	
	
	



Emotional Intelligence as a tech guide  
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According to (Audrin and Audrin, 2024) emotional intelligence in a call centre role, of digital technology, has started to raise interest in academic literature, this can increase sleep and decrease anxiety and mental health issues by having the right support. 
                     There are five components of framework of emotional intelligence by Daniel Goleman. This is something he believed will help people be more successful towards their work life (Hero,2023).
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Emotional intelligence helps one build stronger relationships, succeed at work, and achieve one’s career and personal goals, as well as reduce group stress, defuse conflict, and enhance job satisfaction (Frothingham, M. (2024).
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                                                                  Every job has a different level of doing business. many see EI as an advantage while many do not. There are multiple benefits such as having the right manager to help and understand our emotions when we are feeling down.  Smith, A.K. (2025).
 [image: ]Piccerillo, at al (2025) stated that EI is an everyday practice and is vital for physical mental health and  well being. However, there is always strengths and weaknesses associated. For example, my strength is being self-aware and my weakness is that i doubt myself more than i believe in myself.  
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TIPS ON HOW CALL CENTER AGENTS
CAN USE EMOTIONAL INTELLIGENCE
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FIVE COMPONENTS OF

MOTIONAL
TELLIGENCE

Self-awareness - the ability to recognize and understand your
moods and emotions, and how they affect others

Self-regulation - the ability to control impulses and moods, and to
think before acting

Internal (or intrinsic) motivation - being driven to pursue goals for
personal reasons, rather than for some kind of reward (the opposite
is external motivation)

Empathy - the ability to recognize and understand others’
motivations, which is essential for building and leading teams
successfully

Social skills - the ability to manage relationships and build
networks
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