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Introduction 

 

Jason Dunbar - I am an Instructional Designer supporting the learning and performance needs 

of a leading healthcare organization. In addition to designing leader-lead and online learning 

modules, I facilitate soft-skill leadership content for our mid- and senior-level management. As 

the healthcare industry changes, we, too, must be willing and able to adapt to these changes. 

Change is neither good nor bad, but our experience and perception of change influences how 

we react to those changes. As our organization continues to experience change it is important 

that staff take time to reflect on their actions and behaviors pertaining to change. Destructive 

behaviors and actions could have an adverse impact on customer service internal and external 

customers.  

 

TiAn Vetter - I am a Learning Specialist ensuring the successful execution of a leading online 

marketing company’s best in class New Hire Onboarding Program.  I recently redesigned the 

Core portion of the program and I am now the main facilitator.  As an organization in the field of 

technology, change is imminent, and within each department of the company, it’s constant.  

Employee responses and reactions can vary greatly and often times, negative reactions can 

have a severe effect on not only the team with which the employee works, but on the 

department as a whole, as well as its stakeholders and the company’s customers.  My interest 

lies in finding out how leadership can positively manage and affect employee reactions to 

change by understanding and implementing the key principles of emotional intelligence.  

Problem Statement 

 

Changes within the workplace, large or small, may elicit high emotional responses within all 

levels of employment.  Negative emotional responses can have an adverse effect on 

employees, teams, and the organization as a whole.   
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Purpose and Intended Audience 

 

The purpose of our research was to explore how emotional intelligence can positively impact an 

organization by means of its leadership. In learning how leadership currently comprehends and 

engages with its employees and their emotions, we can establish how understanding and 

implementing the key principles of emotional intelligence (henceforth “EQ”) can have a positive 

and lasting effect on employees, the organization as a whole, and its customers.  Interviews 

with and surveys distributed to select members of leadership have helped us to understand 

current practices, levels of knowledge pertaining to EQ, and the degree of interest among key 

stakeholders. As a result of our research, we better understand how and why leadership should 

embrace EQ as a culture within their organizations. Our research findings have been presented 

to our various leaders. Based on favorable findings, we strongly recommendation that EQ 

principles should be immediately implemented. 

Context of the Study 

 

Leadership from two different organizations were engaged in this initial study on emotional 

intelligence. 

 

Kaiser Permanente (KP) is one of the nation’s largest not-for-profit health plans, serving 

10.1 million members. There are 2 Executive Directors, 4 Operations Managers, and 8 

Team Managers who will be represented within this study. All participants have 

extensive training in leadership and are aware of emotional intelligence. 

 

Constant Contact provides online marketing resources to over 650,000 small businesses 

and nonprofit organizations. The company’s largest department, Customer Operations, 

makes up one third of the organization’s employees. There are two senior directors, four 

senior managers, and four team leaders who will be represented within this study. All 
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participants have extensive training in leadership, but only eight of the ten are aware of 

emotional intelligence. 

 

The two organizations identified in this study offer technical and soft-skill training to their staff, 

which fosters personal and professional development.  When dealing with change, either as a 

result of a new policy or product, staff’s reaction to these changes are vital to the success of the 

change.  Therefore, the overarching objective for this research was to establish whether 

leadership should invest in EQ and how EQ could affect employees and how they handle 

change within the organization.    

Research Question(s) 

 

Humans are by nature, extremely emotional creatures.  In a normal, everyday setting, 

unharnessed emotion can make for a really bad day.  In a workplace setting, it can be a catalyst 

for disaster. Both authors of this research project have experienced the negative effects that 

uncontrolled emotions in the workplace can have on everyone affected.   

 

Employees who lack self-awareness and self-control of their thoughts and emotions, are 

counter-productive to the goals of the company they work for. Poor impulse control, the inability 

to self-analyze, irrational thinking, and poor emotional understanding can all lead to an 

imbalanced and unhealthy work life which affects more than just that single employee.  

Leadership should have the tools to mitigate such negative effects or even be proactive in 

stopping them before they start, but many simply do not. These days, being a leader with a 

highly regarded academic degree, unstoppable energy, and inspiring charisma is just not 

enough. They also need to have the abilities to understand, interpret, and respond to the 

emotions of others.      
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Based off of the above observations and experiences, the driving question for our research 

inquiry was Should leadership invest in emotional intelligence? Our focus was to understand the 

positive and negative effects that implementing the key principles of emotional intelligence could 

have on a workplace environment. We want to understand whether advocating for EQ is 

something we should pursue in our organizations.   

 

In order to begin to understand that, we needed to determine how leadership currently 

understands EQ and how they presently tend to matters pertaining to emotional needs.  

Therefore, sub-questions of our main focus: What is the current EQ level of all participants?  

