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ABSTRACT

Emotional intelligence (EI) is critical in human resources (HR) within the IT sector.
This research paper examines the importance of emotional intelligence and its impact on
various HR functions, ultimately contributing to the overall success of IT organisations. The
paper highlights the importance of emotional intelligence in HR by exploring its role in
effective communication, conflict resolution, employee engagement and retention, stress
management, leadership development and change management. Understanding and
harnessing emotional intelligence enables organisations to foster a positive work
environment that increases employee well-being and productivity. In the rapidly developing
and technology-driven IT sector, emotional intelligence enables HR professionals to navigate
the complexity of human interactions. Effective communication is the cornerstone of
successful HR practices, and emotional intelligence provides the tools to understand and
connect with others on a deeper level. By actively listening, empathising and appreciating
different points of view, HR professionals can foster an environment of open dialogue and
collaboration. Conflicts inevitably arise in a high-pressure IT environment, and emotional
intelligence is essential for effective resolution. HR professionals with emotional intelligence
can manage conflicts by recognising and dealing with underlying emotions, facilitating open
discussions and finding mutually beneficial solutions. This skill fosters a culture of
understanding, teamwork and mutual respect among IT professionals. Employee engagement
and retention are critical to the growth and stability of IT organisations. Emotional
intelligence enables HR professionals to understand employees' needs, aspirations and
motivations. HR professionals can increase employee engagement and job satisfaction by
recognising and appreciating individual contributions, providing timely feedback, and
offering growth opportunities. This, in turn, reduces turnover and recruitment costs while
fostering a sense of loyalty and commitment. The demands of the IT sector often lead to high-
stress levels among employees. Emotional intelligence equips HR professionals to identify
signs of stress or burnout and implement appropriate support mechanisms. Wellness
programs, flexible work arrangements and stress management workshops can be
implemented to prioritise employees’ mental and emotional well-being. Leadership
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development is another area where emotional intelligence plays a vital role. HR
professionals can assess and cultivate emotional intelligence skills in potential leaders,
enabling them to inspire and motivate their teams. Leaders with high emotional intelligence
create an inclusive and supportive work culture, which leads to higher employee satisfaction
and organisational success. Adaptability and change management are integral to the growth
and survival of the IT sector. Emotional intelligence enables HR professionals to navigate
and manage change by addressing employee concerns, managing resistance and facilitating
a smooth transition. By understanding and managing emotions during times of change, HR
professionals contribute to the overall resilience and success of the organisation. In
conclusion, emotional intelligence is crucial in HR in the IT sector. It enables HR
professionals to communicate effectively, resolve conflict, engage and retain employees,
manage stress, develop leaders and manage change. By leveraging emotional intelligence,
HR professionals create a positive and productive work environment that supports the
success of individuals and the organisation.

KEYWORDS: IT Sector, Emotional Intelligence, Human Resources, effective
communication, conflict resolution, employee engagement, employee retention, stress
management, leadership development, change management.

1. INTRODUCTION

Emotional intelligence (EI) refers to the ability to recognise, understand, and manage
one's own emotions, as well as the feelings of others. It includes skills such as self-awareness,
self-regulation, empathy and social skills. In the workplace, emotional intelligence has gained
significant recognition for its impact on individual and organisational success. Emotional
intelligence is relevant in the workplace because it affects various professional interactions
and performance aspects. It goes beyond technical expertise and cognitive abilities to address
work relationships' social and emotional factors. Individuals with high emotional intelligence
are better equipped to handle challenging situations, foster a positive work environment, and
build strong relationships with colleagues, superiors, and subordinates. One of the critical
aspects of emotional intelligence is self-awareness, which involves recognising and
understanding one's emotions, strengths and weaknesses, values and motivations. Self-
confident individuals are more likely to know how their feelings affect their behaviour,
decisions, and relationships. This awareness enables individuals to manage their emotions
effectively and make sound judgments in work-related situations. Self-regulation is another
crucial component of emotional intelligence. It involves controlling and managing one's
emotions, impulses and reactions. Individuals with strong self-regulation skills can work on
stress conflict constructively and remain calm in challenging situations. This skill is precious
in a workplace where daily stress, pressure and interpersonal conflict occur.

Empathy, the ability to understand and share the emotions of others, is the basis for
building positive relationships and effective teamwork. Empathic individuals are sensitive to
the needs and feelings of others and show genuine concern and support. Empathy enables
individuals to connect with colleagues, provide appropriate support, and compassionately
resolve conflicts in the workplace. Social skills, the ability to communicate, collaborate and
influence others, are also vital components of emotional intelligence. Individuals with strong
social skills excel at building networks, resolving conflict, and inspiring others. They have
practical communication skills, can listen actively, and adapt their communication style to
different audiences. These skills contribute to successful teamwork, leadership and employee
engagement. Emotional intelligence is relevant at all levels of the workplace, from individual
contributors to managers and leaders. It affects various aspects of professional life, including
communication, teamwork, leadership effectiveness, conflict management and decision-
making. Organisations that value emotional intelligence and encourage development create a
positive work culture characterised by trust, open communication and employee well-being.

