contribution to enhancing employee morale and job satisfaction. Ratings of 4 and 5 were predominant, with 39 respondents selecting 4 and 28 selecting 5. These findings align with studies suggesting that emotionally intelligent managers can positively influence employee satisfaction by creating a supportive and motivating work environment (Joseph and Newman, 2010).
The ability of EI to facilitate effective conflict resolution received the highest ratings, with 48 respondents selecting rating 5 and 33 selecting rating 4. The data underscores the critical role of EI in managing workplace conflicts, as emotionally intelligent leaders are better equipped to handle disputes constructively and maintain harmony (Smith, Van Oosten, and Boyatzis, 2020).
The responses for higher productivity and performance were more varied, with significant numbers rating the impact at 3 and 4. Specifically, 41 respondents selected rating 3, and 22 selected rating 4. This variation suggests that while EI is recognized for its positive influence on performance, other factors may also play a significant role. Research by Cherniss (2010) supports the notion that EI contributes to performance, though it must be integrated with other management practices for optimal results.
The impact of EI on building stronger interpersonal relationships was highly rated, with 40 respondents selecting rating 4 and 40 selecting rating 5. This strong consensus highlights the importance of EI in fostering positive relationships within teams, which is crucial for a cohesive and collaborative work environment (Goleman, 2020).
Overall, the analysis of question 8 reveals a strong belief in the positive impact of EI on various management outcomes, particularly in improving team collaboration, enhancing employee morale, and resolving conflicts effectively. 
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Description automatically generated][image: ][image: ][image: ]Most respondents across different genders, roles, age groups, and experience levels believe that EI can be developed and improved with adequate training. This reflects a positive outlook on the potential for growth in EI skills, which aligns with literature suggesting that EI can indeed be enhanced through targeted interventions and training programs (Brackett, Rivers, and Salovey, 2011; Goleman, 2020; Psychology Today, no date). 
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A small group (1 female, 5 males, and 1 non-binary respondent) indicated no interest in EI training, primarily among Tier 1 permanent associates and respondents aged 60+.
However, a significant portion (27 females, 22 males, and 1 non-binary) expressed interest in EI training, with most being Tier 1 permanent associates and aged 25-45.
Some respondents (10 females and 14 males) had received EI training more than a year ago, spanning various roles and ages, particularly 32-45 and 55-59.
A smaller group (1 non-binary, 3 males) received EI training within the last year, mainly in Management and among younger respondents (18-45).
Interest in EI training was high among those with 1-3 and 4-6 years of experience, indicating a need for development among newer employees. Those with 10+ years showed mixed attitudes, with some having received training and others expressing interest.
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A minority (1 female, 3 males, and 1 non-binary respondent) showed high motivation, primarily younger respondents in Management, Supervisory, and Tier 1 roles.
More respondents (10 females, 6 males, and 2 non-binary individuals) expressed considerable motivation, spread across all roles and ages, especially 25-45.
The largest group (18 females and 17 males) showed moderate motivation, mainly Tier 1 associates aged 32-45 and 55-59.
A significant portion (9 females and 18 males) indicated low motivation, mostly older Tier 1 associates aged 60+.
Experience trends showed mixed motivation levels, with varied interest in EI development among those with 1-3 and 4-6 years of experience. Respondents with 10+ years had either high or low motivation, while those with 7-10 years were generally less motivated.
The data suggests that while there is interest in improving EI skills, motivation levels vary widely across different demographics and experience levels. 
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A small group of responders frequently engages in self-reflection, including 5 females, 7 males, and 1 non-binary respondent, mostly in Management and Tier 1 roles. Those with more experience (10+ years) show higher engagement.
Most respondents occasionally engage in self-reflection, with 27 females, 25 males, and 1 non-binary individual, predominantly Tier 1 associates, and younger employees (25-45) with 1-10 years of experience.
Some respondents rarely engage in self-reflection, mainly 5 females, 10 males, and 1 non-binary individual in Tier 1 roles, more common among older employees (55+) and those with 10+ years of experience.
Very few respondents engage very frequently, just 1 female and 1 male from Management and Supervisory roles, mainly those with 10+ years of experience.

[bookmark: _Toc170980935]Question 13
[image: Forms response chart. Question title: 13. On a scale of 1 to 7, rate your level of confidence in your own emotional intelligence skills
. Number of responses: 85 responses.]
[image: A screenshot of a computer

