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 Abstract 

 

Summary: The emotional intelligence of a Direct manager in a hospital can be likened to an air balloon, which carries 
an employee's job satisfaction and effectiveness in its basket. The higher the balloon rises, the better the levels of 
these two variables. Developing E.I in the health sector culture will help workers have better job satisfaction and 
effectiveness, and patients will receive better health care. 

 
Objectives: The present study aimed to evaluate the emotional intelligence of direct supervisors/managers in a public 
hospital, as perceived by their employees. Additionally, the study aimed to determine if there is a significant 
relationship between E.I levels and job satisfaction and effectiveness. Also, to identify the E.I skills that supervisors 
and managers need to improve based on the needs of their employees.  Finally, to explore the potential impact of E.I 
development on patient care in the health workplace. 
 
Methodology Our study examined a sample of 554 employees at a public hospital, who were categorized into five 
groups of workers. 148 responded to an anonymous questionnaire that we designed specifically for this research with 
a rating scale ranging from 1 (strongly disagree) to 5 (strongly agree). Our questionnaire aimed to assess employees' 
opinions of their direct supervisors' emotional intelligence in the healthcare workplace. By analyzing the responses 
grouped into three separate sets (A-C) of questions (Q1-Q51). Statistical analysis was conducted using SPSS software, 
with pivot tables generated in Excel. 

Results: Our study has shown that E.I greatly contributes to the well-being of the work environment and enhances the 
quality of healthcare services provided to patients. Here are the key findings:1. There is a significant and strong 

correlation between emotional intelligence and job satisfaction (r=0.736, sig=<0.01b) with positive effect 𝑌𝑌� > 𝑚𝑚𝑚𝑚𝑚𝑚𝑚𝑚 
2. The E.I of managers has a moderate to strong correlation with job effectiveness (r=0.480, sig=<0.01b) with positive 
effect. 3.Empathy displayed by direct managers has a statistically significant, moderate correlation with positive impacts 
on employee effectiveness (r=0.523, sig=<0.01b). Implementing E.I in the healthcare workplace will not only assist in 
leadership decisions but also serve as a valuable communication tool to boost job effectiveness and overall satisfaction 
of healthcare workers. To improve their E.I. in the workplace, all employees at every job level in the public hospital 
should follow specialized training seminars. 
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Chapter 1 

Introduction  
 

1.1 Area of discussions 
 
“Goleman, D. (1998). Book, “Emotional Intelligence,” defines the concept as the ability to sense, understand, value, 
and effectively apply the power of emotions as a source of human energy, information, trust, creativity, and influence. 
In light of today’s global health conditions, prioritizing human-centered approaches in the workplace is crucial. This 
requires a shift in traditional workplace cultures at all levels of the organization. As a result, leaders and executive 
managers must integrate emotional intelligence into their workplace cultures to meet the changing needs of employees 
and improve efficiency in the healthcare industry. 
The current global health conditions have created a pressing need for a more human-centered approach to work. It’s 
become evident that traditional workplace cultures at all levels require a significant shift. As a result, leaders and 
executive managers must prioritize emotional intelligence and foster a culture that meets the current needs of their 
workforce while simultaneously improving effectiveness and job satisfaction within the healthcare workplace. The 
Covid-19 pandemic accompanied in a wave of changes in the workplace that disrupted our way of working. Many 
workers were required to follow government guidelines and take restrictive measures to curb the spread of the virus in 
the workplace. Employers were faced with hard decisions on how to implement measures that would be most effective 
for their workers, balancing the needs of the organization with individual employee needs. Some chose to close 
temporarily, while others allowed their employees to work from home or offered flexible arrangements based on their 
family’s health status. Meanwhile, employees across all levels were required to deliver work under unprecedented 
circumstances, often with tight deadlines and higher-than-usual demands. Despite their personal challenges, these 
employees attempted to maintain the quality of their work and control any unprecedented feelings they may have 
experienced during this time. 
The practice followed by some employers during the pandemic crisis, combined the performance of job requirements 
that had to be made based on the needs of each employee. This clearly shows that they used emotional intelligence 
features without even realizing it and applied them to the corporate and organization culture during the pandemic. 
Managers in the crisis managed their own emotions, showed empathy for what each employee was facing and based 
on their needs protected the employment relationship.  Managers had the opportunity to improve their social skills and 
relationship between their employees. Understanding also added more business value to the business and employees 
were motivated to work harder in order to show their appreciated for their understanding they gained from their work 
environment in the difficult times they went through. 

During the pandemic, both employers and employees discovered that remote work not only works, but can also be 
highly effective for businesses, particularly in better conditions in the future. Studies have revealed that employees can 
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save time by avoiding distractions such as daily phone calls and unnecessary communication with colleagues that they 
might have experienced when working from the office. Conversely, if they are not delayed by any outside factors while 
working from home, they can complete their job with greater concentration, efficiency, and at a lower cost to the 
organization. Additionally, flexible hours or remote work for a few days can save employees money on daily commuting 
costs. 

As the pandemic extended, many employers and employees began to reconsider their priorities and place a greater 
emphasis on spending time with their families. Enhancing emotional intelligence in the workplace can lead to improved 
efficiency and productivity. As a result, managers who have emotional intelligence are now highly valued by employees 
as it contributes to job satisfaction. Therefore, it is essential for managers to consider the importance of emotional 
intelligence and make adjustments to the work culture accordingly. 

This research aims to assess the need of incorporating Emotional Intelligence in the healthcare workplace. The study 
aims to determine if the implementation of EI by direct managers can lead to improved effectiveness and job satisfaction 
among employees. Additionally, the research will examine the EI skills that employees require from their managers to 
improve and provide guidance on how managers can develop those skills. This study can potentially generate a 
valuable communication tool for employees and assist leadership in making informed decisions that positively impact 
productivity and overall job satisfaction. 

The research will utilize a positivistic quantitative approach with a focus on quantitative data. Data collection will be 
achieved through a confidential questionnaire, consisting of Likert scale questions, which will be distributed to 
employees within the health organization of Cyprus Hospital. The results of the study will provide valuable insights into 
whether Emotional Intelligence (E.I.) is used by managers in the organization. It will also determine if there is a need 
to incorporate more emotional intelligence into the organizational culture to enhance effectiveness and job satisfaction. 

1.2 The main research questions 
Various tests are available to assess the sample population, as discussed in the “Measuring Emotional Intelligence 
with Different Approaches” section of Chapter 2. However, none of these tests fully cover the questions we are 
investigating for our study. As a result, we designed a new anonymous questionnaire using the Likert scale. Ranging 
from 1 (strongly disagree) to 5 (strongly agree), presented in Appendix A. Health workers will rate their direct supervisor 
by completing the questionnaire. The responses were divided into three groups of questions that will help for to identify 
the answers of the main research question.  

 

The first group of questions aims to determine: 

• Is there a need of Emotional Intelligence in the workplace? 
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• Whether their direct supervisors /managers exhibit Emotional Intelligence traits? 

• How satisfied they are with their workplace in terms of their direct supervisors’ Emotional Intelligence and 
overall health of the work environment.  

The second group of questions will explore into the following areas: 

• Studying the correlation between the Emotional Intelligence (EI) of Direct Supervisors / Managers and 
organizational effectiveness, with a focus on identifying factors that enhance employee productivity. 

• How the E.I of Direct Supervisors / Managers impacts job satisfaction levels among healthcare professionals, 
with the aim of determining the extent of job satisfaction in this field. 

Third group of questions aims to determine: 

• What emotional intelligence skills will employees need from their manager to improve? These may include 
self-awareness, Self-management, empathy, motivation and social skills.  

• How can Emotional intelligence be developed in the work environment of health as per workers perspective? 

Based on the responses to these inquiries, we can determine the significance of Emotional Intelligence in the health 
work culture and how it impacts job satisfaction and workplace effectiveness. Furthermore, we can explore methods of 
development emotional intelligence within a healthcare workplace. 

6.1 The importance of addressing the research questions and objectives 

Our research aims to explore the fundamental principles of emotional intelligence by examining the various approaches 
and techniques used by researchers to assess it. Our primary focus will be on the five key components of emotional 
intelligence, as studied by renowned researcher Daniel Goleman. The first important point is to identify on the part of 
the employees of an organization the most important need they have at work especially after the difficult period from 
the pandemic covid-19. Through questions we will be able to determine if the managers of the organization use 
elements of emotional intelligence. In addition, we will find out if there is a need for more use of emotional intelligence 
in health organization.   

The second crucial aspect Involves obtaining feedback from healthcare employees regarding the specific aspects of 
their managers’ emotional intelligence that impact their job performance and satisfaction levels. Through this process, 
we can identify the areas where managers may need improvement and tailor training programs that promote emotional 
intelligence within healthcare organizations, fostering a positive and supportive work environment. 

Keywords: Emotional intelligence at workplace, job satisfaction, job effectiveness, Emotional intelligence development 
at workplace.  
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2. Literature 

2.1.1   Emotional intelligence theory  

The concept of emotional intelligence originated from the work of two researchers, Peter Salavoy and John Mayer, in 
their article titled “Emotional Intelligence”. Subsequently, Daniel Goleman popularized the term through his book 
“Emotional Intelligence” in 1995. The theory posits that an individual’s ability to recognize, understand, and manage 
their own emotions, as well as those of others, has a significant impact on their overall success. As such, emotional 
intelligence has become a topic of great interest in both academic and business settings, as it has the potential to 
improve communication, leadership, and overall job performance. 

As per the research conducted by Salovey and Mayer (1990) Emotional Intelligence (EI) is defined as the skill of 
recognizing one’s own emotions as well as those of others, and utilizing this knowledge to steer one’s behavior. 
However, in 1997, Mayer and Salovey redefined EI as the ability to reason about emotions and to leverage them to 
enhance thinking. This broader definition encompasses various aspects such as accurately perceiving emotions, 
accessing and generating emotions to aid in reasoning, understanding emotions and emotional knowledge, and 
reflectively regulating emotions to promote emotional and intellectual development.  

Numerous researchers have consistently reported that emotional intelligence is a crucial skill for leaders and managers. 
Its significance lies in the ability of leaders to understand, manage, and regulate their own emotions as well as those 
of their subordinates. A recent study showed that leaders with high emotional intelligence are more likely to inspire 
loyalty, trust, and commitment among their team members. Therefore, it is imperative for organizations to invest in 
developing emotional intelligence among their leaders and managers to achieve positive outcomes. 

According to Goleman’s (1995) definition, emotional intelligence refers to the ability to motivate oneself and persevere 
in the face of obstacles. It also involves the capacity to control impulses and delay gratification, regulate one’s emotions 
to prevent them from interfering with cognitive function, empathize with others, and maintain a positive outlook. 
Emotional intelligence is a highly valued trait in professional and academic settings, as it relates to effective 
communication, leadership, and conflict resolution. 

According to Goleman (1995), emotional intelligence encompasses five key elements: 

 1. Self-awareness: The ability to recognize and understand own emotions, strengths, and weaknesses. People with 
high emotional intelligence are able to act appropriately based on their emotional state.  

2. Self-management or regulation: The capacity to control one’s emotions and stay calm and positive during difficult 
situations. Emotionally intelligent individuals do not let their feelings make decisions for them, and they make decisions 
when they are calm and have thought through the problem.  
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3. Motivation: The skill of motivating others by understanding and appreciating their work, evaluating their performance, 
and rewarding them accordingly. Emotionally intelligent people typically help their teams become more productive and 
effective.  