Emotional intelligence is highly relevant in the workplace because it impacts
individual and organisational success. Individuals can improve their interactions,
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collaboration, and overall performance by cultivating self-awareness, self-regulation,
empathy, and social skills. Organisations prioritising emotional intelligence benefit from
better teamwork, employee engagement, and a positive work environment that drives
productivity and organisational success. The IT sector, also known as the information
technology sector, includes industries involved in developing, managing and using
technologies for storing, processing, transmitting and retrieving information. It is a dynamic
and fast-growing industry that plays a crucial role in the digital transformation of businesses
across various industries.

In the IT sector, Human Resources (HR) faces unique challenges due to the unique
nature of the industry. Understanding these challenges is essential for HR professionals to
manage the workforce and support organisational goals effectively. Here are some key HR
challenges specific to the IT sector:

e Talent acquisition and retention: The IT sector is highly competitive and constantly
demanding qualified and skilled professionals. Recruiters face challenges in attracting
and retaining top talent in a market with a shortage of specialised skills. IT
professionals often have multiple job opportunities, and organisations must offer
competitive compensation packages, growth opportunities, and an attractive work
culture to attract and retain talented individuals.

e SKkills shortages and technological advancements: Technology is evolving rapidly
in the IT sector, leading to skills gaps within the workforce. HR professionals must
identify new skills and technologies and develop strategies for upskilling or retraining
existing employees. In addition, they must ensure that the organisation has access to a
diverse talent pool with the right skills to stay ahead of the curve in a rapidly changing
technology landscape.

e Employee engagement and motivation: IT work can sometimes be isolating and
demanding, leading to employee engagement and motivation issues. HR professionals
must create a work environment that encourages collaboration, teamwork and
innovation. They must implement initiatives to promote work-life balance, recognise
and reward achievements, and provide professional growth and development
opportunities.

e Diversity and Inclusion: The IT sector has traditionally been male-dominated, and
achieving diversity and inclusion is an ongoing challenge. HR professionals are
critical in implementing policies and practices that promote workforce diversity,
equity and inclusion. They must address recruitment bias, create an inclusive work
environment and provide equal opportunities for all employees.

e Retaining Millennial and Gen Z employees: The IT sector has a significant
proportion of Millennial and Gen Z employees who have unique expectations and
preferences. Recruiters must understand their needs and desires to create an attractive
workplace culture. Flexible work arrangements, learning and development
opportunities, meaningful work tasks and a strong emphasis on work-life balance are
critical factors in retaining these generations.

e Balancing security and privacy: The IT sector deals with sensitive information and
cyber issues. HR professionals must work with IT teams to implement robust security
measures while ensuring compliance with employee privacy and data protection.
They must develop policies and training programs to educate employees on
cybersecurity best practices and mitigate the risks associated with data breaches.

2. OBJECTIVES OF THE STUDY

This study aims to investigate and explore the importance of emotional intelligence
(ED in human resources (HR) in the IT sector. The study seeks to understand how emotional
intelligence affects various HR functions and contributes to the overall success of IT
organisations. Specifically, the study aims to explore the role of emotional intelligence in
effective communication, conflict resolution, employee engagement and retention, stress

~107 ~



Emotional Intelligence in HR sharma et al.

management, leadership development and change management in the IT sector. By exploring
the importance of emotional intelligence in HR, the study aims to provide insights and
recommendations for HR professionals and organisations to prioritise and use emotional
intelligence to create a positive work environment and increase employee well-being and
productivity in the IT sector.

Explore the role of emotional intelligence in effective communication within HR

practices in the IT sector. This objective aims to understand how emotional intelligence
improves communication skills, including active listening, empathy and communicating
information clearly and responsively.
Explore the impact of emotional intelligence on conflict resolution in the IT sector. This
objective explores how emotional intelligence contributes to constructive conflict
management, mediation between parties, and the search for mutually beneficial solutions
within the IT workforce.

Explore the impact of emotional intelligence on employee engagement and retention
in the IT sector. This goal aims to understand how emotional intelligence affects employee
satisfaction, motivation and loyalty, leading to higher engagement and lower turnover rates.

Explore the relationship between emotional intelligence and stress management in the
IT sector. This objective explores how emotional intelligence enables HR professionals to
identify and address employee stress and burnout and implement effective stress reduction
initiatives and support mechanisms.

Analyse the role of emotional intelligence in leadership development in the IT sector.
This objective aims to understand how emotional intelligence contributes to developing
influential leaders who can inspire, motivate and create a positive work culture in IT
organisations.

Explore the importance of emotional intelligence in managing change and promoting
adaptability in the IT sector. This objective explores how emotional intelligence helps HR
professionals navigate organisational transitions, address employee concerns, and facilitate a
smooth change management process.