Description automatically generated]
[image: ]
[image: ]
[image: ]
The analysis of Question 13 highlights the varying levels of confidence in EI skills among respondents at the CWL1 Amazon Fulfilment Centre, with most rating their confidence at a neutral or somewhat high level. These findings suggest that while most respondents have moderate confidence in their EI skills, a smaller number express high confidence. The distribution across roles, ages, and experience levels indicates that EI development is relatively consistent. 
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The data suggests a strong preference for understanding and empathizing with others' emotions as the most critical aspect of EI in conflict resolution, as indicated by the highest number of selections across genders, roles, and experience levels. This aligns with existing research emphasizing the importance of empathy in managing workplace conflicts and fostering a collaborative environment (Goleman, 2020; Smith, Van Oosten and Boyatzis, 2020; Weisz and Zaki, 2017).
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The data illustrates that most respondents across various demographics consider EI to be very important or extremely important in building and maintaining professional relationships. This is in line with findings of Rishi et al. (2021) which state that employees want to be at workplace where there can be valued and build meaningful relationships. Overall, respondents from Management, Supervisors, and Tier 1 permanent associates indicate a strong belief in the importance of EI for professional relationships. Additionally, age and years of experience show a significant trend, with most respondents across different age groups and experience levels recognizing the importance of EI.
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The responses indicate that most respondents perceive CWL1's efforts towards EI development as limited and ad hoc. Specifically, 32 females, 25 males, and 1 non-binary respondent selected this option. Role trends show most Tier 1 permanent associates (50), alongside 3 from Management and 5 Supervisors, also noting limited emphasis.
In terms of age groups, those aged 25-31 and 32-39 mostly believe there is limited emphasis. Few respondents (2 males, 1 non-binary) perceive a strong emphasis on EI with formal programs in place. This minimal perception is consistent across years of experience, where most respondents with 1-3 years, 10+ years, and 4-6 years of experience selected limited emphasis or moderate emphasis with some initiatives.
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The data suggests that a notable number of respondents, especially from Tier 1 permanent associates, believe that EI practices are either not integrated or only minimally integrated into daily operations. This sentiment is echoed across various age groups and experience levels, indicating a broader organizational issue. However, a significant portion of respondents, particularly those in management and supervisory roles, perceive a moderate level of integration, with some even rating it as very effective. These mixed responses highlight a disparity in the perception and perhaps implementation of EI practices within the organization.
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The analysis reveals that a significant portion of respondents perceive that leaders at CWL1 demonstrate EI to a small or moderate extent. This sentiment is prevalent across gender, role, age, and experience trends. Specifically, 24 females, 15 males, and 2 non-binary respondents believe EI is demonstrated to a small extent, while 9 females, 25 males, and 1 non-binary respondent see it to a moderate extent. Only a few respondents feel that leaders demonstrate EI to a considerable extent, with one female and four males acknowledging this. Notably, some respondents believe there is no demonstration of EI at all, particularly among females. This reflects a potential gap in leadership effectiveness concerning EI practices.
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The results indicate a notable proportion, comprising 4 females, 17 males, and 2 non-binary respondents, observed positive influence a few times. Conversely, a significant number, including 26 females, 14 males, and 1 non-binary respondent, reported not witnessing any instance where EI influenced leadership positively. Only one male noted regular positive influences, while 8 females and 12 males saw it once.
Role-wise, those in management and supervisory roles seemed slightly more aware of EI's impact, though most Tier 1 permanent associates did not observe EI in leadership decisions. Age-wise, the perception is mixed, with younger respondents (18-24) and those aged 60+ observing positive influences more frequently than other age groups. Experience-wise, respondents with less than three years or more than ten years of experience were more likely to notice EI's positive impact.
This suggests a potential underutilization or underappreciation of EI in leadership practices at CWL1.

[bookmark: _Toc170980942]Question 20
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Based on the responses several EI tools and practices are already in place. Notably, the Voice of Associates (VOA) Board is a recognized platform for employee feedback, mentioned by around 20% of respondents. Personalized 1-to-1 meetings with managers and start-of-shift briefings were also identified, each mentioned by approximately 15% of respondents, promoting communication and understanding. However, it's important to note that a significant portion, about 40% of respondents, were unable to identify any specific EI practices. This suggests a need for greater awareness or visibility of existing EI initiatives at CWL1.
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The responses show mixed perceptions regarding the adherence to positive EI practices among colleagues at CWL1. Most respondents believe their colleagues follow EI practices most of the time, with a majority of both males and females expressing this view. However, a considerable number of respondents only sometimes observe these practices, indicating inconsistency. A small group, mainly females, feel that positive EI practices are not followed at all.
Management and Supervisors generally have a more favourable view compared to Tier 1 associates, who show the most variability. Younger employees and those with fewer years of experience are more likely to perceive positive EI practices, while those with more experience tend to view them less favourably.
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The responses indicate a varied level of satisfaction with EI practices at CWL1. Most respondents rated their satisfaction at a moderate level (rating 5), with a slight gender disparity as more females than males expressed this view. Notably, no respondents selected the highest ratings (9 or 10), suggesting room for improvement.
Management and Supervisors generally reported higher satisfaction compared to Tier 1 associates. Younger employees and those with fewer years of experience showed slightly higher satisfaction levels, while older and more experienced employees were more critical.
Overall, the data suggests moderate satisfaction with EI practices at CWL1, highlighting a need for more impactful and inclusive initiatives across all demographics.
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The data suggests a clear preference among respondents for creating mentorship or coaching programs to enhance EI integration, chosen by a majority across all demographics. Introducing EI-focused leadership development initiatives also garnered significant support, particularly among males and those in management roles. Establishing peer support groups or affinity networks and incorporating EI-related metrics into key performance indicators were also favoured, highlighting the need for structured and measurable EI development.
There is a noticeable trend towards favouring formal and structured EI development programs over ad hoc initiatives. The emphasis on mentorship, leadership development, and peer support indicates a desire for continuous learning and support networks within CWL1. Additionally, the inclusion of EI criteria in performance evaluations and promotion decisions suggests an organizational shift towards recognizing and rewarding EI competencies.
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The data indicates that a significant portion of respondents believe that improving their EI skills would positively impact their job satisfaction. A notable number of respondents, particularly females and Tier 1 permanent associates, feel that EI improvements would have a significant effect on their job satisfaction. 
Respondents who believe EI improvements would have a slight positive impact are also substantial, particularly among males. The "Maybe" responses were less frequent but still present, indicating some uncertainty about the direct benefits of EI improvement on job satisfaction.
The trends across different roles and years of experience reflect a similar pattern, with Tier 1 permanent associates and those with varying years of experience recognizing the potential benefits of enhanced EI skills. This suggests a widespread acknowledgment of the value of EI across different organizational levels and experience brackets. 
In summary, the data supports the notion that enhancing EI skills is perceived as beneficial for job satisfaction.
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Survey results show a widespread belief that enhancing EI skills positively impacts job performance across various demographics. Both males and females recognize this, with 18 females and 19 males believing it would have a slight positive impact, and 5 females, 2 males, and 2 non-binary respondents believing it would significantly enhance performance.
Tier 1 permanent associates are the most likely to see benefits from EI improvements, with many selecting either "Yes, a little" or "Maybe." Management and Supervisors also recognize the potential benefits, suggesting that EI training could be valuable at all organizational levels.
Younger respondents (18-31) are more optimistic about the benefits of EI improvements, while older respondents (60+) are more uncertain, indicating a potential need for targeted EI training for different age groups. Those with 1-3 years and 10+ years of experience particularly believe in the positive impact of EI, showing its relevance both early and late in careers.