4. Empathy: The ability to listen and understand the needs and situations of others, even when their feelings may not 
be clear. People with high empathy do their best to help others in any way they can.  

5. Social skills: Characteristics that enable individuals to build better relationships with colleagues or other people at 
work. They strive to communicate well and show interest in others, such as by saying “good morning” or asking how 
they are doing. 

Possessing the skills of accurately interpreting the moods, behaviors, and motives of others, as well as responding to 
them effectively, can significantly enhance the quality of relationships (Bradberry2016). In his article, Landry (2019) 
emphasizes the impact of emotional intelligence on organizational culture, stating that leaders or managers who lack 
this trait may experience lower employee engagement and a higher turnover rate. 

2.1.2 Measure EI with different approaches.  

As per Morrison’s (2008) findings, emotional intelligence competencies can be broadly categorized into two groups – 
social and personal competencies. Social competencies involve awareness of one’s surroundings and self-
management. Measuring an individual’s emotional intelligence can be achieved through several techniques that are 
based on various theories of emotional intelligence. 

One way to assess emotional intelligence is through the MSCEIT ability test, which measures four divisions of the EI 
model created by Mayer and Salovey: perceiving emotions, facilitating thoughts, understanding emotions, and 
managing emotions. Another option is the ESCI test, which is a 360-survey designed to assess 12 competencies that 
distinguish outstanding performers from average ones. These competencies are grouped into four areas: self-
awareness, self-management, social awareness, and relationship management. The ESCI measures individual 
behaviors related to emotional self-awareness, emotional self-control, achievement orientation, positive outlook, 
adaptability, empathy, organizational awareness, influence, coaching and mentoring, conflict management, 
inspirational leadership, and teamwork. According to the manual that L&T Direct and Mc Clelland Center (2011) 
prepared for the Hay Group company, a global management consulting firm, these competencies are essential for 
success in various fields. Additionally, the Genos test is a behavioral assessment tool designed to evaluate the 
frequency with which employees exhibit emotional intelligence behaviors in the workplace. This assessment measures 
an employee’s ability to recognize and manage their own emotions, as well as their ability to perceive and respond to 
the emotions of others in a professional context. It is an effective tool for identifying areas where employees may benefit 
from further training or development in order to improve their emotional intelligence competencies and enhance their 
overall job performance. Furthermore, in order to measure the emotional intelligence of nurse participants, the 
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Emotional Intelligence Scale (EIS) developed by Schutte and colleagues in 1998 was utilized as a self-test. Emotional 
intelligence is determined by an individual’s traits, social skills, and competencies in recognizing and managing their 
own emotions and feelings. The scale features 33 items, each rated on a 5-point Likert scale from 1 (strongly disagree) 
to 5 (strongly agree). Scores are then tallied to determine an overall score, with a higher score indicating a higher level 
of emotional intelligence. While there are no specific cut-off scores, the lowest possible score is 33 and the highest is 
165. 

2.2 The importance of emotional intelligence in the workplace 

According to Goleman (1998), emotional intelligence is deemed as the Sine Qua Non of leadership, implying that it is 
an indispensable attribute for individuals holding leadership positions. In other words, emotional intelligence is regarded 
as a fundamental prerequisite for effective leadership 

As the world continues to change, so too do the expectations and requirements of the modern workplace. In today’s 
environment, possessing exceptional knowledge and expertise in one’s field is no longer sufficient to secure 
employment or advance professionally. A new criterion has emerged that is just as critical as any other: the ability to 
treat oneself and others with respect and dignity. Developing this skill is critical for individuals seeking success in their 
careers. Moreover, the ongoing COVID-19 pandemic has caused a shift in employee priorities. Today, individuals place 
a higher value on having more time to spend with their families, particularly following the difficulties and challenges of 
the pandemic. As a result, they are likely to seek out careers that offer greater flexibility and work-life balance. 
Employers must recognize this new reality and adjust their policies and practices accordingly to attract and retain top 
talent. If an employer fails to identify the needs of their employees in a timely manner, many may become dissatisfied 
with their job and seek employment elsewhere. This delay could result in financial losses for the employer, wasted 
training time, and a negative reputation in the professional community. 

The art of effective management lies in cultivating strong relationships with employees, fostering a shared commitment 
to achieving organizational goals. A manager’s capacity to listen attentively, empathize with their employees, and offer 
help in resolving challenges can go a long way towards cultivating a happy and highly productive workforce. According 
to Salovey and Mayer’s (1990) research, emotional intelligence is a valuable skill for those who approach life tasks 
adaptively, helping them to solve problems more effectively. Additionally, individuals with emotional intelligence tend 
to be more inventive and flexible when devising solutions to difficult problems. 

According to Dattner (2003), the responsibilities of organizations are evolving and becoming more intricate due to the 
rapid advancements in technology, which demand prompt responses to electronic communications. Additionally, teams 
are becoming more prevalent, and employees are growing more diverse. To meet these demands successfully, 
managers must possess emotional intelligence, be capable of working with ambiguity, respond quickly, collaborate 
effectively with teams, and manage a diverse group of individuals.  
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According to Goleman and Boyatzis (2008), social intelligence is crucial in the workplace, especially during times of 
crisis. In a survey conducted by a major Canadian healthcare system following significant cutbacks and restructuring, 
it was found that employees working under leaders who scored low in social intelligence were three times more likely 
to have unmet patient care needs than those with supportive leaders. Conversely, nurses working under socially 
intelligent leaders reported better emotional wellbeing and an improved capacity to provide quality care to their patients, 
even amidst the stress of downsizing. 
2.3 The impact of EI on organization effectiveness  
According to Burches (2020) “around the word, every health care system is struggling with rising cost and the lack of 
economic sustainability of most healthcare systems has contributed to the development of regulation in the health 
sector. It is even more important that public resources are used in the most efficient and effective way” 

Daft (2008) defines efficiency as “the number of resources used to achieve the organization goals. Managers adjust 
structural and contextual dimension to most efficiently and effectively transform inputs into outputs and provide value”. 

Also stated that “the role of management is to maintain stability and efficiency, with the managers doing the thinking 
and the workers doing what they are told”. 

Some factors that affecting the Job efficiency could be the working hours, training and development of employees, 
effective communication, support during the work, stress and emotions by management, motivation, procedures and 
policies and financial rewards. 

The researchers Kaur and Sharma (2019) stated that “most of the interpersonal interactions are administered by 
organization performance relating to dealing customers, obtaining instruction and reporting to superiors and 
maintaining relationship with peers in an organization. EI acts as a key driver for regulating, directing and controlling 
emotional, personal and social competencies of people at work. EI has significant impact on the work performance”.   

According to Duck (2002) “emotions and values drive behavior. They are the fuel of human performance”. In other 
words, as high effective management of people in work teams we have then a greater organization performance can 
be produced. 

A study was undertaken by Morrisson (2008) which data collected from ninety –four registered nurses that were working 
at healthcare facilities arrived to the result that “the issue of occupational stress and conflict among nurses is a major 
concern. It is imperative nurses learn how to effectively handle conflicts in the work environment. Developing the 
competencies of EI and understanding how to effectively handle conflict is necessary to nurses working in a highly 
stressful occupation”.  

The authors Goleman and Boyatzis (2008) wanting to emphasize how EI affected the efficiency at work they state” our 
research over the past decade has confirmed that is a large performance gap between socially intelligent and socially 
unintelligent leaders”. 
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2.4 The impact of EI at job satisfaction in the workplace 

According to Robbins and Judge’s (2013) definition, job satisfaction is characterized as a positive sentiment towards 
one’s job that stems from an evaluation of its qualities. When employees experience satisfaction, they tend to exhibit 
greater happiness, motivation, and productivity, while taking fewer absences from work. Additionally, they are more 
likely to engage in collaboration and maintain positive relationships with their colleagues. Furthermore, employees who 
experience job satisfaction have a tendency to stay with their organization for an extended period of time. 

Early detection of employee job satisfaction is crucial for any organization to take necessary measures to maintain a 
positive work environment. One effective method to determine job satisfaction is by having personal conversations with 
employees. Periodically establishing personal communication with employees through a series of thoughtful questions, 
such as their level of job satisfaction and whether they require support to improve their work experience, can greatly 
benefit the organization. 

The manager, as a leader, must demonstrate an active listening approach and consider the responses provided by the 
employee. This will foster a positive relationship and encourage the employee to express their thoughts and ideas more 
freely. Furthermore, organizations have the option to conduct surveys or questionnaires among their employees. 
However, some individuals may not feel comfortable expressing their true feelings in such a format. This is where 
anonymity can play a crucial role in allowing individuals to voice their opinions and suggestions. Additionally, it is 
important for organizations to be aware of industry standards, such as salaries and working hours. Conducting research 
on these factors can help avoid dissatisfaction among employees if there are significant discrepancies compared to 
other companies in the same industry. Finally, it is worth noting that emotional intelligence and job satisfaction are 
closely related. By comparing the variables that affect both, it becomes clear that emotional intelligence can greatly 
enhance job satisfaction. 

According to Suleman, Syed, Mahmood, and Husain’s (2020) research, emotional intelligence is a crucial factor in 
ensuring individual job satisfaction and overall productivity within an organization. The study found a moderate, positive 
correlation between emotional intelligence and job satisfaction. Emotional intelligence was also found to be a predictor 
of job satisfaction, with five dimensions – integrity, emotional stability, self-development, managing relationships, and 
altruistic behavior – identified as predictors of job satisfaction. The research indicates that emotional intelligence and 
job satisfaction are directly related, with higher levels of emotional intelligence correlating with higher levels of job 
satisfaction. 

Furthermore, a survey was conducted by Liu and Liu (2013) which studied 148 team leaders and 840 team members. 
The study revealed that teams with a negative emotional climate have an adverse impact on the job satisfaction of 
team members. Conversely, teams with a positive emotional climate can moderate the relationship between leader 
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emotional intelligence and team member job satisfaction. This means that the effect of leader emotional intelligence 
on member job satisfaction is stronger when the team’s emotional climate is more negative. 

6.1 How to develop of EI skills at workplace 

In recent years, individuals and companies have recognized the importance of Emotional Intelligence as a key skill in 
the workplace. As a result, many are now actively seeking to measure and develop this ability during the hiring, working, 
and promotion processes. Research has shown that Emotional Intelligence can be enhanced through training. 
According to Goleman (1995), such training could offer significant benefits to both individual leaders and organizations 
as a whole. For instance, it could be made available to all employees, not just those in leadership positions, thereby 
broadening the pool of potential candidates for leadership roles within the organization. 

Research submitted by Barling, Slater, and Kelloway (2000) indicates that emotional intelligence correlates with three 
fundamental components of transformational leadership – idealized influence, inspirational motivation, and 
individualized consideration – as well as contingent rewards. Furthermore, the research supports the notion that training 
managers in transformational leadership can also aid in developing emotional intelligence through training. 

The initial step for any organization is to evaluate the current level of emotional intelligence in the workplace, which will 
provide insight into the emotional intelligence of their direct managers. This evaluation can be achieved by utilizing the 
tests outlined in the “Measure EI with different approaches” section. In our study, we have developed a new anonymous 
questionnaire that health workers can complete. This questionnaire will be divided into three groups of questions, all 
of which will examine the emotional intelligence of their direct manager. 