3. REVIEW OF LITERATURE

According to Hogan et al. The goal of leadership is to get people to commit to the
common goals and responsibilities of the organisation for the prosperity of the team and the
organisation. Leadership is a process of communication (verbal and non-verbal) that includes
coaching, motivating or inspiring, managing or directing, and supporting or advising others.
Goleman et al. found that emotional intelligence is crucial to Daniel Goleman identified five
elements that a leader must have to be effective and successful:

1) self-awareness,
2) self-regulation,
3) motivation,

4) empathy,

5) social skills.

Goleman pointed out that leaders with EIl are better at managing relationships and
achieving effective performance using the power of emotions. People (leaders) who work
emotionally - who know and control their feelings and distinguish and deal effectively with
the feelings of others - are beneficial in every area of life, whether they are emotional and
familiar or follow the unwritten rules that govern success in organisational politics. In
addition, empathy is considered an essential element of many leadership styles, leading to
high productivity and enabling company members to work together and achieve common
goals through motivation, inspiration, understanding and recognition of needs, strengths,
feelings, and thoughts. Management based on emotional intelligence and empathy is built
from neurological connections. Breakthroughs in brain research show that the moods and
actions of leaders have a decisive effect on those they lead, mainly when leadership operates
with El and empathic ability. Then, the leader could inspire, incite passion and enthusiasm,
motivation and dedication, support and understand employees and co-workers and give
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confidence to solve problems and conflicts that arise constructively. Ramchandra & Martins
used the measure on 107 police officers and confirmed a positive link between emotional
intelligence, self-efficacy, and leadership effectiveness. Batool investigated the relationship
between emotional intelligence and effective leadership at the managerial level in Pakistan's
private and public sectors, particularly in the banking sector. Fifty people were surveyed, and
the results showed a significant and positive correlation between leadership style and
emotional intelligence. In addition, Gardner & Sough sent a questionnaire to 250 high-level
managers. One hundred and ten participants responded to the questionnaire, and the findings
supported a strong relationship between transformational leadership and overall EI. The
AMO framework of Appelbaum et al. provides a basis for a more robust conceptualisation of
high-performance HR practices (Obeidat et al.). The AMO model proposes three dimensions
of practices that enhance employees' capabilities, motivation, and opportunities (Huselid,
1995; Jiang et al., 2013). Therefore, many research papers studying high-performance HR
practices follow Appelbaum et al.'s AMO model when deciding which HR practices to
include. (e.g., Kroon et al., 2013; Obeidat et al., 2016). Since the “A” dimension refers to an
employee's ability to perform, HR practices of selecting and training personnel are of interest
because they contribute to improving these abilities (Appelbaum et al.). The "M" dimension,
in turn, deals with motivation; HR practices of appraisal, internal promotion, pay incentives,
or rewards are essential because they can increase an employee's desire to perform
(Appelbaum et al., 2000). Finally, the “O” dimension of AMO refers to the opportunity for
performance and HR practices that contribute to this include participation, teamwork, or job
design, as they provide employees with autonomy to make decisions about their position,
collaborate and share feedback on work goals, and have the possibility to influence business
decisions (Appelbaum et al.,). Mayer and Salovey defined emotional intelligence as "the
ability to perceive, access and create emotions to aid thinking, understand emotions and
emotional knowledge, and effectively regulate emotions to promote emotional and
intellectual growth." When applied to the workplace, emotional intelligence includes
perceiving, expressing, understanding and managing emotions professionally and effectively
at work [Palmer and Stough]. According to Genos El developed by Palmer and Stough
(formerly named Swinburne University Emotional Intelligence Unit), five critical emotional
competencies can be applied to a workplace situation, they are Emotional Recognition and
Expression, Understanding the Emotions of Others, Emotion Direct Cognition, Emotional
Management and Emaotional Intelligence.

4. RESEARCH METHODOLOGY

The researchers used journals, books, and various research to create an in-depth and
multifaceted understanding of a complex problem in a real-life context. The study was
conducted using secondary methods. A literature review is an academic text demonstrating
knowledge and experience of academic literature on a specific topic, placed in context. A
literature review includes a critical evaluation of materials; therefore, it is called a literature
study instead of a literary report. This literature review is in written form.

To illustrate the difference between a report and a review, think of a television or
movie review article. This article contains content such as a short synopsis or highlights of the
film or program and its critical evaluation. Similarly, the two main goals of a literature review
are to provide content that incorporates existing research, theory, and evidence and to evaluate
and discuss the content critically.