[bookmark: _Toc170980948]4.3 Summary
The survey conducted at Amazon's CWL1 Fulfilment Centre offers substantial insights into the perception and impact of EI across various demographic groups, roles, and experience levels within the organisation. The data underscore a widespread recognition of EI's significance in enhancing job satisfaction, performance, and overall organisational culture.
Demographic Insights
The demographic analysis reveals that respondents across all age groups, genders, and roles acknowledge the importance of EI in the workplace. Younger employees (18-31 years) demonstrate higher optimism about the benefits of EI, while older employees (60+) show more scepticism. This disparity highlights the need for customised EI training programs that cater to the specific needs and perceptions of different age groups. According to Bar-On (2006), age-related differences in EI suggest that younger individuals may benefit more from structured EI development programs, given their openness to learning and change. Recent studies by Brinkley (2024) and CIPD (2023) further support the necessity for tailored EI initiatives that address generational differences in workplace attitudes and competencies.
Gender differences were also observed, with both males and females recognising the value of EI, although the levels of interest and perceived importance varied slightly. This aligns with findings from studies by Nelis et al. (2009) that suggest gender differences in emotional processing and expression, highlighting the necessity for gender-sensitive approaches in EI training. Further, research by Neil and Watson (2023) underscores the need for inclusive EI programs that consider gender dynamics within organisational settings.
The survey results indicate that Tier 1 permanent associates, who constitute the majority of respondents, consistently emphasise EI's importance in improving job satisfaction and performance. Management and supervisory roles also recognise the value of EI, albeit to a slightly lesser extent. This suggests that EI training should be inclusive of all organisational levels to ensure a cohesive understanding and application of EI principles. As highlighted by Cherniss and Goleman (2001), incorporating EI training at all hierarchical levels can lead to improved leadership effectiveness and organisational outcomes. Additionally, research by Przybylko et al. (2021) indicates that interdisciplinary approaches integrating EI can enhance overall employee engagement and performance across various job roles.
Experience levels also played a significant role in how EI was perceived. Employees with fewer years of experience (1-3 years) and those with more than ten years of experience were particularly inclined to see the benefits of EI, whereas those in the mid-range (4-6 years) showed more varied responses. This indicates a potential need for tailored EI interventions based on career stages, as suggested by research from Clarke (2010) on the varying EI needs across different career phases. Further, findings by Good et al. (2016) emphasise the importance of continuous EI development throughout an employee’s career to adapt to evolving organisational challenges.
Perceived Impact of EI
A significant majority of respondents believe that improving EI skills would positively impact their job satisfaction and performance. This aligns with extensive literature that underscores the role of EI in enhancing workplace interactions and productivity (Mayer, Caruso and Salovey, 2016; Maddocks and Hughes, 2019). The belief that EI contributes to better team collaboration, conflict resolution, and overall organisational culture is strongly supported by the data. Research by Boyatzis and McKee (2005) indicates that high EI in leaders fosters a positive organisational climate, which in turn enhances team performance and employee well-being. Similarly, Smith, Van Oosten, and Boyatzis (2020) highlight the critical role of balancing analytical and emotional intelligence in effective leadership.
Furthermore, the data suggests that EI contributes to a more cohesive organisational culture. Employees who perceive their colleagues and leaders as emotionally intelligent are more likely to report positive team dynamics and a supportive workplace culture. This is consistent with studies that highlight the role of EI in fostering a collaborative and inclusive organisational culture that enhances productivity and therefore increases performance and workplace satisfaction simultaneously (Bar-On, 2006; Petrides, 2011; Feicht et al. 2013). Recent insights by Hampson and Jacob (2020) and McQuaid and Kern (2018) corroborate these findings, emphasising the positive correlation between EI and organisational health.
Current State of EI Practices
The current implementation of EI practices at CWL1 is perceived as limited, with many respondents indicating only ad hoc initiatives and moderate emphasis on EI development. There is a clear demand for more structured and formal EI programs, including leadership development initiatives, mentorship, and peer support networks. Incorporating EI-related metrics into performance evaluations and establishing a culture of accountability are also seen as crucial steps to enhance EI integration. 
The mixed responses regarding the effectiveness of current EI practices suggest that while some initiatives exist, they may not be sufficiently comprehensive or well-communicated across the workforce. This is echoed by research from Kelliher, Richardson, and Boiarintseva (2019), which emphasises the importance of clear communication and consistent application of EI strategies for them to be effective. Additionally, there is evidence (Health and Safety Executive, 2017; Jordan, 2019) highlighting the need for ongoing assessment and adaptation of EI programs to ensure they meet the evolving needs of the workforce.
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The final chapter of this study aims to discuss the findings derived from the survey data within the framework of the research objectives. By examining the implementation and efficiency of Emotional Intelligence (EI) practices at Amazon's CWL1 Fulfilment Centre, the impact of EI on decision-making and leadership, and the relationship between EI, employee performance, and organisational culture, this chapter provides a comprehensive discussion on how EI is influencing Amazon’s business operations. Furthermore, suggestions for future research will be presented.