After conducting assessments, the organization should develop comprehensive training programs for all levels of the 
hierarchy based on their specific needs. The training should cover the four essential fields of emotional intelligence: 
self-awareness, self-management, social awareness, and relationship management. The training can be conducted 
internally by the HR department or through outsourced trainers. Following the training, the organization should 
communicate regularly with employees about the importance of emotional intelligence in the workplace and their 
commitment to fostering a healthy workplace culture. They should also make it clear that collaboration will be 
considered during the promotion process and that there will be established procedures to reduce the risk of exploitation. 
During and after the training, the organization should evaluate the effectiveness of the training and the employees’ 
performance and provide further training where necessary. 

The cultivation of emotional intelligence within the healthcare industry can significantly enhance patient outcomes. By 
prioritizing the development of emotional intelligence, healthcare professionals can better understand and address the 
emotional needs of patients, ultimately leading to improved health outcomes. The successful implementation of 
emotional intelligence in healthcare requires ongoing training and education, as well as a commitment to creating a 
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culture that values empathy and compassion. Ultimately, the integration of emotional intelligence into healthcare 
practice has the potential to revolutionize patient care and improve overall health outcomes. 

In her article, Landry (2019) highlights the crucial role of education in emotional intelligence. She emphasizes that even 
if one excels at their job technically, the ability to communicate effectively with the team and collaborate with others is 
equally important. Focusing on improving emotional intelligence can lead to career advancement and benefit the 
organization as a whole. 

6.1 Critics about emotional intelligence theory and drawbacks  

While the emotional intelligence theory has gained significant attention, it has also faced criticism surrounding its 
definitions, measurement, and validity. According to Robbins and Judge (2013), there is a lack of clarity among EI 
researchers regarding its definition, as different definitions are used by different researchers. Some researchers focus 
on emotional intelligence through tests, while others view it as a broader construct that can be measured through self-
reports. 

According to some experts, there has been significant debate surrounding the measurement of Emotional Intelligence 
(EI). Critics have raised concerns about the existence of right and wrong answers on tests assessing this form of 
intelligence, as it is seen as a distinct type of intelligence. Parker, Taylor, and Bagby (2001) contend that only 
assessments that evaluate mental abilities should be considered measures of emotional intelligence. Additionally, 
Robbins and Judge (2013) suggest that EI may be closely linked to intelligence and personality, and that when these 
factors are accounted for, it may not offer anything particularly unique. 

The use of emotional intelligence can have some downsides for businesses, as it can be leveraged to manipulate 
people. When emotions are viewed as a skill, they can be used as a tool to persuade others to do what one wants. 
This can result in employees or managers employing emotional intelligence for their personal gain. For instance, an 
employee may try to exploit their manager’s high social awareness. Moreover, not everyone takes emotional skills 
seriously, which means that both the organization and employees will need to invest time and effort in developing these 
abilities. Lastly, people in the organization may become overly familiar and cross boundaries, which can be seen as a 
negative.  

It is imperative for any responsible entity to consider all forms of criticism and drawbacks associated with a given course 
of action. This is particularly important as it enables one to identify and implement necessary precautionary measures. 
Failing to consider and address such issues may lead to undesirable outcomes that could have otherwise been 
avoided. As such, it is essential to be diligent and thorough in assessing any potential risks and challenges that may 
arise in the course of executing a particular task or project. By doing so, one can proactively mitigate negative 
consequences and ensure the successful attainment of set objectives. 
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3 Methodology  

3.1 Identify the research problem 

The research aims to analyze the level of emotional intelligence among direct supervisors and managers at the public 
hospital being studied, based on Daniel Golman’s theory of the five elements. The study will also explore the 
significance of emotional intelligence in the healthcare industry and its impact on employee job satisfaction and 
effectiveness, taking into account how direct supervisors have acted during the pandemic period. Additionally, the 
study will identify the areas of emotional intelligence that require improvement among direct supervisors and managers. 
The results will shed light on the hospital’s strengths and weaknesses regarding emotional intelligence implementation 
and its correlation with job satisfaction and effectiveness in healthcare culture. Finally, the study aims to determine the 

perception of employees regarding the necessity of development emotional intelligence in the healthcare workplace. 

3.2 Paradigm and methodology  

While emotional intelligence primarily concerns human behavior and the interactions between managers and 
employees, a phenomenological perspective may seem more fitting. However, a positivistic quantitative approach is 
more appropriate for this research as it involves a comprehensive review of literature to establish a suitable theory and 
formulate hypotheses. Specifically, the study will review the emotional intelligence literature in the health workplace, 
which will be based on the five key elements of Daniel Golman’s theory: self-awareness, self-regulation, motivation, 
empathy, and social skills. To examine the usefulness and validity of this theory, the study will employ a quantitative 
methodology through a survey. 

6.1 Methods of data collection and Justification of the data sampling 

The proposed research will employ a quantitative methodology to investigate the impact of emotional intelligence on 
workplace culture in the healthcare sector. Specifically, the study will focus on examining the experiences of five groups 
of workers – Medical Doctors, Nurses, Other Health Professionals, Administration Staff, and Other Support Staff – in 
a public hospital in Cyprus. The research will utilize an anonymous survey of 554 employees, which will be approved 
by the National Bioethics Committee of Cyprus, the State Health Services organization’s Office of Research and 
Innovation, and the hospital’s managers across all worker categories.  

The study will employ a closed-ended questionnaire that utilizes a Likert scale to measure each respondent’s emotional 
intelligence. Respondents will be able to rate their emotional intelligence on a scale of 1 to 5, with 1 indicating low 
emotional intelligence/ or strongly disagree and 5 indicating high emotional intelligence / or strongly agree. The 
questionnaire will be given to individuals with the necessary characteristics of education who should be at least at the 
degree level. Written and verbal communication will be sent to the managers and staff, informing them of an upcoming 
survey that will take place during a specific period. All responses will be kept strictly anonymous to ensure that the 
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results obtained are unbiased and solely utilized for the purpose of my thesis. To ensure confidentiality, designated 
boxes will be provided where individuals can submit their responses without their supervisors being able to view them. 

Although emotional intelligence is typically studied using a phenomenological perception approach, the proposed 
research will utilize a positivistic quantitative approach. This approach will involve a review of the literature on emotional 
intelligence in the workplace, with a focus on Daniel Golman’s theory of emotional intelligence, which identifies five 
critical elements: Self-awareness, Self-regulation, Motivation, Empathy, and social skills. The research will utilize the 
quantitative methodology to examine the usefulness and validity of the theory of emotional intelligence, and how it 
relates to the workplace culture in the healthcare sector. In conclusion, the proposed research aims to deepen our 
understanding of the impact of emotional intelligence on workplace culture in the healthcare sector. The results of the 
study will provide valuable insights to healthcare managers and policymakers on how to develop effective strategies to 
improve workplace culture and enhance patient care. 

3.4 Method of analysis   

The utilization of a quantitative method will provide a numerical analysis. In order to increase the sample size, the data 
will be collected and checked for any missing information. This data will then be entered into the SPSS software system 
and pivot excel program for analysis, the results are subsequently examined based on the data obtained from the 
public hospital. The findings are analyzed, leading to a comprehensive conclusion. 

3.5 Ethical Issues  

To ensure the successful execution of the research program, a comprehensive research plan must be submitted to the 
National Bioethics Committee of Cyprus for a thorough evaluation and approval. Additionally, the plan must be 
presented to the hospital’s management team for approval across all departments and worker categories. Finally, the 
Office of Research and Innovation at the State Health Services organization must provide the last approval before the 
research can commence.  

A covering letter or note will accompany the questionnaire, in which the researcher will outline the aims of the study 
and assure participants that their involvement will remain entirely anonymous. By participating in the research, 
employees are indicating their consent. Furthermore, the confidentiality of all personal data and information will be 
strictly maintained at all times. The research data and findings will be utilized solely for research purposes and scientific 
advancement. 

Once the anonymous data has been collected, it will be carefully supervised by the responsible professor, who will 
ensure that no other individuals have access to the data. The responses from the questionnaires will be entered into 
the Superior Performance Software System (SPSS) and pivot excel program for analysis and to produce the results. 
Upon completion of my master’s thesis, all questionnaires will be destroyed to maintain confidentiality. 
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It is very important to mention that there is no risk to the participants. No one will take part against their will and if during 
the filling of the questionnaire he would like not to complete it, the results will simply be that the process for him will 
stop. The Results will be used to complete my master’s thesis and for no other scientific reasons. This also means that 
the results will not be published anywhere. 
Explanation of the role of the researcher 

As a researcher, it is my responsibility to conduct a thorough and systematic investigation into a specific subject matter 
with the goal of generating new knowledge or enhancing existing knowledge. This requires me to create a methodology 
tailored to the research question and execute it meticulously to ensure the accuracy and validity of my findings. It is 
also my ethical obligation to maintain the highest standards of research practices, including obtaining informed consent 
from participants, protecting their privacy, and ensuring the confidentiality of data.  

My role as a researcher is crucial to the advancement of knowledge and requires a high level of expertise and 
professionalism. For my thesis research, I will be serving as an internal researcher with valuable insights into the 
organization due to my three years of experience in the public hospital. My personal involvement in the research is 
essential, and I will strive to maintain a trusting relationship with participants to facilitate constructive outcomes. 
Throughout the research process, I will remain impartial and objective in my observations. Participants will have access 
to a secure box to submit their completed questionnaires anonymously.  

In case of inquiries, participants can reach out to the Academic Coordinator for research of the Open University of 
Cyprus or the scientific supervisor of the master’s thesis to submit complaints, grievances, or request more information 
or clarifications.  
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Chapter 4 

Presentation and analysis of research data  

4.1 Demographic characteristics 
The study focused on 554 employees at a public hospital, categorized into five groups: Medical Doctors, Nurses, Other 
Health Professionals (Radiological, Chemical Laboratory, Pharmacy), Administration Staff (Finance, HR, Secretary), 
and Other Support Staff (Healthcare Caregivers). We received responses from 148 workers, representing 26.71% of 
the total population, with 93 women and 55 men. Notably, two categories had response rates of 50.98% and 45.90%, 
while the other two had 30% and 28.57%, respectively. The nurses had the lowest response rate at 19.06% due to 
their diverse roles within the hospital. To ensure accurate data collection, we distributed and collected 200 printed 
questionnaires manually, as computer access was limited. Ultimately, 74% of workers responded, providing us with 
148 reliable results. 

Table 4.1.1: Demographic characteristics of population sample and categories of participating workers.  

 

Table 4.1.2: Demographic characteristics of population gender and categories of participating workers.  