A literature review is usually part of a dissertation, research project, or long piece.
However, it can be identified and appreciated as its work. Quality journals and research papers
on current topics are essential for research. Once studies were identified, inclusion and
exclusion criteria were met. First, concerning articles in English, 25 articles were identified.
As this topic is emerging, the research includes book reviews, editorials, and conference
proceedings. After the survey, ten samples were taken. And analyse some companies' efforts
in emotional intelligence, like Infosys, Tech Mahindra, Microsoft, and FB, with references
from their official websites.
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5. DATA ANALYSIS AND DISCUSSIONS

Definition of emotional intelligence and its essential components: Emotional

intelligence (EI) refers to the ability to recognise, understand and manage emotions in oneself
and others. It includes a set of skills and competencies that enable individuals to navigate
social interactions and regulate their emotional responses. The essential components of
emotional intelligence include:

Self-awareness: The ability to recognise and understand one's emotions, strengths
and weaknesses, values, and motivations. Self-awareness allows HR professionals to
recognise how emotions influence their behaviour and decision-making.
Self-regulation: The ability to manage and control one's emotions, impulses, and
reactions. It includes keeping calm, managing stress, and adapting effectively to
changing circumstances.

Empathy: The ability to understand and share the emotions of others. Empathy
allows HR professionals to connect with employees, demonstrate understanding, and
respond appropriately to their needs and concerns.

Social skills: Building and maintaining relationships, communicating effectively, and
collaborating. Social skills include active listening, effective communication, conflict
resolution, and influencing and inspiring others.

Role of HR professionals in the IT sector and their responsibilities: HR professionals

in the IT sector play a crucial role in managing human capital and supporting the
organisation's strategic goals. Their duties include:

A

Recruiting and Talent Acquisition: Recruiters are responsible for attracting and
selecting qualified candidates with the necessary technical skills and cultural fit for IT
roles. They conduct job analysis, create job descriptions, and implement effective
recruiting strategies to acquire and screen candidates.

Onboarding and orientation: HR professionals ensure smooth onboarding and
orientation of new employees in the IT sector. They provide the necessary
information, clarify work expectations, and facilitate the integration of new
employees into the culture and work environment of the organisation.

Performance Management: HR professionals develop and implement performance
management systems to evaluate employee performance, provide feedback, and
identify development opportunities. They set clear performance goals, conduct
performance reviews, and support employees' professional growth.

Employee Relations: HR professionals deal with employee relations matters in the
IT sector, including handling complaints, resolving conflicts, and promoting positive
working relationships. They ensure compliance with labour laws, company policies
and ethical standards.

Training and Development: HR professionals design and implement training and
development programs to improve employees' skills, knowledge, and competencies.
They identify training needs, coordinate training initiatives and support staff career
development.

Employee Engagement and Retention: HR professionals support employee
engagement and retention in the IT sector by creating a positive work environment,
developing employee recognition programs, and implementing initiatives to promote
work-life balance and well-being.

The Importance of Emotional Intelligence for HR Professionals: Emotional

intelligence is crucial for HR professionals in the IT sector for several reasons:

A

Effective  Communication: Emotional intelligence increases HR professionals’
ability to communicate effectively with employees at all levels of the organisation. It
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helps them understand and empathise with others' perspectives, listen actively, convey
information, be respectful, and be sensitive to others' emotions.

B. Conflict resolution: IT teams often face conflicts due to different opinions, work
styles and pressures. Emotional intelligence equips HR professionals with the ability
to resolve disputes constructively. They can manage emotional reactions, mediate
between parties, and find mutually beneficial solutions, thereby promoting a culture
of cooperation and understanding.

C. Employee engagement and retention: Emotional intelligence enables HR
professionals to understand employees' needs, aspirations, and motivations.
Recognising and appreciating individual contributions, providing timely feedback,
and offering growth opportunities can increase employee engagement and job
satisfaction, leading to higher retention rates.

D. Stress management: The IT sector is known for its demanding and high-pressure
work environment. HR professionals with emotional intelligence can identify signs of
stress or burnout among employees and offer appropriate support mechanisms. They
can implement initiatives such as wellness programs, flexible work arrangements, or
stress management workshops to support employees' mental and emotional well-
being.

E. Leadership Development: Emotional intelligence is essential for effective leadership
in the IT sector. HR professionals can assess and develop emotional intelligence skills
in potential leaders, enabling them to inspire and motivate their teams. Leaders with
high emotional intelligence can foster an inclusive and supportive work culture that
leads to higher employee satisfaction and organisational success.

Impact of Emotional Intelligence on Communication Skills: Emotional intelligence
improves communication skills by promoting self-awareness and self-regulation, enabling
HR professionals to express their thoughts and emotions effectively. It allows them to
understand how their feelings and communication style can affect others, leading to more
thoughtful and considerate interactions. By managing their feelings, HR professionals can
communicate calmly and in a balanced manner, fostering an atmosphere of trust and respect.
In addition, emotional intelligence helps HR professionals recognise and regulate non-verbal
cues such as facial expressions, tone of voice and body language that significantly affect
communication effectiveness. They can match their non-verbal communication with verbal
messages, ensuring consistency and clarity.