[bookmark: _Toc170980952]5.2 Research Objective 1
The first objective was to assess the current implementation and efficiency of EI practices at Amazon’s CWL1 Fulfilment Centre. The survey data indicates a varied perception of EI integration among employees. While a significant portion of the workforce recognizes the presence of EI initiatives, the extent to which these practices are perceived as effective differs. For example, only a small number of respondents rated the integration of EI practices as highly effective. This suggests a need for more consistent and impactful EI training programs.
The establishment of the EQ@Amazon community, highlights Amazon's commitment to fostering EI within its corporate culture (Hua, 2023). Despite this, the survey results indicate that the actual implementation at CWL1 might not fully align with these corporate-wide initiatives. The findings suggest that while initiatives exist, their penetration and effectiveness vary, necessitating a more tailored approach to ensure these programs meet the specific needs of employees at CWL1.


[bookmark: _Toc170980953]5.3 Research Objective 2
The second objective was to analyse how employees perceive the impact of EI on decision-making and leadership at CWL1. The survey responses indicate that a majority of employees believe that EI significantly influences leadership effectiveness. Specifically, respondents noted that leaders who demonstrate high levels of EI are better at managing team dynamics and resolving conflicts, which aligns with existing literature on the benefits of EI in leadership (Goleman, 2020; Mayer, Salovey and Caruso, 2016).
However, there is a notable gap between the perceived importance of EI and its consistent application in leadership decisions. This gap could be attributed to a lack of formal training and development programs focused on EI for leaders, as highlighted by the survey data, although admittedly the sample size was small. Introducing more structured EI-focused leadership development initiatives could bridge this gap and enhance the decision-making processes at CWL1.

[bookmark: _Toc170980954]5.4 Research Objective 3
The third objective was to evaluate the relationship between EI, employee performance, and organisational culture at CWL1. The survey results demonstrate a clear correlation between high EI practices and improved employee performance and satisfaction. Employees who engage in EI practices report higher job satisfaction and better performance, underscoring the value of EI in creating a positive work environment.
Furthermore, the data suggests that EI contributes to a more cohesive organisational culture. Employees who perceive their colleagues and leaders as emotionally intelligent are more likely to report positive team dynamics and a supportive workplace culture. This is consistent with studies that highlight the role of EI in fostering a collaborative and inclusive organisational culture (Bar-On, 2006; Petrides, 2011).



[bookmark: _Toc170980955]5.5 Future Research
Future research should focus on longitudinal studies to assess the long-term impact of EI training programs on employee performance and organisational culture. Additionally, comparative studies between different fulfilment centres could provide deeper insights into the effectiveness of EI initiatives across various operational contexts within Amazon. Investigating the specific elements of EI that have the most significant impact on different job roles could also help tailor EI programs more effectively.
Exploring the integration of technological tools, such as AI-driven EI assessment and development platforms, could offer innovative ways to enhance EI practices within Amazon. Furthermore, research into the barriers to effective EI implementation, such as organisational resistance or cultural differences, could provide strategies to overcome these challenges and fully leverage the benefits of EI in the workplace. Such studies could not only benefit Amazon but also offer valuable insights for the broader business world and academia, contributing to the understanding and development of EI in various organizational contexts.
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23. How do you think CWL1 could further enhance the integration of El into its business practices?

Choose no more than 4!
85 responses
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El-related criteria into promotion

El-related metrics KPI | El-focused leadership initiatives | workshops or seminars
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1-3years 18 2 10 1 6 9 14 12 11
10+years 17 1 8 1 8 15 14 12 8
4-6years 23 2 10 2 9 15 18 11 13

7 - 10 years 14 5 11 3 3 6 5 12 7




image100.png
24. Do you think improving your El skills would positively impact your job satisfaction?
85 responses
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25. Do you think improving your El skills would positively impact your job performance?
85 responses
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1.Age: | Maybe | Yes, alittle | Yes, significantly

18-24 3 3 1
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Supervisor 3 2 1
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3. Your role at CWL1
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5. Which emotional intelligence skills do you consider most important for effective management?

Choose no more than 2 answers!
85 responses

Self-regulation

Self-awareness 31 (36.5%)

Motivation 48 (56.5%)
Empathy 58 (68.2%)

Social skills 26 (30.6%)
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CWL1 Amazon Fulfilment Centre

Thank you for dedicating your time to complete this academic questionnaire. It should
require only five minutes of your time.

By completing this survey, you authorize the use of the gathered data solely for academic
research purposes. Rest assured, all collected information is anonymous, and no
personal data will be solicited

Emotional intelligence (EI) refers to the ability to recognize, understand, manage, and use
emotions effectively in ourselves and in our interactions with others. It involves skills
such as emotional awareness, empathy, self-regulation, and social skills, which help
individuals navigate social complexities, build stronger relationships, and make informed,
empathetic decisions.

Should you have any inquiries, kindly reach out to the researcher via email at
2022891 @student.uwtsd.ac.uk

ad question

1. Demographic information - Age: *
Mark only one oval.

)18-24

)25-31
)32-39
)40-45
46-54

) 55-59
) 60+

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit

1o
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2. 2.Gender: *

Mark only one oval.

Male

) Female

) Non- binary

) Other

3. 3.Yourrole at CWL1 *
Mark only one oval.

Tier 1 permanent associate

Tier 1 temporary associate
() supervisor

) Management

4. 4. Years of experience at CWL1 *
Mark only one oval.

<1year

(" )1-3years

) 4-6 years

) 7-10years

)10+ years

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit 2110
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5. 5. Which emotional intelligence skills do you consider most important for *
effective management? Choose no more than 2 answers!

Tick all that apply.

[ self-regulation
[ self-awareness
[ Motivation

[ | Empathy

[ ] social skills

6. 6. To what extent do you believe Emotional Intelligence contributes to shaping *
the organisational culture?

Mark only one oval

Not To a great extent

7. 7.Inyour experience, to what degree does a manager's emotional intelligence ~ *
affect employee satisfaction and engagement within a team or organisation?