What are some current problems that leadership encounters when they implement any sort of 

change within their departments?  How does leadership currently approach and engage with the 

emotional needs of their employees? 

 

Once we’ve gathered such data from our participants, we began to research how implementing 

the key principles of emotional intelligence could affect leadership and the workplace. Those 

sub-questions would pertain to the positive, negative, and long term effects of EQ in the 

workplace.   

 

Our main focus and sub-questions are listed as follows: 

 

● Should leadership invest in emotional intelligence? 

○ What is the current EQ level of all participants? 

○ What are some current problems that leadership encounters when they 

implement any sort of change within their departments? 

○ How does leadership currently approach and engage with the emotional needs of 

their employees? 

○ How interested is leadership in understanding and implementing the key 

principles of emotional intelligence? 
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○ What could be the positive effects of implementing the key principles of 

emotional intelligence in the workplace?  (Would it improve change processes, 

overall communication between employees, especially with leadership, and 

decisions made under pressure?) 

○ What could be the negative effects of implementing the key principles of 

emotional intelligence in the workplace?  

○ What could be the long-term effects of implementing the key principles of 

emotional intelligence in the workplace?  

Methods 

 

Research for this study will be conducted through the method of Action Research.  Information 

related to EQ among leadership was obtained from two corporate organizations, spanning 

several departments: Human Resources, Customer Support, Billing, Custom Services, and 

Employee Training & Development. 

 

Customer Support/Customer Services/Billing: These departments were considered for this study 

due to the nature of their business function. Staff working in these departments have a direct 

connection to customers, which is important that EQ be practiced more so within these 

operational areas. In addition to surveys and interviews within these areas, staff will be provided 

with an EQ test (self-assessment) to determine where their individual EQ level is. This 

information will serve as a baseline for what additional training may be required in the future. 

 

Human Resources/Employee Training & Development: These departments were considered for 

this study due to their support function within the organizations. Supporting leaders, managers, 

and staff by means of training and/or human capital may be required as a result of the findings 
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of this study. However, in the interim, surveys and interviews within these two areas will be 

carried out to determine what, if any, training has been conducted relating to EQ. 

 

As Stringer (2014) mentions, “action research works on the assumption that all people who 

affect or are affected by the issue investigated should be included in the processes of inquiry” 

(p. 6).  We will use an action inquiry process using surveys and interviews for the audiences 

mentioned above. 

Site Selection and Sampling 

 

Both researchers of this project are interested in understanding how EQ can affect the 

workplace and plan to utilize the research findings in implementing changes within each 

respective organization.  While conducting our research, we looked towards leadership within 

our own organizations. Leadership has the greatest ‘reach’, in that they have the greatest ability 

to affect all other employees.  We sampled various departments and leadership areas at 

different levels “to ensure that the people included in the study are drawn from groups or 

individuals having different experiences and perspectives” (Stringer, 2014, p. 81).   

Data Collection Methods 

 

The data collection methods used in this action research project are outlined as follows: 

 

Research Question Data Collection Methods 

What is the current EQ level of all participants? EQ Test 

What are some current problems that leadership encounters 

when they implement any sort of change within their 

departments? 

Interviews, Survey 

How does leadership currently approach and engage with the 

emotional needs of their employees? 

Interviews 

How interested is leadership in understanding and 

implementing the key principles of emotional intelligence? 

Interviews, Survey 
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What could be the positive effects of implementing the key 
principles of emotional intelligence in the workplace?  

Interviews 

What could be the negative effects of implementing the key 
principles of emotional intelligence in the workplace?  

Interviews 

What could be the long-term effects of implementing the key 
principles of emotional intelligence in the workplace?  

Interviews 

 

Data Analysis Methods 

 

We analyzed our data utilizing both of Stringer’s Analysis and Interpretation Phases as outlined 

in Action Research (2014), Distilling the Data and Enriching the Analysis (pp. 139 - 156).  Since 

the two main forms of interaction were surveys and interviews, we needed to analyze the data 

separately and in slightly different ways. 

Schedule 

 

Date Task 

September 27, 2015 Action Research Proposal due 

September 29, 2015 Develop survey 

September 30, 2015 Administer link to EQ test to participants (to be completed by 10/2/15) 

October 5, 2015 Open and distribute survey to participants 

October 7, 2015 Close survey 

October 8, 2015 Develop interview questions 

October 11, 2015 Review and implement feedback from Cycle 1 Feedback 

October 12, 2015 Begin interviews with participants 

November 1, 2015 Literature Review due 

November 2, 2015 Conduct data analysis and develop Research Findings 

November 15, 2015 Review and implement feedback from Cycle 2 Feedback 

November 29, 2015 Action Research Findings due 

December 6, 2015 Review and implement feedback from Cycle 3 Feedback 
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December 12, 2015 Final Action Research Report due 

 

Ethical Procedures 

 

Ethical procedures are of the utmost importance when performing any type of research project. 