Active Listening, Empathy, and Understanding Different Perspectives: Emotional
intelligence facilitates active listening, which involves fully engaging the speaker, focusing
on the speaker's message, and withholding judgment. HR professionals with high emotional
intelligence are attentive and empathetic listeners, allowing them to understand employees'
needs, concerns, and perspectives. Empathy, a fundamental component of emotional
intelligence, enables HR professionals to empathise with others and see situations from their
perspective. By empathising with employees, HR professionals can make stronger
connections, demonstrate understanding, and validate their feelings and experiences. This
empathetic approach promotes open and honest communication, building trust and rapport
between HR and employees.

Understanding and appreciating different perspectives is essential for effective
communication in the IT sector, which is often characterised by diverse teams and a
multicultural work environment. HR professionals with emotional intelligence actively seek
to understand and respect different perspectives and value diversity as a source of innovation
and creativity. They create a space where employees feel comfortable expressing their ideas,
concerns, and opinions, leading to more inclusive and collaborative discussions.

Improving communication channels in IT organisations: Emotional intelligence
enables HR to improve communication channels by promoting transparency, accessibility,
and responsiveness. They create open lines of communication that ensure employees have
platforms to express their ideas, communicate concerns and provide feedback.
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HR professionals with emotional intelligence also promote effective communication
through clear and concise messages. They adapt their communication style and language to
meet the needs of different audiences, such as technical teams, managers, or executives. They
convey information in a way that is easy to understand and avoid jargon or technical
complexities when communicating with non-technical stakeholders.

In addition, emotional intelligence helps HR professionals effectively solve
communication barriers and conflicts. Using their understanding of emotions and
interpersonal dynamics, they can facilitate difficult conversations, mediate disputes, and find
solutions that satisfy all parties involved. They create an environment where individuals feel
safe to voice their concerns and engage in constructive dialogue.

The link between emotional intelligence and practical conflict management:
Emotional intelligence is closely related to effective conflict management due to its emphasis
on self-awareness, self-regulation, empathy, and social skills. HR professionals with high
emotional intelligence can recognise and understand their emotions and triggers in conflict
situations. This self-awareness allows them to remain calm, composed and objective when
dealing with conflicts.

In addition, emotional intelligence helps HR professionals regulate their emotional
responses during conflicts. They can control their emotions, avoid impulsive reactions and
respond in a controlled and constructive way. By effectively managing their emotions, HR
professionals create an environment that supports open communication and collaboration and
facilitates conflict resolution.

Empathy, an essential component of emotional intelligence, is critical in conflict
resolution. HR professionals who can empathise with the perspectives and emotions of all
parties involved in a conflict can better facilitate understanding and find common ground.
They actively listen to each side acknowledge and validate their concerns, fostering trust and
openness. This empathetic approach helps build rapport and creates an environment
conducive to finding mutually beneficial solutions.

Conflict resolution strategies in the IT sector: In the IT sector, conflicts can arise due to
various factors such as differing opinions, work styles, project pressures or resource
allocation. HR professionals with emotional intelligence use strategies tailored to the specific
context of the IT sector to effectively resolve conflicts, including:

A. Foster open and respectful communication: Fostering open dialogue and creating a
safe space for employees to express their concerns and opinions is vital. HR
professionals facilitate discussions where all parties can express their views without
fear of judgment. They establish ground rules for respectful communication and
ensure that each side has an opportunity to be heard.

B. Facilitating mediation and negotiation: HR professionals act as mediators who
guide conflicting parties to find common ground and resolve their differences. They
facilitate constructive conversations and encourage compromise and cooperation. By
using active listening, empathy, and effective questioning, HR professionals can
identify underlying issues and help parties find mutually acceptable solutions.

C. Foster a problem-solving approach: HR professionals with emotional intelligence
promote a problem-solving mindset rather than a win-lose mentality. They focus on
identifying the root causes of conflict and work with all stakeholders to find creative
solutions that address everyone's interests. This approach fosters a sense of shared
ownership and commitment to the solution.

D. Providing Conflict Resolution Training and Workshops: HR professionals can
offer conflict resolution training and workshops to employees to equip them with the
necessary skills to navigate and resolve conflict. These programs can train employees
in effective communication, active listening, negotiation, and empathy, enabling them
to resolve disputes and foster a harmonious work environment constructively.

Creating a collaborative and inclusive work environment: Emotional intelligence
enables HR professionals to develop a collaborative and inclusive work environment that

~ 112 ~



Prayukti - Journal of Management Applications Volume 3, Issue 2, July 2023

prevents conflict escalation and supports harmonious relations. They foster a culture where
diversity of thought, perspectives and backgrounds is valued and respected.

HR professionals with emotional intelligence foster collaboration by facilitating team
activities, cross-functional projects, and opportunities for shared decision-making. They
foster an environment where employees feel comfortable expressing their ideas, concerns,
and feedback, reducing the likelihood of conflict arising from misunderstandings or lack of
communication.

In addition, HR professionals with emotional intelligence promote inclusivity by
ensuring equitable access to resources, opportunities, and recognition. They celebrate
diversity, actively seek employee input, value different perspectives, and foster a culture of
respect and appreciation.