 

Category of the staff Sample of Population  Participants Responding population  %
Medical Doctors 91 26 28.57
Nurse 341 65 19.06
Other Health Professionals from departments 
(Radioloical,Chemical laboratory& Pharmacy )

61 28 45.90

Administration Staff(Finance,HR, Secretary ) 51 26 50.98
Other Support staff( Healthcare Caregivers) 10 3 30.00
Grand Total 554 148 26.71
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Chart1: Gender of participating workers 
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4.2 Analyze of survey results per questionnaire group A-C 

Chapter 2 discusses various tests for measuring Emotional Intelligence in the sample population. However, none of 
these tests met our study’s requirements, so we created an anonymous questionnaire with a scale ranging from 1 
(strongly disagree) to 5 (strongly agree), presented in Appendix A. Health workers completed the questionnaire, and 
the responses were divided into three groups of questions. The first group of questions aims to determine whether 
Emotional Intelligence is essential in the workplace. It explores whether workers observe Emotional Intelligence traits 
in their immediate supervisors and whether they are satisfied with their supervisors’ Emotional Intelligence and the 
overall Emotional Intelligence levels in their healthy workplace. The second group of questions investigates the impact 
of a direct supervisor/manager’s Emotional Intelligence on organizational effectiveness. It aims to identify the factors 
that make workers more effective and how their supervisors’ Emotional Intelligence affects their job satisfaction in a 
healthy workplace. The third group of questions focuses on identifying the Emotional Intelligence skills that employees 
need from their managers to improve and how Emotional Intelligence can be developed in a healthy work environment 
from the workers’ perspective.  

4.3 Group A Survey Results “Questions Q1-Q20 assessed the five characteristics of E. I Direct Supervisors / 
Managers in the health workplace”. 

4.3.1”Questions from Q1 to Q17. Assess at what level direct supervisors/managers exhibit traits of emotional 
intelligence.”In order to evaluate the Emotional Intelligence traits of Direct Supervisors/Managers, we have designed 
a set of questions (Q1-Q17) under Group A1Q. These questions are focused on identifying the presence of specific 
emotional intelligence traits and determining the extent to which these traits are demonstrated. Our objective is to 
provide insights into the emotional intelligence level of Direct Supervisors/Managers so that appropriate strategies can 
be developed to improve their performance. Graph 4.3.1(1) Graph of the Results of E.I. characteristics of direct 
supervisors/managers at heath workplace. 
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Table 4.3.1(1) the Results of E.I. characteristics of direct supervisors/managers at heath workplace as per category of 

staff. 
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Table 4.3.1(2) Results of average score of E.I. characteristics of direct supervisors/managers at heath workplace as 

per their gender 

 

 

Notably, women rate their managers with an average score of 3.31, men with an average score of 3.59, and both 
genders have a similar view of direct managers. 

Table 4.3.1(3) Statistical average Results of E.I. Characteristics of Direct Supervisors/managers at Health 
Workplace Mean, Percentiles and St. deviation. 
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Table 4.3.1(4)A statistical Histogram used a graph to present the average E.I. Characteristics of Direct 
Supervisors/managers at Health Workplace Mean and St. deviation. 

 

 

 Mean: Based on the evaluation, the characteristics described in Daniel Goldman’s theory, Direct Supervisors 
/ Managers, exhibit some of their characteristics, but not significantly, with an overall score of 3.42. This 
analysis shows that Awareness scored the lowest at 3.11, Self-Management/Regulation and Motivation at 
3.46, Empathy at 3.32, and Social Skills the highest at 3.74. 

 Percentiles: Over 75 individuals have selected option 4, indicating their concurrence with the notion that their 
Direct Supervisor/Manager exhibits traits of emotional intelligence. 50 respondents have provided a score of 
3.47, signifying a neutral stance. Lastly, 25 participants have responded with a score of 2.95 or lower, 
indicating their disagreement with the statement. 

 Standard deviation: The results show Std. deviation is less than 1> 0.749 therefore data is grouped closer to 
the mean, this means that the data us fairly reliable. 
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4.3.2 Question 18 examines if employees are satisfied with the Emotional Intelligence of their Direct 
Supervisor / Manager. 

Table 4.3.2 (1) Statistical average results from Q18: Are you satisfied with the emotional intelligence of your 
immediate Supervisor/ Manager? 

Category of staff   Q18  Q19  Q20 

Administration Staff (Finance, HR, Secretary) 3.85 4.08 4.54 

Medical Doctors 3.69 4.42 4.65 

Nurse 3.37 4.37 4.42 

Other health professionals from (Radiological, Chemical 
laboratory& Pharmacy) 3.07 4.39 4.43 

Other Support staff (Healthcare Caregivers) 4.33 4.67 4.33 

(blank)    

Total Average (mean) 3.47 4.34 4.48 
 

 

Table 4.3.2 (2) Statistical average results of employee’s satisfaction with the emotional intelligence of their immediate 
Supervisor/ Manager. Mean, Percentiles and St. deviation. 
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Table 4.3.2 (3) A statistical Histogram used to graph the average Results of employee’s satisfaction with the 
emotional intelligence of their immediate Supervisor/ Manager. 

 

 

 Mean: Based on the findings of Q18, it appears that the Emotional Intelligence of Direct Supervisors/Managers 
has received an overall score of 3.47. This score indicates that respondents feel somewhat satisfied with their 
manager’s emotional intelligence, yet they also believe there is room for improvement. 
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 Percentiles: More than 75 people chose answer 4, “agree”, which means they are satisfied with their Direct 
Supervisor/ Manager; 50 people scored again 4 and 25 answered 3, which is the answer “neither agree nor 
agree”.  

 Standard deviation: The results show Std. deviation is more than 1< 1.169 therefore data is grouped are not 
closer to the mean, this means that the data cannot be very reliable. 

4.3.3 Question 19 Examines if there is a need for Emotional Intelligence in the healthcare workplace. 
 
Table 4.3.3(1) Results from Q19: To what extent is Emotional Intelligence needed in the healthcare workplace? 

 
Table 4.3.3 (2) Statistical average results to what extent is Emotional Intelligence needed in the healthcare 
workplace. Mean, Percentiles and St. deviation. 

 

Category of staff  GROUPA( Q19)
Administration Staff(Finance,HR, Secretary ) 4.08
Medical Doctors 4.42
Nurse 4.37
Other health professionals from (Radioloical,Chemical laboratory& Pharmacy ) 4.39
Other Support staff( Healthcare Caregivers) 4.67
(blank)

Total Average (mean) 4.34
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Table 4.3.3 (3) A statistical Histogram used to graph average results to what extent is Emotional Intelligence needed 
in the healthcare workplace. 

 

 Mean: Based on the results, it is clear that the staff is in agreement with a score of 4.34. Notably, caregivers 
(also known as other support staff) were the first to identify the importance of emotional intelligence in the 
healthcare workplace, scoring 4.67. Following closely were medical doctors with a score of 4.42, and other 
health professionals from Radiological, Chemical laboratory, and Pharmacy with 4.39. Nurses scored a 4.37, 
while administration staff had a score of 4.08. 

 Percentiles: Over 75 individuals opted for option five, indicating a “Strongly Agree” stance towards the 
necessity of Emotional Intelligence in the healthcare industry. Approximately fifty people selected 4.50, which 
falls between “Agree” and “Strongly Agree”, while another 25 opted for 4, signifying “Agree”. Notably, none of 
the staff members responded with “3 neither agree nor agree”, “2 Disagree”, or “1 strongly disagree”, 
highlighting the importance of Emotional Intelligence in this field. 

 Standard deviation: The results show Std. deviation is less than 1> 0.796 therefore again the data is grouped 
closer to the mean, this means that the data us fairly reliable. 

Appendix B.1 contains a list of survey questions Q1-Q20 with statistical results for mean and standard deviation. Q20 
will be examined in Section 4.5 
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4.4 Group B Survey results “Questions Q21-Q42 examining the job satisfaction and the factors that enhance 
employee’s effectiveness in health workplace”. 
 
4.4.1 Employees Job satisfaction at Health workplace 
 
Survey results from Questions Q21-Q30 will examine to what extent employees have Job satisfaction at Health 
workplace. (GroupB1SUM) 
 

Table 4.4.1(1) Results from questions Q21-Q30 and examine to what extent employees have job satisfaction at 
health workplace  

 

 
Graph 4.4.1(1) Results from questions Q21-Q30 and examine to what extent employees have job satisfaction at 
health workplace. 

 

Category of staff  Q21   Q22  Q23  Q24  Q25  Q26  Q27 Q28  Q29  Q30   SUM Q21-Q30
Administration Staff(Finance,HR, Secretary )
Medical Doctors 3.65 3.04 2.74 2.48 3.43 3.61 3.52 3.65 3.61 3.96 3.37
Nurse 3.65 3.00 2.78 1.73 2.86 3.73 3.49 3.57 3.76 3.68 3.22
Other health professionals from 
(Radioloical,Chemical laboratory& Pharmacy )

3.33 2.33 2.67 3.00 3.33 4.00 4.00 4.33 4.33 4.33 3.57

Other Support staff( Healthcare Caregivers) 2.00 3.00 3.00 3.50 4.50 2.00 4.50 4.50 3.00 3.00 3.30
(blank)

Total Average (mean) 3.58 2.98 2.77 2.11 3.14 3.65 3.55 3.66 3.71 3.78 3.29
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Table 4.4.1 (2) Statistical average results to what extent employees have job satisfaction at health workplace. Mean, 
Percentiles and St. deviation. 

 
 
 

 

 

 

 

 

 

 

Table 4.4.1 (3) A statistical histogram was used to graph the results of employee job satisfaction at a health 
workplace. 
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 Mean: The average of these results indicates that most staff members were neither satisfied nor dissatisfied 

with their workplace, with a score of 3.29. Question 24 received the lowest score of 2.11, as it asked about 
opportunities for promotions, which is often a cause for dissatisfaction in public hospitals. On the other hand, 
question 30 received the highest score of 3.78, as it asked about the freedom to control work schedules. It is 
worth noting that all categories of staff scored below 3.58 in terms of job satisfaction. 

 Percentiles: According to the survey, over 75 individuals selected response 3.70, indicating a level of job 
satisfaction between “neither agree nor disagree” and agreement. Additionally, 50 participants chose 
response 3.20, while 25 individuals selected 2.9, indicating a range of neutrality to disagreement. 

 Standard deviation: The results indicate a standard deviation of less than 1, specifically 0.6769, which 
suggests that the data is closely grouped around the mean and therefore fairly dependable. 

4.4.2 The factors that enhance employee’s effectiveness in their Health workplace  

Survey questions results Q31-Q42 are aimed at: examining the factors that enhance employee’s effectiveness in their 
workplace (EFFICIENTSUM). 

Table4.4.2(1) Results from Q31-Q42 what would make employees more effective in their workplace? 

 

 
Graph 4.4.2(1) Results from questions Q31-Q42 what would make employees more effective in their workplace? 

Category of staff  Q31  Q32   Q33   Q34  Q35  Q36   Q37  Q38  Q39  Q40  Q41  Q42  SUM Q31-Q42
Administration Staff(Finance,HR, Secretary ) 2.96 3.38 4.08 3.81 3.23 3.42 3.85 3.65 3.65 3.62 3.31 3.96 3.58
Medical Doctors 3.04 3.58 4.12 3.46 3.62 3.38 3.54 3.46 3.27 3.42 3.12 3.65 3.47
Nurse 3.20 3.34 3.58 3.34 3.18 3.32 3.52 3.18 3.20 3.18 2.94 3.26 3.27
Other health professionals from 
(Radioloical,Chemical laboratory& Pharmacy )

2.61 3.00 3.61 3.39 3.32 2.96 3.21 2.75 3.11 2.93 2.79 3.14 3.07

Other Support staff( Healthcare Caregivers) 3.00 3.67 3.67 4.00 4.00 4.33 3.67 4.00 4.67 4.00 4.00 3.00 3.83
(blank)

Total Average (mean) 3.01 3.33 3.77 3.47 3.31 3.30 3.53 3.25 3.30 3.27 3.03 3.43 3.33
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Table 4.4.2 (2) Statistical average results to what would make employees more effective in their workplace? 
 Mean, Percentiles and St. deviation. 