Mark only one oval

Not Extremely

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit 310
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8. 8.0nascale of 1to 5, rate the extent to which you believe emotional *
intelligence contributes to the following management outcomes(1- least, 5 -
most):

Mark only one oval per row.

1 2 3 4 5

Improved

Effective
conflict
resolution

Higher
productivity c
prot (

~
v
U

performance

interpersonal
relationships () () (
with team
members

U
N

9. 9. Do you believe that emotional intelligence can be developed and improved *
over time?

Mark only one oval.

() Yes, with adequate training can be significantly improved

) Yes, with adequate training can be improved a little

() No,itis hereditary and can not be leart

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit 4110
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10.  10. Have you received any formal training or development programs at your ~ *
workplace specifically focused on enhancing your emotional intelligence?

Mark only one oval.

~) Yes, within the last year
) Yes, more than a year ago
) No, but | am interested in participating in such programs

(") No, and I am not interested

11. 11. How motivated are you to improve your own Emotional Intelligence skills? *

Mark only one oval.

Not at all

(__) To a small extent
) To a moderate extent
) To a considerable extent

) To agreat extent

12.  12. How often do you engage in self-reflection and self-assessment to improve *
your emotional intelligence at your workplace?

Mark only one oval.

) Very frequently
) Frequently

) Occasionally

) Rarely

Never

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit 5010
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3. Role Empathy | Motivation | Self-awareness | Self-regulation Social skills

Management 5 0 3 2 2
Supervisor 2 3 4 1 2
Tier 1 permanent associ 51 45 24 7 22
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13.

Exploring emotional inteligence at CWL1 Amazon Fulfiment Centre

13. On a scale of 1to 7, rate your level of confidence in your own emotional
intelligence skills

Mark only one oval.

) 1- Very low confidence

) 2- Low confidence

) 3-Somewhat low confidence

4-Neutral
) 5-Somewhat high confidence

) 6- High confidence

7-Very high confidence

14. In your opinion, which aspect of emotional intelligence plays the most
significant role in managing and resolving conflicts within a team?

Mark only one oval.

() Recognizing and managing one's own emotions
) Understanding and empathizing with others' emotions

) Building positive relationships and effective communication

15. How important do you believe emotional intelligence is in building and
maintaining strong professional relationships with colleagues, superiors, and
subordinates?

Mark only one oval.

Extremely important

) Very important
) Moderately important

) slightly important

(") Not important at all

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit

*

6110




image117.png
2110612024, 17:25 Exploring emotional inteligence at CWL1 Amazon Fulfiment Centre

16.  16. Which of the following best describes CWL1's emphasis on emotional

intelligence development at the workplace?

Mark only one oval.

Strong emphasis and formal programs in place

) Moderate emphasis with some initiatives
) Limited emphasis and ad hoc initiatives

(") No emphasis or focus on emotional intelligence development

17.
at CWL1?

Mark only one oval

Extremely

18.
Intelligence in their leadership style?

Mark only one oval.

) Notatall
(") Toa small extent
_) To amoderate extent

) To a considerable extent

) To a great extent

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit

18. To what extent do you believe leaders at CWL1 demonstrate Emotional

*

17.How effectively do you think El practices are integrated into daily operations *

7110
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19. 19. Have you observed any specific instances where El influenced leadership *
decisions positively?

Mark only one oval.

) Not once
) Yes, once
O Yes, a few times

) Yes, regularly

20. 20. Can you identify and give any examples of any El tools or practices already *
in place at CWL1? Write your answer below!

21.  21. Do you feel that your colleagues follow positive El practices at CWL1? *

Mark only one oval

Not Always

22. 22. Onascale of 1to 10, how satisfied are you with the implementation of *
Emotional Intelligence practices at CWL1?

Mark only one oval

Not Extremely satisfied

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit 8/10
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23.  23. How do you think CWL1 could further enhance the integration of El into its  *

business practices? Choose no more than 4!
Tick all that apply.

[ Create mentorship or coaching programs
|| Provide resources and support for stress management and resilience

[ I incorporate El-related metrics into key performance indicators

[ offer workshops or seminars on topics such as conflict resolution

|| Establish peer support groups or affinity networks

|| Introduce El-focused leadership development initiatives

[ | implement a anonymous feedback mechanism for employees

|| Establish a culture of accountability

|| Incorporate El-related criteria into promotion and advancement decisions

24.  24. Do you think improving your El skills would positively impact your job
satisfaction?

Mark only one oval.

No

Maybe

) Yes, allittle

() Yes, significantly

25. 25. Do you think improving your El skills would positively impact your job
performance?

Mark only one oval.

No

() Maybe
() Yes, alittle

) Yes, significantly

This content is neither created nor endorsed by Google.

hitps:fidocs google. comiforms/d/1eQ3RoXrYwYpuJxZDkMxinu4WAOnSbBRSSIc-VIQAZTcledit
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4. Experience Empathy | Motivation Self—awarenessLSeIf—regulatior{ Social skills
1-3years 15 7 13 3 7
10+ years 16 12 3 3 8
4 - 6 years 19 17 9 2 5
7 - 10 years 8 12 6 2 6
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6. To what extent do you believe Emotional Intelligence contributes to shaping the organisational
culture?