By creating a collaborative and inclusive work environment, HR professionals with
emotional intelligence lay the foundation for effective conflict resolution. Employees are
likelier to engage in open and constructive dialogue, resolve conflicts with understanding and
empathy, and seek mutually beneficial solutions. Understanding the relationship between
emotional intelligence and stress management: Emotional intelligence plays a vital role. HR
professionals with high emotional intelligence can recognise and understand their own
emotions and the emotions of others, enabling them to address and manage stress in the
workplace effectively. By becoming aware of their stress triggers and emotions, HR
professionals can regulate their reactions and manage stress more effectively. This self-
regulation helps them stay calm, make the right decisions, and manage their workload and
responsibilities more effectively, reducing the impact of stress.

In addition, emotional intelligence allows HR professionals to empathise with
employees and understand the factors contributing to their stress levels. By showing empathy
and support, HR professionals can create a supportive environment that helps employees
cope with stress and maintain well-being.

e ldentifying the Signs of Stress and Burnout in IT Professionals: Recruiters
with emotional intelligence are adept at recognising the signs of stress and burnout
in IT professionals. They pay attention to behavioural, emotional, and physical
indicators such as increased irritability, decreased productivity, fatigue,
withdrawal from social interactions, and changes in sleep patterns. By identifying
these symptoms, HR professionals can intervene early and provide the necessary
support to mitigate the adverse effects of stress and prevent burnout.

e Implementing stress reduction initiatives and promoting mental well-being:
HR professionals with emotional intelligence implement stress reduction
initiatives and promote employee well-being in the IT sector. They feature
wellness programs focusing on physical exercise, mindfulness, and stress
management techniques. These initiatives may include yoga or meditation classes,
wellness challenges, access to mental health resources, and flexible work
arrangements to promote work-life balance. In addition, HR professionals with
emotional intelligence provide resources and education to help employees develop
stress management mechanisms. They offer training programs on stress
management techniques, resilience-building strategies and time management
skills. By equipping employees with tools for effective stress management, HR
professionals contribute to a healthier and more productive work environment.
Management Development:

e The role of emotional intelligence in developing influential leaders: Emotional
intelligence is a critical factor in developing influential leaders in the IT sector.
Leaders with high emotional intelligence can understand and manage their own
emotions as well as the emotions of their team members. They exhibit self-
awareness, self-regulation, empathy, and strong social skills that enable them to
inspire, motivate, and connect with their teams on a deeper level. Leaders with
emotional intelligence create a positive work culture where employees feel
valued, heard, and supported. They build strong relationships, foster trust, and
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communicate the organisation's vision and goals effectively. These leaders are
adept at recognising and addressing the emotional needs of their team members,
promoting engagement, and increasing team performance.

e Emotional intelligence assessment and development programs: HR
professionals use dynamic intelligence assessment tools and development
programs to identify and develop emotional intelligence skills in potential and
existing leaders. These assessments measure different aspects of emotional
intelligence, such as self-awareness, self-regulation, empathy, and social skills.
The results help HR professionals tailor development programs and coaching
sessions to improve leaders' emotional intelligence competencies. Emotional
intelligence development programs can include workshops, training, and coaching
sessions focusing on self-awareness, emotional regulation, empathy-building
exercises, effective communication, and conflict-resolution skills. These programs
enable leaders to develop and strengthen their emotional intelligence, improving
leadership effectiveness and creating a positive and productive work environment.

e Creating a culture of emotionally intelligent leadership in IT organisations:
HR professionals with emotional intelligence strive to create a culture of
emotionally intelligent leadership. They emphasise the importance of emotional
intelligence in leadership roles and foster an environment where leaders at all
levels exhibit these qualities. HR professionals guide and support leaders in
developing and honing their emotional intelligence skills through ongoing
training, mentoring, and coaching. By supporting emotionally intelligent
leadership, HR professionals contribute to the overall success of the organisation.
Emotionally intellectual leaders create engaged, high-performing teams, foster
innovation, and adapt effectively to change. They prioritise employee well-being,
encourage collaboration, and promote a positive work culture that attracts and
retains top talent in the IT sector.

e Adaptability and change management: Emotional intelligence as a critical
factor in change management: Emotional intelligence is a crucial factor in change
management in the IT sector. Personnel with high emotional intelligence can
understand and deal with the emotional impact of changes on employees. They
recognise that change can create fear, resistance, and uncertainty and respond with
empathy and sensitivity. By leveraging their emotional intelligence, HR
professionals can effectively communicate the need for change, address employee
concerns, and provide support during the change process. They understand that
managing emotions and fostering resilience are essential to successfully
navigating and adapting to change.

e Assisting employees during organisational change: HR professionals with
emotional intelligence play a vital role in helping employees during organisational
change. They provide clear communication and information about the reasons for
the change, the expected results and the potential impact on employee roles and
responsibilities. HR professionals offer support mechanisms such as counselling
services, training programs or mentoring opportunities to help employees navigate
the transition and manage any associated stress or uncertainty.

e Additionally, HR professionals promote an open and inclusive environment where
employees feel comfortable expressing concerns, asking questions, and providing
feedback during periods of change. They address employee needs, facilitate
discussions, and actively involve employees in decision-making to foster a sense
of ownership and commitment to change.

e Building resilience and adaptability through emotional intelligence:
Emotional intelligence helps HR professionals build resilience and adaptability in
employees during change. They help employees develop coping strategies to
manage change challenges, such as stress management techniques, mindfulness
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practices, and self-care activities. Emotionally intelligent HR professionals
provide resources and support to improve employees' emotional well-being and
equip them with the skills needed to adapt and thrive in the evolving IT
environment.

