

Emotional Intelligence
Enhancing the Role of an Uber Driver in UK
Speaker Notes







                               Student Name: Flavius-Florin Filimon
Student ID:2208335
      Lecturer: Julie Thomas












Table of Contents
Introduction	3
Defining Emotional Intelligence	3
EI in the Gig Economy	3
Application to Uber Driving	3
Enhancing Passenger Experience	4
Impact on Job Performance	4
Conclusion	4
References	6



I confirm that I have not presented any AI generated materials as my own work. I confirm that I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.

[bookmark: _Toc200709883]Introduction 
Good morning. I am an Uber driver in Bristol, so I am literally in the gig economy - in charge of my own working schedule, hours and income (Subroto and Zuraida, 2021). As a customer-facing job, such as the one I do in customer service, I use EI to ensure a pleasant and personal passenger experience continuously. Today, I will describe the main EI models, find out how they are relevant to the context of the gig work and Uber driving, provide some examples related to my personal practice in the service industry, and explain how reinforcing EI skills can improve rider experience and my work performance.
[bookmark: _Toc200709884]Defining Emotional Intelligence 
Five core EI competencies can be observed, including self-awareness, self-regulation, motivation, empathy and social skills. The four-branch model of Mayer and Salovey pays special attention to the correct perception and management of emotion, and Goleman adds to this by proposing six useful skills on how we use EI in social situations (Shamas Suleman Arshad and Zeeshan, 2021). Personally, I find the theoretical background allows me to become aware of emotional signals. With the integration of the two frameworks, I will be in a position to not only read emotions effectively but also perform the appropriate social action.
[bookmark: _Toc200709885]EI in the Gig Economy
According to research, EI is a strong indicator of career adaptability, decision-making confidence, and can increase job satisfaction while alleviating turnover intentions (Pirsoul et al., 2023). The findings of Othman et al. (2024) highlight that a greater level of EI is linked with maintaining proper performance during rush hours, and this statement aligns with my experience during peak times. Personally, I have observed that whenever I remain self-conscious and energetic, I can switch between rides fast, make reasonable route choices, and stay in a good mood, even when traffic jams or demand surcharge.
[bookmark: _Toc200709886]Application to Uber Driving 
In my everyday driving, I have to deal with heavy traffic in Bristol, I have to plan effective routes, and I have to take into consideration the comfort of my passengers. EI helps me to be able to read a passenger and change accordingly. In case I notice impatience or frustration, I reduce the volume of music instantly and provide a short apology or explanation (Norlander et al., 2023). When a passenger appears to be talkative, I make some small talk to create rapport. The rider satisfaction surveys prove that those minor changes result in rating increases (Mika, 2022). Nevertheless, there are also situations when I have to wait a long time, and my patience is put to the test, which means that I still need to work more on self-control. 
[bookmark: _Toc200709887]Enhancing Passenger Experience 
Emotional decoding gives the power to make personalised service. Salman et al. (2023) underline that expressing recognition of a passenger's emotion, for example by apologising profusely in case of a detour, creates goodwill. I frequently use the phrase, ‘I am sorry this took additional time,’ which creates instant trust (Cameron, 2022). Being able to proactively inform them of expected delays, ‘There is a little delay on the way, I just wanted to inform you about it so that you may plan accordingly’ shows respect to their time and usually, what could have been frustration, results in an expression of gratitude (Lei and Kaplan, 2023). 
[bookmark: _Toc200709888]Impact on Job Performance 
A lot of research associates EI with greater resilience and less risk of burnout. Serafim et al. (2024) discovered that high EI professionals have higher job and life satisfaction. Emotional resilience, which is based on the motivation competency, would assist me in my position to ensure consistent quality of service throughout peak hours. Customers feel this stability and respond with affirmative reactions. Meanwhile, I can see that I should work on my emotional recuperation subsequent to especially anxious rides, which implies a deficiency in self-control. To combat this, I will implement short mindfulness or breathing exercises on break, so that I am able to re-centre my emotional status before another passenger boards.
[bookmark: _Toc200709889]Conclusion 
In summary, strong emotional intelligence is not just beneficial but essential for Uber drivers in the gig economy. By cultivating self-awareness, self-regulation, motivation, empathy and social skills, drivers like me can transform everyday interactions into exceptional service experiences. Ongoing EI development, through targeted practice and reflection, leads to happier passengers, higher ratings and enhanced personal well-being. 
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