85 responses

40 40 (47.1%)

30
29 (34.1%)

20

10




image14.png
18-24
25-31
32-39

40 - 45

11

46 - 54

55-59




image15.png
Gender _|
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Male
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Role _|
Management 1 1 4
Supervisor 1 2 3
12 26 33

Tier 1 permanent a¢
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Experience _|
1-3years Y 1 10 10
10+ years o 6 3 12
4 - 6 years Y 5 ° 12
2 2 7 6

7 - 10 years
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7. In your experience, to what degree does a manager's emotional intelligence affect employee

satisfaction and engagement within a team or organisation?
85 responses

60

40 42 (49.4%)

31 (36.5%)
20

2 (2.4%) 10 (11.8%)
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3. Role

Management
Supervisor
Tier 1 permanent associate
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8. On a scale of 1 to 5, rate the extent to which you believe emotional intelligence contributes to the following
management outcomes(1- least, 5 - most):

40

20

0

Improved team Enhanced employee Effective conflict resolution Higher productivity and Stronger interpersonal
collaboration and morale and job satisfaction performance relationships with team
cooperation members
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Improved team collaboration 3. Role
1. Age: 1 2 4 5 Management 0 0 0 2 4
18-24 0 1 0 1 5 Supervisor 0 0 0 2 4
25-31 0 0 0 6 9 Tier 1 permanent associate| 1 2 5 31 34
32-39 0 0 1 9 9
40-45 0 0 0 7 11
46 - 54 0 0 2 5 0 4. Experience
55-59 0 0 1 3 5 1-3years 0 1 0 7 13
1 1 1 4 3 10+ years 0 0 2 8 11
4 - 6 years 0 0 1 13 12
2. Gender: 1 2 4 5 7 - 10 years 1 1 2 7 6
Female 0 0 2 19 17
Male 1 1 3 15 24
Non- binary 0 1 0 1 1
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Enhanced morale and job satisfaction

1. Age: 1 2 3 3. Role
18-24 0 1 1 3 2 Management 0 0 1 3 2
25-31 0 0 2 7 6 Supervisor 0 0 1 4 1
32-39 0 0 3 9 7 Tier 1 permanent associate 1 2 13 32 25
0 0 1 8 9
0 0 2 5 0 4. Experience
0 0 2 4 3 1-3years 0 1 4 8 8
1 1 4 3 1 10+ years 0 0 6 8 7
4 - 6 years 0 0 2 16 8
2. Gender: 1 2 3 7 - 10 years 1 1 3 7 5
Female 0 0 5 19 14
Male 1 1 8 20 14
Non- binary| 0 1 2 0 0
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Effective conflict resolution

1. Age: 2 4 3. Role

18-24 1 0 1 5 Management 0 0 1 5
25-31 0 0 4 11 Supervisor 0 0 2 4
32-39 0 1 7 11 Tier 1 permanent associate 1 3 30 39

40-45 0 0 7 11

46 - 54 0 1 4 2

55-59 0 0 4 5

0 1 6 3

2. Gender: 2 4 4. Experience

Female 0 1 16 21 1-3years 1 0 5 15
Male 0 2 15 27 10+ years 0 0 7 14
1 0 2 0 4 - 6 years 0 1 13 12
7 - 10 years 0 2 8 7
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Higher performance

1. Age: 1 3 3. Role 5
18-24 1 2 2 1 1 Management 0 0 4 2 0
25-31 0 4 6 5 0 Supervisor 0 0 4 2 0
32-39 0 0 12 3 4 Tier 1 permanent associate 2 9 33 18 11
40-45 0 2 5 7 4
46 - 54 0 0 4 3 0
55-59 0 0 4 3 2
60+ 1 1 8 0 0
2. Gender: 1 3 4. Experience 5
Female 0 4 17 12 5 1-3years 1 3 9 7 1
Male 1 4 23 10 6 10+ years 0 0 16 1 4
Non- binary 1 1 1 0 0 4 - 6 years 0 2 9 10 5
7 - 10 years 1 4 7 4 1
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Stronger relationships

1. Age: 1 4 3. Role 4
18-24 0 1 1 5 Management 0 0 2 4
25-31 0 0 7 8 Supervisor 0 0 3 3
32-39 0 1 8 10 Tier 1 permanent associate 1 3 36 33
40-45 0 0 7 11
46 - 54 0 1 6 0
55-59 0 0 5 4
60+ 1 0 7 2
2. Gender: 1 4 4. Experience 4
Female 0 1 19 18 1-3years 0 1 8 12
Male 1 1 21 21 10+ years 0 0 11 10
Non- binary 0 1 1 1 4 - 6 years 0 0 15 11
7 - 10 years 1 2 7 7
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9. Do you believe that emotional intelligence can be developed and improved over time?
85 responses

@ Yes, with adequate training can be
significantly improved

@ VYes, with adequate training can be
improved a little

@ No, it is hereditary and can not be learnt
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1. Age: No, it is hereditary and can not be learnt ‘ Yes, with adequate training can be improved a little ‘ Yes, with adequate training can be significantly improved ‘

18-24 0 2 5
25-31 0 8 7
32-39 0 11 8
40 - 45 1 11 6
46 - 54 0 5 2
55 - 59 0 6 3
60+ 0 10 0
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2. Gender: ‘ No, it is hereditary and can not be learnt ‘ Yes, with adequate training can be improved a little ‘ Yes, with adequate training can be significantly improved |

Female 1 24 13
Male 0 28 16|
Non- binary 0 1 2
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3.Role | No, it is hereditary and can not be learnt | Yes, with adequate training can be improved a little | Yes, with adequate training can be significantly improved

Managem 1 1 4
Supervisol 0 2 4
Tier 1 perr 0 50 23
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4. Experiencd No, it is hereditary and can not be learnt | Yes, with adequate training can be improved a little | Yes, with adequate training can be significantly improved

1-3years 0 10 11
10+ years 1 15 5
4 - 6 years 0 21 5
7 - 10 years 0 7 10
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10. Have you received any formal training or development programs at your workplace specifically

focused on enhancing your emotional intelligence?