In addition, HR professionals create learning and development opportunities that
focus on building adaptive skills, fostering growth mindsets, and cultivating a culture of
continuous learning. They encourage employees to embrace change as an opportunity for
growth and development and foster an organisational culture that values resilience, agility,
and innovation.

Emotional intelligence plays a crucial role in stress management, leadership
development and adaptability during changes in the IT sector. HR professionals with high
emotional intelligence can effectively manage stress, identify signs of burnout, implement
stress reduction initiatives, and promote employee well-being. They develop emotionally
intelligent leaders through assessment and development programs, fostering a culture of
effective leadership. HR professionals with emotional intelligence help employees during
organisational change by providing support, building resilience, and promoting adaptability.
By leveraging emotional intelligence, HR professionals contribute to a positive work
environment and drive organisational success in the face of challenges and change.

6. CONCLUSION

During this research, we investigated the importance of emotional intelligence (EI) in
human resources (HR) in the IT sector. The findings of this study shed light on the
importance of emotional intelligence in various HR functions and its contribution to the
overall success of IT organisations.

Research has highlighted that emotional intelligence profoundly impacts effective
communication, conflict resolution, employee engagement and retention, stress management,
leadership development and change management in the IT sector. HR professionals with high
emotional intelligence are better equipped to handle the industry's unique challenges and
foster a positive work environment.

Research findings suggest that emotional intelligence improves communication skills
by promoting self-awareness, active listening, empathy, and understanding of different
perspectives. It enables HR professionals to resolve conflicts constructively, build strong
relationships and create a collaborative work environment in the IT sector. Emotional
intelligence also plays a crucial role in managing stress, helping HR professionals identify
signs of stress and burnout, implementing stress reduction initiatives, and promoting
employee well-being.

In addition, research highlights the importance of emotional intelligence in leadership
development. Leaders with high emotional intelligence can inspire, motivate, and create a
positive work culture in IT organisations. Emotional intelligence assessment and
development programs are effective tools for identifying and developing emotional
intelligence skills in potential and existing leaders.

The research also highlights the importance of emotional intelligence in managing
change and promoting adaptability in the IT sector. HR professionals with emotional
intelligence can help employees through organisational change, build resilience and foster an
inclusive and agile work environment.

In conclusion, this research underlines the overall importance of emotional
intelligence in HR in the IT sector. By prioritising emotional intelligence, HR professionals
and organisations can foster a positive work environment, improve employee well-being and
engagement, and drive organisational success. Developing emotional intelligence skills
among HR professionals and leaders is essential to effectively manage communication,
conflict, stress and change in the IT sector.

7. RECOMMENDATIONS
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Recommendations for HR professionals and organisations to prioritise emotional

intelligence:

1. Invest in emotional intelligence training and development programs for HR
and leaders. These programs can improve self-awareness, empathy,
communication, and conflict-resolution skills.

2. Foster a culture that values and supports emotional intelligence. Incorporate
emotional intelligence competencies into performance reviews, leadership
development initiatives, and hiring processes.

3. Create opportunities for employees to develop their emotional intelligence
skills. Offer workshops, coaching sessions, and resources to improve self-
awareness, empathy, active listening, and effective communication.

4. Encourage open communication and feedback channels. Create an
environment where employees feel safe to express their thoughts, concerns,
and ideas, and provide mechanisms for anonymous feedback when needed.

5. Prioritise employee well-being and stress management. Implement stress
reduction initiatives, promote work-life balance, and provide resources to
support mental health.

6. Lead by example. HR professionals and leaders should exemplify the qualities
of emotional intelligence in their behaviour and interactions and set the tone
for the organisation.

By implementing these recommendations, HR professionals and organisations can

effectively harness the power of emotional intelligence in the IT sector, create a positive
work environment, increase employee satisfaction and performance, and support
organisational success. Recommendations for HR professionals in the IT sector to increase
emotional intelligence include:

1.

Self-Awareness: Develop self-awareness by reflecting on your emotions, triggers,
and reactions. Be aware of how your emotions can affect your interactions with
others. Regularly evaluate and reflect on your emotional state and its influence on
decision-making and communication.

Active Listening: Practice listening by giving others your full attention, maintaining
eye contact, and showing genuine interest. Don't interrupt; try to understand the
speaker's perspectives and emotions. Practice empathy and validate the feelings of
others by paraphrasing and reflecting on their thoughts and emotions.