 
 
Table 4.4.2 (3) A statistical histogram was used to graph the average results of what would make employees more 
effective in their workplace? 
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 Mean: Based on the results, it appears that the majority of the staff provided a rating of 3.33, indicating a 
neutral stance on what contributes to their effectiveness in the workplace. Notably, Question 33 received the 
highest score of 3.77, with medical doctors providing a particularly high rating of 4.12. This question pertained 
to whether or not direct Supervisors/ Manager understand the nature of your work and the problems you face 
in the workplace.  

 Percentiles: More than 75 people choose answer 3.97 which means is between “neither agree or disagree” 
about what makes them more effective at workplace. 50 people answer 3.33 which is “neither agree or 
disagree” and 25 people answer 2.83 which mean is between “Disagree” to “neither agree or disagree”. 

 Standard deviation: The statistical analysis indicates that the standard deviation is less than one with a value 
of 0.80982. This finding suggests that the data points are closely grouped around the mean, thus indicating a 
high degree of reliability. 

At appendix B.2 contains a list of survey questions Q21-Q42 with results for mean and standard deviation.  
 
4.5 Group C Survey results “Questions Q43-Q51 The areas of E.I that direct supervisor can improve and how 
to develop E. I in the health workplace” 

4.5.1. Survey question results Q43-Q47Where the direct supervisor or manager can improve their emotional 
intelligence  
 
Survey questions results Q43-Q47 have the objective to identify areas where the direct supervisor or manager can 
improve their emotional intelligence based on the feedback provided by the employees. 
 
Graph 4.5.1(1) Results from questions Q43-Q47 where the direct supervisor or manager can improve their emotional 
intelligence? 
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more improvement in E.I 
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Table4.5.1(1) Results from Q43-Q47 Where Direct Supervisor/ Manager needs more improvement in emotional 
intelligence as per employee’s perception. 

Category of staff 
  

Q43 
 

Q44 
 

Q45 
 

Q46 
 

Q47 
  SUMQ43-     
        Q47 

Administration Staff (Finance, HR, Secretary) 3.04 2.96 3.65 3.62 3.23 3.30 

Medical Doctors 3.35 3.12 3.54 3.38 3.04 3.28 

Nurse 3.65 3.43 3.65 3.69 3.77 3.64 

Other health professionals from (Radiological, Chemical 
laboratory& Pharmacy) 3.36 3.68 4.00 3.75 3.50 3.66 

Other Support staff (Healthcare Caregivers) 2.67 2.67 3.33 3.00 3.00 2.93 

(blank)       

Total Average (mean) 3.41 3.32 3.69 3.62 3.48 3.51 
 
 
Table 4.5.1 (2) Statistical average results to where Direct Supervisor/ Manager needs more improvement in 
emotional intelligence as per employee’s perception? Mean, Percentiles and St. deviation. 

 

 
 
 
Table 4.5.1 (3) A statistical histogram was used to graph the average results of where Direct Supervisor/ Manager 
needs more improvement in emotional intelligence as per employee’s perception. 
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 Mean: As per the staff’s perception, the outcomes indicate that the Direct Supervisor/ Manager could benefit 

from enhancing their emotional intelligence skills regarding employee motivation, as reflected in a score of 
3.69 for question Q45. Additionally, they could improve their empathy towards their employees’ 
circumstances, as reflected by a score of 3.62 for question Q46. 

 Percentiles: Over 75 individuals have selected option 4.20, indicating agreement regarding the areas in which 
managers must improve. 50 respondents have chosen option 3.60, indicating neither agreement nor 
disagreement, while 25 individuals have selected option 3, signifying neither agreement nor disagreement. 

 Standard deviation: The standard deviation of the results is 1, indicating that the data is closely clustered 
around the mean, thereby establishing its reliability. 

 
At appendix B.3 contains a list of survey questions Q43-Q51 with results for mean and standard deviation.  

 
4.5.2. Survey question results Q48-Q51: How to develop Emotional intelligence in the health workplace. 
(DEVELOSUM) 

Table4.5.2(1) Results from questions Q48-Q51 How to develop Emotional intelligence in the health workplace 
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Category of staff  Q48  Q49  Q50  Q51 SUMQ48-
Q51 

Administration Staff (Finance, HR, Secretary) 4.38 4.35 4.27 4.62 4.40 

Medical Doctors 4.31 4.42 4.38 4.38 4.38 

Nurse 4.49 4.51 4.45 4.57 4.50 

Other health professionals from (Radiological, 
Chemical laboratory& Pharmacy) 4.04 4.14 4.00 4.32 4.13 

Other Support staff (Healthcare Caregivers) 4.67 4.33 4.00 4.33 4.33 

(blank)      

Total Average (mean) 4.36 4.39 4.31 4.49 4.39 

 

Table 4.5.2 (2) Statistical average results of how to develop Emotional intelligence in the health workplace? Mean, 
Percentiles and St. deviation. 

 

Table 4.5.2 (3) A statistical histogram was used to graph the average results of how to develop Emotional intelligence 
in the health workplace?  
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 Mean: Based on the staff’s feedback, it appears that the most effective approach to enhancing emotional 
intelligence within the workplace is through comprehensive training for all hospital employees. This approach 
received a Q51 score of 4.49. Another effective method cited by staff is the implementation of regular open 
communication and meetings, which scored a Q49 of 4.39 and allows staff to better understand one another.  

 Percentiles: Over 75 individuals expressed their strong agreement with the development of emotional 
intelligence within a healthcare setting by selecting answer 5. Another 50 individuals answered with a rating 
of 4.50, which is also indicative of strong agreement. Lastly, 25 individuals chose answer 4, indicating 
agreement with the concept.  

 Standard deviation: The standard deviation of the results was less than 1 (0.594), signifying that the data is 
closely grouped around the mean and, therefore, quite reliable. 

4.6 Survey results questions Q19, Q20, Q29, Q48 and Q51: The average view for Emotional Intelligence in the 
healthcare workplace from staff perspective. (HEALTHSUM) 

Examines questions  

Q19. Do you think there is a need for emotional intelligence in the healthcare workplace? 

Q20. Do you think if there was a development of emotional intelligence among healthcare workers, would offer better 
service/ care for patients? 

Q29. Am I working in a positive environment that helped me better care for or serve the patient? 

Q48. Do you think emo�onal intelligence seminars for a Supervisor/ Manager would be beneficial in the 
healthcare workplace? 

Q51. Do you think all hospital staff need emotional intelligence training to improve patient care? 

Table4.6(1) Presents the average results obtained from Q19, Q20, Q29, Q48, and Q51, which provide an overview of 
the average view concerning Emotional Intelligence (EI) in the healthcare workplace.  
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Table 4.6(2) Statistical average results which provide an overview of the average view concerning Emotional 
Intelligence (EI) in the healthcare workplace. Mean, Percentiles and St. deviation. 

 

Table 4.6.(3) A statistical histogram was used to graph the average results which provide an overview of the average 
view concerning Emotional Intelligence (EI) in the healthcare workplace. 

 

 Mean: Based on the data, the staff appears to strongly agree with questions Q19, Q20, Q48, and Q51, scoring 
between 4.34 to 4.49. However, question Q29 resulted in a score of 3.56, indicating a neutral stance on 
whether they work in a positive environment that allows them to provide quality care to patients. 

 Percentiles: Over 75 individuals have rated the need for Emotional Intelligence in healthcare workplaces and 
its correlation with patient care as a resounding 4.6, signifying a “Strongly agree” sentiment. Another 50 
individuals rated it between “Agree” to “Strongly agree” with a score of 4.30, while 25 individuals rated it as 
“Agree” with a score of 4. The noteworthy aspect here is that no staff members indicated a rating of “3 neither 
agree nor disagree,” “2 Disagree,” or “1 Strongly disagree.” 

 Standard deviation: The standard deviation of the results was less than 1 (0.43), signifying that the data is 
closely grouped around the mean and, therefore, quite reliable 
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Table 4.2-4.6 A Summary of the results from survey questions in sections 4.2-4.6  

 

 

4.7. Evaluate the potential correlations between the levels of emotional intelligence (E.I.) characteristics 
displayed by direct supervisors and the average levels of job satisfaction and employee effectiveness in their 
health workplace. 

 

4.7.1 Assessing the strength of the correlation between the levels of Emotional Intelligence characteristics I 
direct Supervisors /Managers(SUP.CHARSUM)  and the mean levels  Job satisfaction (GROUPB1SUM)  of 
hospital health workers. 

Survey Questions  Mean SPSS code

Group A questions Q1-Q17 3.42 SUP.CHARSUM  

Group A question  Q18 3.47 Q18

Group A question  Q19 4.34 Q19

Group A question  Q20 4.48 Q20

Group B1 questions  Q21-Q30 3.29 GROUPB1SUM

Group B2 questions  Q31-Q42 3.33 EFFICIENTSUM

Group C1 questions  Q43-Q47 3.51 IMPROVSUM

Group C2 questions Q48-Q51 4.39 DEVELOSUM

Other combination of 
questions  Q19,Q20,Q29,Q48 
&Q51

4.25 HEALTHSUM

Other combination of 
questions  Q11,Q12,Q13,Q14 

3.32 EMPATHYSUM

Group B2 question  Q33 3.77 EFFICIENTSQ33

Average levels of employees' job satisfaction in the hospital 

Outcome of the questions 
Average levels of E.I characteristics of Direct Supervisor / Manager in 

the workplace as per health work

Average levels of employee satisfaction with  E.I of their  Direct 
Supervisor / Manager

Average levels of employee needs of emotional intelligence in a 
healthy workplace.

Average levels of employees' opinion on whether the development of 
emotional intelligence among healthcare workers would offer better 

service/ care for patients

Average levels of Employee effectiveness in the hospital 

The average level of employees’ perception of what Direct Supervisor/ 
Manager needs more improvement in emotional intelligence.

The average level of employee’s perception of how to develop 
emotional intelligence in the health workplace.

The average level of view for Emotional Intelligence in the healthcare 
workplace.

Average level if direct Supervisors/Managers understand the nature of 
your work and the problems you face in the workplace?

The average level of E.I empathy of direct Supervisors/Managers in the 
workplace?
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This study proposes to investigate a possible association between the aforementioned variables, which may have 
implications for the development of effective strategies for improving employee job satisfaction in the healthcare sector. 
The study will use appropriate statistical methods to analyze the data and draw valid conclusions. 

Please find below a summary of the model that illustrates the strength of the correlation between two variables, using 
R. The analysis reveals that there exists a strong relationship of 0.736 between the levels of Emotional Intelligence 
characteristics exhibited by direct Supervisors/Managers and the level of Job satisfaction. 

Correlation table 4.7.1 showcases the correlation between the level of emotional intelligence characteristics exhibited 

by direct supervisors and managers, and the job satisfaction levels of hospital employees. 

 

 

Based on the ANOVA test, we conducted an examination of the significance value in the ANOVA table, which revealed 
a Sig. value of g.<0.01. This value is lower than the accepted threshold of 0.05, indicating that the regression model is 
considered significant. 