85 responses

@ Yes, within the last year
@ Yes, more than a year ago

@ No, but | am interested in participating in
such programs

@ No, and | am not interested
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1. Age: ‘ No, and | am not interested | No, but | am interested in participating in such programs _| Yes, more than a year ago | Yes, within the last year
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2. Gender: _| No, and | am not interested ‘ No, but | am interested in participating in such programs | Yes, more than a year ago | Yes, within the last year

Female 1 27 10 0
Male 5 22 14 3
Non- binary 1 1 0 1




image37.png
3. Role No, and | am not interested | No, but | am interested in participating in such programs |Yes, more than a year ago|Yes, within the last year|
Management 0 1 2 3
Supervisor 0 3 3 0
Tier 1 permanent associate 7 46 19 1
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4. Experience |No, and | am not interested| No, but | am interested in participating in such programs| Yes, more than a year ago | Yes, within the last year

1-3years 1 14 2 4
10+ years 4 5 12 0
4-6years 0 21 5 0
7 - 10years 2 10 5 0
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11. How motivated are you to improve your own Emotional Intelligence skills?
85 responses

@ Not at all

@ To a small extent

@ To a moderate extent

@ To a considerable extent
@ To a great extent
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1. Age: ‘ To a considerable extent | To a great extent | To a moderate extent | To a small extent
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2. Gender: _|To a considerable extent | To a great extent | To a moderate extent | To a small extent
Female 10 1 18 9
Male 6 3 17 18
Non- binary 2 1 0 0
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3. Role To a considerable extent | To a great extent | To a moderate extent | To a small extent
Management 4 1 1 0
3 1 1 1

33 26

Supervisor
ier 1 permanent associate 11 3
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4. Experience | To a considerable extent | To a great extent

To a moderate extent

To a small extent

1-3years
10+ years
4 - 6 years
7 - 10 years

9

4
1
4

o Rk w

14
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12. How often do you engage in self-reflection and self-assessment to improve your emotional

intelligence at your workplace?

85 responses

@ Very frequently
@ Frequently

@® Occasionally
@ Rarely

@ Never
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1. Age: ‘Frequently‘ Never Occasionally‘ Rarely ‘Veryfrequently‘

18-24 3 0 2 2 0
25-31 1 0 12 2 0
32-39 3 0 12 3 1
40-45 4 0 13 0 1
46-54 1 0 5 1 0
55-59 1 0 7 1 0
60+ 0 1 2 7 0
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2. Gender: | Frequently | Never |Occasionally] Rarely | Very frequently

Female 5 0 27 5 1
Male 7 1 25 10 1
Non- binary 1 0 1 1 0
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Rarely |Very frequently|

3. Role Frequently | Never |Occasionally|
Management 5 0 0 0 1
Supervisor 1 0 4 0 1

7 1 49 16 0

Tier 1 permanent associate
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4.Expereiencefrequentl\j Never Occasionally‘ Rarely Neryfrequently

1-3years 6 0 12 3 0
10+ years 3 0 10 6 2
4-6years 2 0 19 5 0

2 1 12 2 0

7 - 10 years
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13. On a scale of 1 to 7, rate your level of confidence in your own emotional intelligence skills
85 responses

@ 1 - Very low confidence

@ 2 - Low confidence

© 3 - Somewhat low confidence
@ 4 - Neutral

@ 5 - Somewhat high confidence
@ 6 - High confidence

@ 7 - Very high confidence
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2. Gender: |2 - Low confidence |3 - Somewhat low confidence | 4 - Neutral |5 - Somewhat high confidence | 6 - High confidence

Female 3 8 20 6 1
Male 2 14 18 9 1
Non- binary 0 0 0 3
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3. Role 2 - Low confidence | 3 - Somewhat low confidence | 4 - Neutral | 5 - Somewhat high confidence | 6 - High confidence

Management 1 1 1 2 1
Supervisor 0 2 2 2
ier 1 permanent associate 4 19 35 14 1
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3 - Somewhat low confidence | 4 - Neutral |5-Somewhat high confidence| 6 - High confidence

4. Experience | 2 - Low confidence

1-3years 1 10 4 5 1
10+ years 2 5 9 5 0
4-6years 2 5 16 3 0
7 - 10 years 0 2 9 5 1
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14. In your opinion, which aspect of emotional intelligence plays the most significant role in

managing and resolving conflicts within a team?

85 responses

@ Recognizing and managing one's own
emotions

@ Understanding and empathizing with
others' emotions

® Building positive relationships and
effective communication
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2. Gender: ‘ Building positive relationships and effective communication | Recognizing and managing one's own emotions ‘Understanding and empathizing with others' emotions

Female 9 5 24
Male 13 10 21
Non- binary 1 0 2
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3. Role Building positive relationships and effective communication | Recognizing and managing one's own emotions | Understanding and empathizing with others' emotions

Management 2 0 4
Supervisor 1 2 3
Tier 1 permanent associate 20 13 40
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ing positive relationships and effective communication |Recognizing and managing one's own emotions‘ Understanding and empathizing with others' emotions

4. Experience | Buil

1-3years 4 0 17

10+ years 10 5 6

4 - 6 years 5 7 14
4 3 10

7 - 10 years
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15. How important do you believe emotional intelligence is in building and maintaining strong

professional relationships with colleagues, superiors, and subordinates?
85 responses

@ Extremely important
@ Very important

® Moderately important
@ Slightly important

@ Not important at all
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1. Age: | Extremelyimportant | Moderately important | Slightly important | Very important

18- 24 3 1 0 3
25 -31 3 0 0 12
32-39 5 4 0 10
40 - 45 4 5 0 9
46 - 54 0 3 0 4
55 - 59 1 1 1 6
60+ 0 8 1 1
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‘ 2. Gender: _| Extremely important ‘ Moderately important ‘Slightly important | Very important
Female 5 10 1 22
Male 10 11 1 22

1 1 0 1

Non- binary
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3. Role Extremely important | Moderately important | Slightly important | Very important

Management 5 1 0 0
Supervisor 2 0 0 4
Tier 1 permanent associate 9 21 2 41
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Moderately important| Slightly important | Very important

4. Experience | Extremely important

1-3years 8 1 1 11

10+ years 4 10 0 7

4 - 6 years 1 7 0 18
3 4 1 9

7 - 10 years
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16. Which of the following best describes CWL1's emphasis on emotional intelligence development

at the workplace?