As both of the researchers involved in this project work within the organizations where the 

research is being conducted, both researchers have taken these procedures very seriously with 

respect and courtesy in all aspects of the research.  The nature and content of the interview and 

survey responses require that all participants’ information be kept confidential. Company names 

have been released in this report as this is public information. 

 

At the onset of our data gathering, we ensured our participants that they will “come to no harm 

as a result of their participation in the research project.  One of the principal tools to ensure this 

is to clearly inform them of the purpose, aims, use of results, and likely consequences of the 

study, a process known as informed consent” (Stringer, 2014, .89).  (See appendix for copy of 

both Informed Consent forms.)  We also plan to ensure that “all participants know what is going 

on, that the processes are inherently transparent to all” (Stringer, 2014, p. 89). 

Checks for Rigor 

 

To ensure stakeholders the outcome of our data can be trusted, we checked for rigor by 

establishing credibility, transferability, dependability, and confirmability (Stringer, 2014, p. 92). 

 

In terms of credibility, we felt it necessary to use triangulation - using multiple sources of 

information.  Conducting interviews and administering surveys was important for obtaining many 

perspectives of the issue.  Once the data was gathered, we then implemented member 

checking, allowing stakeholders the opportunity to review and ask clarifying questions pertaining 

to the information. 
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This study was conducted within a corporate setting.  However, since the research was carried 

out in an ethical manner, we believe the content and context of this study could transfer easily to 

any setting, corporate or otherwise. 

 

Lastly, the data and collection methods documented in this report was carried out as indicated. 

Hence, the information here is dependable and confirmed.  

Impact 

 

We are hopeful that this project will inform our stakeholders of the value of knowing one’s EQ. If 

additional training is requested or required for leadership and/or staff, interviews with our 

Human Resources partners may unearth existing materials we could leverage.  

 

A couple stakeholders from each organization is well aware of this project. We hope their 

motivation and influence could help build a culture of EQ within our organizations. 

 

A potential negative impact pursuing this project could be lack of participation. KP is currently 

going through their Open Enrollment (OE) period, which is the busiest time of year for the 

business. Knowing that, sample size may need to be simplified to a select few individuals within 

the represented areas. 

Summary 

 

We anticipate a favorable outcome with this action inquiry. As mentioned above, some 

stakeholders may already see value in EQ within the workplace, and they, too, may be applying 

it daily. 

 
Change is inevitable, but no matter how many change models, resiliency skills, or best practices 

are shared, EQ is the heart of it all. Understanding our EQ increases our self-awareness, self-

management, motivation, social skills, and empathy (Scuderi, n.d.). 
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Appendices 

 

Informed Consent for Interview Participants 

 

Sunday, September 20, 2015 

  

Dear Colleague, 

  

I am conducting some action research on emotional intelligence in the workplace.  This 

research is a requirement for one of the graduate courses in which I have enrolled.  I am 

enrolled in this course and conducting this research so I can continue to learn and grow within 

my field and subsequently, work towards implementing positive changes in our organization. 

  

If you decide to participate in this study, you will be asked to participate in a one-on-one 

interview that will take around 15 minutes.  There are no right or wrong answers and your 

individual answers to the questions will not be identified as we are not collecting any names.  

You may discontinue your participation in this study at any time without penalty. 

  

Please complete the form below to indicate your willingness to participate in the action research 

project. 

  

Thank you for your time. 

  

Jason Dunbar/TiAn Vetter 
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I grant my permission for the use of my ideas, work, or words in research.  I understand that 

every good faith effort will be made to maintain confidentiality in any reports of this research. 

  

___________________ (Name) 

___________________ (Signature) 

___________________ (Date) 
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Informed Consent for Survey Participants 

 

Sunday, September 20, 2015 

  

Dear Colleague, 

  

I am conducting some action research on emotional intelligence.  It is a requirement for one of 

the graduate courses in which I have enrolled.  I am enrolled in this course and conducting this 

research so I can continue to learn and grow within my field and subsequently, work towards 

implementing positive changes in our organization. 

  

If you decide to participate in this study, you will be asked to complete an online survey that will 

take around 15 minutes. There are no right or wrong answers and your individual answers to the 

questions will not be identified as we are not collecting any names.  You may discontinue your 

participation in this study at any time without penalty. 

  

Answering and completing these online questionnaires indicate your willingness to participate in 

this study.  Clicking below indicates that you have read and understood the description of the 

study and you agree to participate. 

  

Thank you for your time. 

  

(Link to the online survey) - Not available yet 

   

Jason Dunbar/TiAn Vetter 

 