Table Anova 4.7.1 Regression model  significants of correlation table5.2 

 

According to our coefficients table, we have identified a positive coefficient indicating that an increase in the 
independent variable (i.e. levels of E.I characteristics demonstrated by direct supervisors/managers) corresponds to 
an increase in the mean of the dependent variable (i.e. levels of job satisfaction) and vice versa. 
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The regression equation, Y� = a + bx generated by table, can be used to predict our dependent variable from our 
independent variable. In our case, the Unstandardized B constant is (a) which equals .985, and the Unstandardized B 
SUP.CHARSUM is (b) which equals .665 – both values being positive. As a result, the regression equation for our 
situation is .985 + .665(score SUP.CHARSUM). This implies that, for each unit increase in the levels of E.I 
Characteristics of direct Supervisors/Managers (SUP.CHARSUM), we can predict an increase of .665 units in the levels 
of job satisfaction (GROUPB1SUM). If the mean levels of E.I Characteristics of direct Supervisors/Managers increase 
and have a score of 4, their job satisfaction level will increase to 3.645 – higher than their original mean score of 3.26. 
This leads us to conclude that there is a positive correlation effect. Table Coefficient 4.7.1: Table helps us to write the 

regressionn equation 𝑌𝑌� = 𝑚𝑚 + 𝑏𝑏𝑏𝑏 which we can use to predict our depended variable from our independent variable. 

 
The Image presented above serves to establish the linearity of the relationship between the variables in question. The 
horizontal axis represents the independent variable, namely the sum of characters in support (SUP.CHARSUM), 
whereas the vertical axis depicts the dependent variable, namely the sum of Group B1 (GROUPB1SUM). By graphically 
depicting the variables in this manner, we can better assess the nature of their relationship and identify any patterns 
or trends. Scatterplot4.7.1 Correlation between level of E.I characteristicsto direct managers and levels of workers job 

satisfaction 
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4.7.2 Assessing the strength of the correlation between the levels of Emotional Intelligence characteristics by 
direct Supervisors /Managers(SUP.CHARSUM)   with  the mean levels that make employees more effective in 
their workplace (EFFICIENTSUM). 

The assessment aims to establish whether SUP.CHARSUM has a positive impact on EFFICIENTSUM. This 
information is vital to understand how the EI characteristics of direct supervisors and managers can affect the overall 
effectiveness of employees in the workplace. By assessing this correlation, organizations can develop strategies to 
promote and improve employee well-being and productivity 

According to the model summary, it appears that there is a moderate correlation of .480 between the Emotional 
Intelligence traits of direct Supervisors/Managers and the average levels of employee effectiveness in the workplace. 

Correlation table 4.7.2: Correlation between the level of Emotional Intelligence characteristics  by direct Supervisors 
/Managers with  the levels of effictiveness in health workplace. 

 

 
The significance of the regression model was evaluated by conducting ANOVA, and the results indicate a Sig. value 
of less than 0.01, which is below the significance level of 0.05. This indicates that the regression model is statistically 
significant. Table Anova 4.7.2 Regression model  significants of correlation table5.3 
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Upon analyzing the coefficients table, we have once again discovered a positive coefficient. This indicates that as the 
independent variable – the levels of E.I Characteristics of direct Supervisors/Managers – increase, the mean of the 
dependent variable – levels of effectiveness – also tends to increase. The opposite is also true. 

Based on the coefficients table, we can derive the following regression equation:Y� = a + bx  a value of 1.561 for “a” 
and 0.519 for “b,” both of which are positive. For our particular case, the regression equation is 1.561 + 0.519 (score 
SUP.CHARSUM). This means that for every unit increase in the levels of E. I Characteristics of direct 
Supervisors/Managers (SUP.CHARSUM), we can predict a corresponding increase of 0.519 units in levels of 
effectiveness (EFFICIENTSUM). If the mean levels of E.I Characteristics of direct Supervisors/Managers increase and 
have a score of 4, we can anticipate that their average levels of effectiveness will be 3.637, which is higher than their 
initial mean score of 3.33. Therefore, we can conclude that there is a positive correlation effect between the two 

variables. Table Coefficient 4.7.2: Table helps us to write the regressionn equation 𝑌𝑌� = 𝑚𝑚 + 𝑏𝑏𝑏𝑏 which we can use to 

predict our dependent variable (EFFICIENTSSUM) from our independent variable (SUP.CHARSUM) 

 

Above picture ensure that the relationship between variables is linear . At X axis we have independent 
variable(SUP.CHARSUM) and at Y axis the depent  variable (EFFICIENTSSUM) .Scatterplot4.7.2 Correlation between 

level of E.I characteristicsto direct managers and levels of workers effictiveness 
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4.7.3 Assessing the strength of the correlation between the average levels of Emotional Intelligence for 
empathy  of direct Supervisors /Managers(EMPATHYSUM) with the mean levels of Direct Supervisor/ Manager 
to understand employess nature of their work and  problems  in the workplace (EFFICIENTQ33) 

According to the summary provided by the model, there exists a moderate to strong correlation of .523 between the 
levels of Emotional Intelligence – specifically empathy – exhibited by direct Supervisors/Managers, and their ability to 
understand the nature of their employees’ work and the problems that arise in the workplace.  

Correlation table 4.7.3: Correlation between the level of E.I empathy by direct Supervisors /Managers with  mean levels 

by Direct Supervisor/ Manager to understand employess nature of their work and  problems  in the workplace.  

 

Upon conducting an ANOVA analysis, the statistical significance of the regression model was assessed by examining 
the significance value in the ANOVA table. The results indicate that the Sig. value is less than 0.01, which is lower than 
the standard threshold of 0.05. Thus, the regression model is deemed significant. 

Table Anova 4.7.3 Regression model  significants of correlation table5.4 

 

Upon reviewing the coefficients table, we have once again identified a positive coefficient indicating that an increase 
in the independent variable (i.e. levels of E.I. empathy of direct supervisors/managers) corresponds with an increase 
in the mean of the dependent variable (i.e. mean levels of direct supervisor/manager understanding of employees’ 
nature of work and problems in the workplace). Conversely, a decrease in the independent variable corresponds with 
a decrease in the dependent 

According to the coefficients table, we can determine the regressionn equation Y� = a + bx  1.865 stands for a and 
.573 for b. Both values are positive. In our case, the regression equation is .1.865 + .573 multiplied by the score for 
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EMPATHYSUM. This means that for every unit increase in the levels of empathy of direct supervisors/managers 
(EMPATHYSUM), we can predict that the levels of effectiveness (EFFICIENTQ33) will increase by .573 units. If the 
mean levels of empathy of direct supervisors/managers increase and have a score of 4, their average levels of 
effectiveness would be 4.157, which is higher than their initial mean score of 3.77. Therefore, we have a positive 

correlation effect. Table Coefficient 4.7.3: Table helps us to write the regressionn equation 𝑌𝑌� = 𝑚𝑚 + 𝑏𝑏𝑏𝑏 which we can 

use to predict our dependent variable (EFFICIENTQ33) from our independent variable (EMPATHYSUM) 
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Table4.7.1-47.3 Summary of the correlation between two variables from section 4.7.1 to 4.7.3 

 

Model summary ANOVA Coefficients
R Sig

R values: 0.70-
1=strong correlation 

0.3-0.7moderate &  
less 0.3 weak 

less <0.05 the 
regression model is 

significant 

if  Ŷ > research mean 
result  of dependent 
variable= possitive 

effect

1 0.736 <0.01 b 3.645

3.42

3.26

Strong correlation  Significant Possitive effect

2 0.480 <0.01 b 3.637

3.33

Moderate correlation Significant Possitive effect

3 0.523 <0.01 b 4.157

3.77

Moderate correlation Significant possitive effect

Correlation beween two variables

Mean levels of Emotional Intelligence characteristics  
of direct Supervisors /Managers(SUP.CHARSUM)

Mean levels of Job satisfaction (GROUPB1SUM) 

Assessing the strength of the correlation between the 
levels of Emotional Intelligence characteristics  of 
direct Supervisors /Managers(SUP.CHARSUM)   with  
the mean levels that make employees more effective in 
their workplace (EFFICIENTSUM) 

Scale of evaluation 

Results of correlation between variables at point 2

Mean levels of Emotional Intelligence for empathy  of 
direct Supervisors /Managers 

Mean levels that make employees more effective in 
their workplace (EFFICIENTSUM) 

Assessing the strength of the correlation between the 
average levels of Emotional Intelligence for empathy  
of direct Supervisors /Managers(EMPATHYSUM)   with  
the mean levels of Direct Supervisor/Managers to 
understand employee nature of their work and  
problems  in the workplace (EFFICIENTQ33) 

Results of correlation between variables at point 3

Assessing the strength of the correlation between the 
level of Emotional Intelligence characteristics  of 
direct Supervisors /Managers(SUP.CHARSUM)   with  
the Job satisfaction (GROUPB1SUM)  of hospital health 
workers

Results of correlation between variables at point 1

𝑌𝑌� = 𝑚𝑚 + 𝑏𝑏𝑏𝑏
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Chapter 5 

Discussion of findings and results 

5.1 Discussion of findings and results  

The focus of the study was to investigate the emotional intelligence traits of direct supervisors and managers in 
hospitals, according to the perspectives of the healthcare workers. Additionally, the study aimed to determine the mean 
levels of job satisfaction and the main factors that affect employee effectiveness in a healthy workplace, and examine 
the potential correlation with the emotional intelligence characteristics displayed by direct supervisors and managers. 

The study also sought to identify if there is a need for emotional intelligence in the healthcare workplace, the emotional 
intelligence traits that require improvement in direct supervisors or managers, and how emotional intelligence can be 
developed in the hospital work environment. 

Upon analyzing the data collected in section 4.3.1, it was found that direct supervisors and managers possess a general 
score of 3.42 for emotional intelligence traits, indicating that they display these traits but not to a significant extent. In 
the study, each characteristic was evaluated and assigned a score. The results indicate that self-awareness received 
a score of 3.11, which is relatively low compared to the other characteristics. Self-management, which refers to an 
individual’s ability to regulate their emotions and motivation, received a score of 3.46. Empathy received a score of 
3.32, while social skills received the highest score of 3.74. These findings suggest that social skills are a strength 
among the evaluated characteristics, whereas self-awareness an empathy are an area that may require further 
development. A comparison in section 4.7.3 showed that, as rated by the employees themselves. Therefore, improving 
empathy in direct supervisors and managers could lead to better understanding of employees’ problems and, in turn, 
improve their work effectiveness. This finding was supported by the fact that question Q33 had the highest rating of 
3.77 among group B2 questions, which explored factors that make employees more effective (see 4.7.3 point 3 in the 
table summary between two variables). 

Based on the findings in Section 4.7.1, it is evident that a positive strong correlation exists between the level of 
emotional intelligence displayed by direct supervisors and managers, and the job satisfaction levels of their employees. 
The study results are statistically significant, providing a high degree of certainty that improving emotional intelligence 
in the healthcare workplace will lead to increased job satisfaction among employees. For further details, please refer 
to point 1 in Table Summary under section 4.7.3. 

