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                  Emotional Intelligence in the life of a care assistant

Hello everyone and thank you for joining my presentation.
Today, I’d like to share how emotional intelligence (EI) is not only a theoretical concept but a practical and essential skill in my role as a care assistant within NHS Wales.
Working in a large organisation like NHS Wales, which employs over 90,000 staff (HEIW NHS, no date), I am part of a multidisciplinary, customer-facing healthcare team. My duties include direct patient communication, supporting families, managing emotional needs, and working in high-pressure, emotionally intense environments. These responsibilities require more than technical knowledge; they require strong emotional competence.
Salovey and Mayer (1990) originally defined emotional intelligence as the ability to perceive, understand, and manage emotions in oneself and others. Goleman (2006) later expanded this model, introducing five key components: self-awareness, self-regulation, motivation, empathy, and social skills. In my daily work, all five are critical but empathy, self-regulation, and social skills are particularly vital.
Empathy allows me to connect with patients and families during vulnerable moments. Self-regulation helps me stay calm during emergencies and avoid burnout. Social skills are essential for working effectively with a diverse team. According to Cherniss (2010), emotional intelligence enhances workplace collaboration, performance, and psychological well-being; all of them align closely with my own experiences.
Pham (2024), writing for Forbes, highlights why emotional intelligence matters at work. She explains that emotionally intelligent professionals resolve conflicts more efficiently, handle stress with greater resilience, and contribute to healthier team dynamics. Importantly, EI is not fixed, it can be cultivated through regular feedback, self-awareness, and mindfulness practices (Pham, 2024). These strategies reflect how I continue to grow in my role, particularly through structured reflections and debriefs.
Petrides, Pita and Kokkinaki (2007) suggest that individuals with higher trait emotional intelligence show greater emotional stability and less anxiety—qualities that are indispensable when delivering difficult news or managing highly distressed patients. In this context, EI is not just helpful, it is essential.
To further support my development, I use Gibbs’ Reflective Cycle (1988), which allows me to examine and learn from emotionally charged situations. Through this model, I assess what happened, how I felt, and how I responded and ultimately identifying how I can improve my emotional control and professional practice.
While I feel confident in empathy and communication, I recognise that self-regulation, particularly in prolonged high-stress settings, remains a growth area. Continuous professional development and supportive supervision help address this. As Goleman (2006) emphasises, EI can be nurtured with intention and practice, which motivates me to keep improving.
In conclusion, emotional intelligence is not just a ‘nice to have’, it is a core competency in healthcare. It supports compassionate care, enhances teamwork, and helps prevent professional burnout. In my role within NHS Wales, EI significantly shapes how I deliver care and grow professionally. As current or future leaders, investing in EI means improving not only ourselves but the systems we work within and the patients we serve.
Thank you for your time and attention!
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