85 responses

@ Strong emphasis and formal programs
in place

@ Moderate emphasis with some initiatives

@ Limited emphasis and ad hoc initiatives

@ No emphasis or focus on emotional
intelligence development




image65.png
atives | No emphasis or focus on emotional intelligence development | Strong emphasis and formal programs in place ‘

1. Age: ‘ Limited emphasis and ad hoc initiatives ‘ Moderate emphasis with some

18-24 4 2 0 1
25-31 11 1 1 2
32-39 17 0 2 0
40 - 45 10 7 1 0
46 - 54 5 1 1 Y
55 - 59 5 3 1 0
60+ 6 2 2 0
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2. Gender: \ Limited emphasis and ad hoc initiatives \ Moderate emphasis with some initiatives \ No emphasis or focus on emotional intelligence development \ Strong emphasis and formal programs in place
Female 32 0 6 (
Male 25 15
Non- binary 1 1 0

~
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3. Role | Limited emphasis and ad hoc initiatives | Moderate emphasis with some initiatives | No emphasis or focus on emotional intelligence development | Strong emphasis and formal programs in place |
Management 3 2 0 1
Supervisor 5 1
Tier 1 permanent associate 50 13 8 2
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4. Experience

Limited emphasis and ad hoc initiatives

Moderate emphasis with some initiatives

No empbhasis or focus on emotional intelligence development

Strong emphasis and formal programs in place

1-3years
10+ years
4 - 6years
7 - 10 years
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17.How effectively do you think El practices are integrated into daily operations at CWL1?
85 responses
60

40

20

11 (12.9%)
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2. Gender: |

1

Female
Male
Non- binary
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3. Role

Management
Supervisor
Tier 1 permanent associate
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4. Experience

1

J

1-3years 1 1 7 2
10+ years ] 2 15 4
4-6years 1 10 12 3
5 2 8 2

7 - 10 years
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18. To what extent do you believe leaders at CWL1 demonstrate Emotional Intelligence in their

leadership style?
85 responses

@ Not at all
@ To a small extent
© To a moderate extent

@ To a considerable extent
@ To a great extent
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1.Age: | Notat all |To a considerable extent| To a moderate extent |To a small extent|
18-24 0 0 1 6
25-31 0 2 1 12
32-39 2 0 10 7
40-45 0 1 10 7
46 - 54 1 0 4 2
55-59 1 2 2 4

0 0 7 3
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2.Gender: | Notatall | To aconsiderable extent | To a moderate extent | To a small extent
Female 4 1 9 24
Male 0 4 25 15
Non- binary 0 0 1 2
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3. Role Not at all | To a considerable extent | To a moderate extent |To a small extent

Management 0 2 3 1
Supervisor 0 0 2 4
Tier 1 permanent associate 4 3 30 36





image78.png
Notatall | To aconsiderable extent | To a moderate extent | To a small extent |

4. Experience
1-3years 0 2 5 14
10+ years 0 1 15 5
4 - 6 years 0 1 11 14
7 - 10 years 4 1 4 8
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19. Have you observed any specific instances where El influenced leadership decisions positively?
85 responses

@ Not once

@ VYes, once

©® Yes, a few times
@ Yes, regularly
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1. Age: | Not once ‘Ves, a few times| Yes, once | Yes, regularly ‘
18-24 3 3 1 0
25-31 10 2 3 0
32-39 8 2 9 0
40-45 8 6 4 0
46 - 54 4 0 3 0
55-59 4 4 0 1

4 6 0 0
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2. Gender: | Not once | Yes, afew times_| Yes, once |Yes, regularly‘
Female 26 4 8 0
Male 14 17 12 1
No inary 1 2 0 0
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3. Role Not once ‘ Yes, afew times | Yes, once | Yes, regularly ‘

Management 1 3 2 0
Supervisor 3 2 1
Tier 1 permanent associate 37 18 17 1
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This work has not previously been accepted in substance for any degree and is not being
concurrently submitted in|candidature for any degree

STATEMENT 1

This dissertation is being submitted in partial fulfilment of the requirements for the degree of BA

STATEMENT 2

This dissertation is the result of my own independent work/investigation, except where
otherwise stated.

Other sources are acknowledged by footnotes giving explicit references. A bibliography is
appended.

STATEMENT 3

| hereby give consent for my dissertation, if accepted, to be available for photocopying and for
interlibrary loan, and for the title and summary to be made available to outside organisations.

Signed
Date..
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Yes, once |Yes, regularly‘

4. Experience | Not once | Yes, afew times
1-3years 11 5 5 0
10+ years 6 11 3 1
4 - 6 years 14 2 10 0
7 - 10 years 10 5 2 0
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20. Can you identify and give any examples of any El tools or practices already in place at CWL1?

Write your answer below!
85 responses

40
. 36 (&4%)
20
10 ) 4 (4.7%) 3(3.5%)
1 (1@ @242 (2 47020%)1 (1ML E@ROREAA299] (1225001 (11128

0
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21. Do you feel that your colleagues follow positive El practices at CWL1 (1 - Not at all, 5 - Always)?
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1. Age: 2 |
18-24 0 6 0 1
25-31 0 12 2 1
32-39 1 1 16 1
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2.Gender:
Female 2 15 2 g
Male 0 12 B 2
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3. Role

Management
Supervisor
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4. Experience
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22. On ascale of 1to 10, how satisfied are you with the implementation of Emotional Intelligence
practices at CWL1?
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2. Gender:
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