The findings of Section 4.7.2 demonstrated a noteworthy and moderately significant positive correlation between the 
average level of emotional intelligence characteristics exhibited by direct supervisors and managers, and the 
effectiveness of employees. From this, we can conclude that employees may experience higher levels of effectiveness 
in the healthcare workplace if their supervisors and managers make a conscious effort to improve their emotional 
intelligence. Please refer to point 2 in table summary of Section 4.7.3 for further information. 
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Upon reviewing the results of various question combinations, such as Q19, Q20, Q48, Q51, and Q29 in Section 4.6, it 
is evident that the workers’ average tendency is to strongly agree with scores exceeding 4.25. Specifically, Q19, Q20, 
Q48, and Q51 indicate that the workers firmly believe in the importance of emotional intelligence in the healthcare 
workplace. They emphasize that developing emotional intelligence among healthcare workers will enhance patient 
care and service. Additionally, they agree that emotional intelligence seminars for supervisors and managers, as well 
as emotional intelligence training for all hospital staff, would be beneficial. Comparatively, Q29 only scored 3.56. 
However, despite their agreement or disagreement with working in a positive environment, their tendency is to almost 
agree. This suggests that they seek to improve their work environment and patient care/service by introducing 
emotional intelligence to a greater degree in their workplace. Please refer to Section 4.6 for further information. 

5.2 Previous researchers 

Insufficient research has been conducted on emotional intelligence in the public health sector in Cyprus. Specifically, 
in order to evaluate the average levels of emotional intelligence in direct supervisors and managers in a public hospital 
from the perspective of employees and to determine if there is a relationship between the average levels of emotional 
intelligence of direct supervisors and managers and the job satisfaction and effectiveness factors that effect of health 
workers, there is a lack of evidence-based research. However, the study by Symeou et al. (2017) attempted to identify 
the impact of emotional intelligence on the emotional state of nurses in public hospitals in Cyprus, revealing that 
emotional intelligence has a moderate negative correlation with the emotional state of the nurse. Frixou et al. (2019) 
found that nurses with high emotional intelligence and self-esteem are associated with higher scores on the 
transformational leadership scale, and training nursing staff in techniques for enhancing emotional intelligence and 
self-esteem could be a strategy to achieve transformational leadership style. The findings of the present study are 
related to and confirmed by the above studies. Latsou et al. (2022) discovered that an increase in employee emotional 
intelligence was associated with a decrease in organizational issues, and employees with high emotional intelligence 
are more aware and satisfied with their work, and know their limits and obligations. In the Greek field, Kitsios et al. 
(2022) found that healthcare managers express high levels of emotional perception and management evaluation of 
their own and other emotions. Diamande, E. (2015) concluded that intervention policies should be oriented towards 
enhancing emotional intelligence parameters as a basis for professional quality and seniority. Gavriilidou, V. (2020) 
found that emotional intelligence plays a significant role in the workplace, and therefore, a number of training seminars 
must be organized for public hospital workers to develop their emotional intelligence as much as possible. 
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5.3 Strengths and limitation in the research  

One of the major strengths of this study is that, as an employee of the hospital where the research was conducted, I 
was able to quickly and easily gather input from staff members across all categories while also ensuring their anonymity 
and the proper use of the results. In addition, the study received approval from three different bodies, including the 
national Bioethics Committee of Cyprus, the State Health Services organization’s office of research and innovation, 
and the hospital’s managers across all worker categories. 

Given the demanding environment, our staff are handling patients who require immediate attention so they needed 
more time to respond. Moreover, doctors and nurses often do not have a designated workspace. In addition, the limited 
access to a computer during working hours necessitated the traditional method of collecting questionnaires. Although 
this approach required more effort, it was completed in a timely and accurate manner.  

Furthermore, it should be noted that as part of the assessment process, employees were required to complete a 
questionnaire in which they evaluated the emotional intelligence of their respective direct supervisor or manager. It is 
possible that this particular task may have caused some fear to employees to answer. However, they were assured in 
both written and verbal form that their responses would remain strictly anonymous. Additionally, a designated box was 
provided where their supervisor could not view their answers. It should be noted that the results obtained were unbiased 
and used solely for the purpose of my thesis.  

Finaly, there is minimal research on emotional intelligence in the healthcare sector of Cyprus. Therefore, there is a 
significant need for further research in this area that includes patients' perspectives and investigates the practical 
implementation of emotional intelligence in healthcare would yield significant benefits. 
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Chapter 6 

6. Conclusion 

6.1 Conclusion  

Based on our study, we have determined that there is a significant strong correlation between the emotional intelligence 
of managers and job satisfaction with very positive effect. Providing a high degree of certainty that improving emotional 
intelligence in the healthcare workplace will lead to increased job satisfaction among employees. For further details, 
please refer to point 1 in Table Summary under section 4.7.3. 

Additionally, we have found a moderate to strong correlation between the emotional intelligence of managers and the 
job effectiveness with very positive effect in health workers. Employees may experience higher levels of effectiveness 
in the healthcare workplace if their supervisors and managers make a conscious effort to improve their emotional 
intelligence. Please refer to point 2 in table summary of Section 4.7.3 for further information. 

 Furthermore, the findings indicate that while direct managers do exhibit some emotional intelligence traits, it is not to 
a significant degree. The study found that the empathy displayed by direct managers has a statistically significant, 
moderate correlation with positive impacts on employee effectiveness. On average, workers strongly agree that 
enhancing empathy in direct supervisors and managers could lead to a better understanding of their problems and, 
consequently, improve their work effectiveness. (see section 4.7.3 point 3 in the table summary between two variables). 

 Overall, there is a consensus on the importance of emotional intelligence in the healthcare workplace, with an 
emphasis on how developing emotional intelligence among healthcare workers can enhance patient care and service. 
Respondents also express agreement that seminars on emotional intelligence for supervisors and managers, as well 
as emotional intelligence training for all hospital staff, would be beneficial. See section 4.6. 

As emotional intelligence continues to develop, managers will be able to have more productive and meaningful 
meetings with their employees. By actively listening and understanding the challenges they face, managers can provide 
solutions promptly and effectively. Simultaneously, employees will be trained to communicate their immediate problems 
accurately and in a timely manner to their supervisors or managers.  

In addition, there is a pressing need to conduct extensive research on the advancement of emotional intelligence in 
the healthcare industry, for the benefit of both private and public hospitals in Cyprus. Incorporating emotional 
intelligence can enhance the working conditions for healthcare professionals and improve the quality of care provided 
to patients. It can also serve as a valuable communication tool for employees, aiding in leadership decision-making 
that directly impacts employee satisfaction and productivity.  
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Furthermore, examining the correlation between the implementation of emotional intelligence and workplace health 
issues can cover the way for future research and contribute to reducing such problems. 

It is highly recommended that the Ministry of Health, along with health organizations, public and private hospitals, make 
emotional intelligence a top priority in the workplace as a future health policy strategy. While implementing such a plan 
may pose some challenges due to the sensitive nature of the subject matter, the benefits of doing so will ultimately 
save time, money, and energy for health workers. This approach has the potential to address many of the problems 
that currently hinder the achievement of a higher level of prevention in healthcare and improve the quality of patient 
care. To ensure success, hospitals should adopt an emotional intelligence plan complete with guidelines for 
supervisors, managers, and employees to follow and implement throughout their work. Additionally, critical thinking 
and ongoing training with evaluation feedback should be incorporated to further enhance emotional intelligence skills. 

Emotional intelligence can be likened to an air balloon, which carries an employee’s job satisfaction and effectiveness 
in its basket. The higher the balloon rises, the better the levels of these two variables. We have created a balloon figure 
to illustrate how emotional intelligence can drive job satisfaction and organizational effectiveness. As executives and 
employees develop their emotional intelligence, job satisfaction levels increase, leading to greater organizational 
effectiveness including better patient care. Image1 E.I as driving force for job satisfaction and organization efficiency. 
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6.2 How to develop of EI skills at health workplace in order to improve job effectiveness and job satisfaction 
in Cyprus health workers  
The evaluation of emotional intelligence in the workplace is a crucial step for hospitals, clinics, and the Cyprus health 
system to take. Direct managers and workers should be assessed to determine their level of emotional intelligence. 
This assessment can be done by various tests, as detailed in the section "Measure E.I. with different approaches." 
Alternatively, our anonymous survey questionnaire can be used to examine the emotional intelligence of the direct 
manager, which will be taken from the health workers' side in three groups of questions. 

 Based on the assessment results of the five primary fields of emotional intelligence, namely self-awareness, self-
management, motivation, empathy, and social skills of management, the organization should prioritize the 
characteristics that employees assessed their directors with a lower score. The organization should then design 
complete training programs for all levels of hierarchy based on the needs of the health organization. During the training, 
the results from the anonymous research should be presented to the top hierarchy levels to explain the average scores 
with emotional intelligence characteristics. It should be explained where employees found that they have vital emotional 
intelligence and where they lack it. In our research, the direct managers' most strong E.I. skill was social skills. The 
self-regulatory and skills with a lack of self-awareness and empathy skills scored the lowest, while motivation was at 
an average level (see section 4.3.1). The results of what employees mention about what will make them more effective 
at their work and whether they have job satisfaction with the emotional intelligence of their directors should also be 
presented. In our research, the worker for job effectiveness question with number 33 scored the highest. This means 
that they consider this factor very important whether their direct supervisor/manager to understands the nature of their 
work and the problems they face in the workplace, which will help them be more effective at work. For job satisfaction, 
they average a score of 3.25. Finally, the research shows statistical results that there is a significant strong relationship 
between the emotional intelligence of the directors and job satisfaction, with any improvement in E.I. skills leading to a 
possible effect on job satisfaction. The statistical results about the relationship with job effectiveness showed that a 
significantly moderate to strong relationship with any improvement in E.I. skills will lead to possible effects on job 
effectiveness (see sections 4.4.1 and 4.4.2). In the case of emotional intelligence improvement of the director, the final 
benefit will go to the patients (see sections 4.5.1,4.5.2, and 4.6). Therefore, some extra training must be given to the 
rest of the workers to inform them through training how they can help their manager to improve their emotional skills. 
They should explain how to transfer their problems and suggestions correctly to their manager through emotional 
intelligence procedures, which will act as a communication tool that will evaluate the problem and the suggestion with 
high priority things that have to do with patients.  

In contrast, effective managers must employ emotional intelligence to assess issues and implement appropriate 
solutions. They should exhibit self-control and self-management, actively listening to employees, demonstrating 
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empathy and providing guidance or encouragement for addressing future concerns or proposing ideas. If a resolution 
cannot be reached, the matter will remain pending while the procedural steps are reviewed but again, communication 
with the employee and explanation of the reasons for no actions should be provided. If the problem needs a high level 
of difficulty, the manager will transfer the problem as soon as possible. The organization should provide the training 
internally through the H.R. department or the outsourced trainer. After the training, the organization should 
communicate more often with its employees about how important they see E. I. at the workplace and that they aim to 
improve and apply emotional intelligence in a healthy workplace culture. Collaboration with employees will be 
considered in the promotion period. It should also clarify that there will be recorded procedures on how the organization 
will apply emotional intelligence to reduce the risk of exploitation. During and after the training, the organization should 
evaluate its training and employee performance and offer further training in needed areas. Developing emotional 
intelligence in the health sector culture will help workers have better job satisfaction and effectiveness, and patients 
will receive better health care. Direct supervisors and managers will be proud of the results of their accomplishments, 
and perhaps, commendation will come from the higher levels of hierarchy. All the guild parties will be happy with fewer 
strikes and wasting valuable time. 

The following is a procedural guide for health organizations seeking to integrate the principles of Emotional Intelligence 
(E.I.) into their cultural framework. The implementation of E.I. can significantly impact the overall performance of an 
organization, particularly in the healthcare sector, where the nature of the work demands a high level of emotional 
intelligence.  

Step 1: Assess current E.I at Workplace the first step in implementing E.I. is to conduct a thorough assessment of 
the current organizational culture. This assessment should include a review of the organization's values, mission, and 
vision, as well as an evaluation of the current level of emotional intelligence among employees. 

Step 2 and 3 Set the organization goals for E.I. base on organization needs and design training programs for 
E.I. The second and third steps are to develop a comprehensive training program that will equip employees with the 
skills necessary to enhance their emotional intelligence. This program should be tailored to the specific needs of the 
organization and should include training on self-awareness, self-regulation, motivation, empathy, and social skills. 

Step 4 and 5 Set up procedures and policies how E.I will apply at workplace and communicate with employees 
aims and procedures. The fourth and fifth steps are to create a supportive environment that fosters emotional 
intelligence. This can be achieved by implementing policies and practices that promote emotional intelligence, such as 
providing opportunities for employees to engage in meaningful work, fostering a sense of community, and encouraging 
open and honest communication. 

Step 6 and 7 Evaluate training and procedures evaluating job effectiveness and job satisfaction 



49 | P a g e  
 

Lastly, it is important to measure the impact of the E.I. program on the organization. This can be done through regular 
assessments of employee satisfaction and engagement, as well as through the analysis of performance metrics. In 
conclusion, the integration of Emotional Intelligence into an organizational culture can yield significant benefits for 
health organizations. By following the steps outlined in this procedural guide, health organizations can create a culture 
that prioritizes emotional intelligence and supports the overall well-being of its employees and patients. 

Please refer to Image 6.3.2 that depicts the circle procedure for developing Emotional Intelligence (E.I) in a health 
workplace. This image provides an informative and illustrative representation of the process that can be adopted to 
facilitate E.I development in a workplace setting. Image6.3.2 The circle procedure of how E.I can be developed in at 

health workplace. 
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Appendixes 

A. Survey questionnaire 

 

 

 

 

 

 

The research below is subject to the approval of National Bioethics Committee of Cyprus  and the Office of research and Innovation OΚΥπΥ
Τhe research is carried out as part of my Master's thesis of the MBA Study program of the Open University of Cyprus
Examine author Daniel Golmans Theory of Emotional Intelligence in the workplace .Based on the author there are five traits of Emotional Intelligence
that when a manager has developed them to a high degree can be the key to a successful management. The five characteristics have to do  with 

self -awareness, self management of the managers's emotions, motivation that he can give, the empathy and social skills he can have with employees.
Survey Number 

of Approval 

We would like to mention that the survey is anonymous and all provisions for personal data are observed.
The questionnaire will be conducted among 554 employees of General Hospital of Larnacas. Date
Ι would kindly ask you to take 10 minutes of your time to complete the questionnaire.
Thank you in advance for your participation. Researcher: Yioula Raouna Gender M  /   F

Survey 

Directions: Please answers each question by circling the number that best reflects your degree of agreement or disagreement with that 

question. There are five possible responses to each questions on a scale from "Strongly Disagree" at number 1 to "Strongly 
Agree "  at number Strongly Disagree . Medical Doctors

Nurse

1………………………                     2………………………              3   ………………………             4………………………             5     …………………  

Strongly Disagree                                                                                                                                                                                  Strongly Agree
Explanation of the term Direct Supervisor / Director : Direct manager by work category, clinic /department , shift/ on call manager Other Support staff( Healthcare Caregivers)

Research questions
Strongly 

Disagree(1) Disagree(2)
Neither agree nor 

Disagree (3 ) Agree (4)
Strongly 
Agree (5)

Α Emotional Intelligence in terms of Self-Awareness

1 Does my Direct Supervisor /Manager often lose his temper during meeting/or under stressful conditions? 1 2 3 4 5

Title of research  : How Emotional Intelligence Can Help Managers To Improve EffEctiveness and Job Satisfaction In Cyprus Healthcare Workers.

ΕΕΒΚ ΕΠ202

Job Category( Please tick one box only )

Other health professionals from (Radioloical,Chemical 
laboratory& Pharmacy )

Administration Staff(Finance,HR, Secretary )
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B. List with statistical results of survey questions group A-C Q1-Q51 

B.1 Group A list of survey questions Q1–Q20 with statistical results for mean and standard deviation 

Descrip�ve Sta�s�cs 
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B.2 Group B list of survey questions Q21–Q30 with statistical results for mean and standard deviation 
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B.2.1 Group B2 list of survey questions Q31-Q42 with statistical results for mean and standard deviation 

 

 

 

   



61 | P a g e  
 

   B3. Group C list of survey questions Q43–Q51 with statistical results for mean and standard deviation 

 

 

 

 

 



62 | P a g e  
 

Bibliography 

Barling, J., Slater, F., & Kelloway, K. 2000, “Transformational Leadership and Emotional Intelligence: An Exploratory 
Study," Leadership & Organization Development, 21 March 2002, 157–161. 

Bradberry, T. (2016), "Why You Need Emotional Intelligence to Succeed. Viewed June 5, 2022, from 
https://www.talentsmarteq.com/articles/Why-You-Need-Emotional-Intelligence-To-Succeed-389993854-p-1.html/. 

Burches, E. & Burches, M., 2020, Efficacy, Effectiveness, and Efficiency in Health Care: “The Need for an Agreement 
to Clarify Its Meaning, International Archives of Public Health and Community Medicine”, January 2020. 

Daft, R. (2008), “Organization theory and design”, Cengage Learning, Mason. 

DucK, J., 2002, "Leading Emotional Times," The Boston Consulting Group, Inc., February 1, 2002, viewed June 1, 
2022, from  https://www.bcg.com/publications/2002/change-management engagement-culture-leading-in-emotional-
times 

Diamande, E., 2015, “Investigation of the Attitudes Towards the Safety of the Workers in the First Aid of the Public 
Hospitals of the Epirus Region," Open University of Cyprus Kypseli Digital Repository, 16 March 2016.   

Frixou, G., Charalambous, G., Galanis, P., Kaitelidou, D., & Sapounzi-Krepia, D., 2019, “Emotional Intelligence, Self-
Esteem, and Transformational Leadership in Nurses in Cyprus," Athens Medical Society, 11 November 2019. 

Gavrielidou, V. (2020), “Emotional Intelligence as a Factor Influencing His Perception of Administrative Staff for the 
Quality of Service Provided in Public Hospitals," Hellenic Open University, July 2020. 

Goleman, D. 1995, Emotional Intelligence, Bantam Books, New York. 

Goleman, D. 1998, What Makes a Leader? , Harvard Business Review, New York 

Goleman, D., and Boyatzis,R. (2008). Social Intelligence and the Biology of Leadership, Harvard Business Review, 
September 2008. 

Kaur, J. & Sharma, A. 2019,” Emotional Intelligence and Work Performance," International Journal of Recent 
Technology and Engineering, July 2019, Volume 8, Issue 2S3. 

Kitsios, F., Papageorgiou, E., Kamariotou, M., Perifanis, N., & Talias, M., 2022, “ Emotional Intelligence With The 
Gender Perspective in Health Organizations Managers," Elsevier Ltd., November 2022, Volume-heliyon.2022 e11488. 

Landry, L., 2019,” Why Emotional Intelligence is Important in Leadership," Harvard Business School, April 3, 2019. 

Latsou, D., Saridi, M., Toska, A., Mastrogiannis, D., Albani, E., Diamantopoulos, V., & Geitona, M., 2022, “Role of 
Health Professionals' Emotional Intelligence in Conflict Management in a Public Hospital," Magna Scientia Advanced 
Research and Reviews, October 22, 2022. 

Liu, X., and Liu, J. (2013), “Effects of Team Leader Emotional Intelligence and Team Emotional Climate on Team 
Member Job Satisfaction: A Gross Level," Nankai Business Review International, Vol. 4, No. 3, pp. 180–198, August, 
ISSN: 2040–8749 

https://www.talentsmarteq.com/articles/Why-You-Need-Emotional-Intelligence-To-Succeed-389993854-p-1.html/
https://www.bcg.com/publications/2002/change-management


63 | P a g e  
 

L&T Direct and McClelland Center, 2021,” Emotional and Social Competency Inventory (ESCI)”, Hay Group, June 
2021, viewed June 2, 2022, from https://www.eiconsortium.org/pdf/ESCI_user_guide.pdf 

Mayer, J. D., & Salovey, P. 1997, What is emotional intelligence? In P. Salovery & D. Sluyter (Eds), Emotional 
Development and Emotional Intelligence: Implications for Educators (3–31), New York: Basic Books. 

Morrisons JJ. (2008). "The relationship between emotional intelligence competencies and preferred conflict-handling 
styles. Journal of Nursing Management, 28 November 22008 116, 974-983 

O’Connor P, Hill A, Kaya M, Martin B. The measurement of emotional intelligence: a critical review of the literature and 
recommendations for researchers and practitioners. Front Psychol. 2019. https://doi.org/10.3389/fpsyg.2019.01116. 

Parker, J. Taylor, G., and Bagby, R. (2001), " The Relationship Between Emotional Intelligence and Alexithymia," 
Personality and Individual Difference, January 2001, 30(1):107–115. 

Robbins, S., & Judge, T. (2013, Organization Behavior, Prentice Hall, New York. 

Salovey, P., and Mayer, J.D. (1990,” Emotional Intelligence." Imagination, Cognition, and Personality, 9,185–211. 

Suleman, Q., Syed, M., Mahmood, Z., & Husain, I., 2020, “Correlating Emotional Intelligence with Job Satisfaction: 
Evidence from a Gross-Sectional Study Among Secondary School Heads in Khyber Pakhtunkhwa, Pakistan," Frontiers 
in Psychology, viewed June 4, 2022, from: https://www.frontiersin.org/articles/10.3389/fpsyg.2020.00240/full 

Symeou, M., Evstathiou, A., Charalambous, G., & Jelastopulu, E., 2017, “The Impact of the Emotional State of Nurses 
in Public Hospitals in Cyprus." European Psychiatry, April 2017. 

 

 

 

 

 

 

  

https://www.eiconsortium.org/pdf/ESCI_user_guide.pdf
https://doi.org/10.3389/fpsyg.2019.01116
https://www.frontiersin.org/articles/10.3389/fpsyg.2020.00240/full


64 | P a g e  
 

 

Words count 

 

 

 

 

 

 

 

 

 

 


	Master’s Dissertation
	Master Thesis
	How Emotional Intelligence Can Help Managers To Improve Effectiveness and Job Satisfaction In
	Cyprus Healthcare Workers.
	I would like to express my gratitude towards Dr. Athanasios Michiotis, my supervisor, for his invaluable assistance and counsel throughout the different stages of my thesis. His guidance and support were instrumental in making this work possible. More...
	Also, I would like to express my sincere gratitude to my colleagues at the hospital for their invaluable contribution towards the successful completion of our research. Without their diligent efforts and expertise, this research would not have been po...
	In addition, I would like to thanks to my Husband, Vasili, my daughter, Vasiliki, and my family for their constant support and understanding throughout the research and writing process of my project. Their encouragement and support were crucial in ena...
	Bibliography