Empathy and understanding: Develop empathy by putting yourself in the shoes of
others and trying to understand their emotions and experiences. Recognise diverse
backgrounds and perspectives within the IT sector and promote inclusivity. Embrace
diversity and create an environment where individuals feel valued and understood.
Effective Communication: Improve communication skills by expressing emotions
constructively and respectfully. Practice clear and concise communication and adapt
your style to the needs of different individuals. Seek feedback and actively work to
improve your communication skills.

Conflict Resolution: Develop skills for constructive conflict resolution by
understanding the emotions and basic needs of all parties involved. Encourage open
dialogue and create a safe space for expressing concerns and resolving conflicts.
Mediate conflicts by promoting understanding, finding common ground, and seeking
win-win solutions.

Building Relationships: Build positive and supportive relationships by investing
time and effort in understanding and connecting with colleagues and employees.
Foster trust and collaboration through open communication, transparency, and
consistent support. Develop mentoring and coaching relationships to help others
improve their emotional intelligence.

Emotional Regulation: Develop strategies to manage and regulate emotions,
especially in a high-pressure IT environment. Practice techniques such as deep
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breathing, mindfulness, and short breaks to reduce stress and maintain emotional
balance. Support wellness initiatives that promote self-care and stress reduction.

8. Leadership Development: Invest in programs focusing on emotional intelligence
competencies. Provide training and coaching to IT leaders to improve their self-
awareness, empathy, and practical communication skills. Support leaders in creating a
positive, inclusive work culture that values emotional intelligence.

9. Continuous Learning: Adopt a growth mindset and look for opportunities to
improve your emotional intelligence skills. Attend workshops, webinars and
conferences on emotional intelligence and related topics. Engage in self-study through
books, articles, and online resources to deepen your understanding and application of
emotional intelligence.

10. Collaboration: Foster collaboration and teamwork by fostering a culture of open
communication, knowledge sharing and collective problem-solving. Foster cross-
functional collaboration and facilitate opportunities for employees to collaborate on
projects. Encourage feedback and recognition of team efforts.

By implementing these recommendations, HR professionals in the IT sector can
improve their emotional intelligence skills and contribute to creating a positive and
supportive work environment. These practices benefit individual HR professionals and have a
broader impact on employee engagement, well-being, and organisational success in the IT
sector.

8. BIBLIOGRAPHY

Abraham, R. The role of job control as a moderator of emotional dissonance and emotional
intelligence—outcome relationships. The Journal of Psychology, 134(2), 169- 184.
https://doi.org/10.1080/00223980009600860

Drigas, A. S., & Papoutsi, C. (2018). A New Layered Model on Emotional Intelligence.
Behavioral Sciences, 8(5), 45. https://doi.org/10.3390/bs8050045

Gardner, L. & Stough, C. (2002). "Examining the Relationship between Leadership and
Emotional Intelligence in Senior Level Managers,” The Leadership and Organization
Development Journal, 23, 68-78.

Gutierrez-Cobo, M.J.; Cabello, R.; Ferndndez-Berrocal, P. The relationship between
emotional intelligence and cool and hot cognitive processes: A systematic review.
Front. Behav. Neurosci. 2016, 10, 101.

JobStreet "HR  Corner:  Miscellaneous,” Retrieved 12 March 2009 from
http://my.jobstreet.com/employers/misc.htm

Kazemi, M., Baghban, M., Fanoodi, S., & Taherpour, H. (2013). A Study on Relationship
between Emotional Intelligence and Organisational Learning. International Journal of
Social Science Tomorrow, 2.

Kuchinsky, C. "The Most Stressful Jobs in America,” stress in the American
Workplace.http://www.associatedcontent.com/article/9
2667/the_most_stressful_jobs_in_america.ht ml

Kumar, A. (2018). HRM 4.0: High on expectations. International Journal of Enhanced
Research in Educational Development, 6(1), 24-26. DOI:
https://doi.org/10.5281/zen0d0.6677191

Kumar, A., & Brar, V. (2012). Intrinsic reward system & motivation: A study of management
teachers perspective. International Journal of Human Resource Management and
Research, 2(4), 33—44. DOI: https://doi.org/10.5281/zen0d0.6686251

Kumar, A., Brar, V., & Wadajkar, V. (2019). Significance of effective HRM practices in
organised retail sector - A literature review. International Journal of Enhanced
Research in Educational Development, 7(1), 22-26. DOI:
https://doi.org/10.5281/zen0d0.6671920

Kumar, A., Walke, S. G., & Shetiya, M. M. (2018). Evaluation of ESOPs as a reward
management practice in the Indian IT industry. International Journal of All Research

~117 ~



Emotional Intelligence in HR sharma et al.

Education and Scientific Methods, 6(7), 46-50. DOI:
https://doi.org/10.5281/zen0do.6677068

Li, S., Ragu-Nathan, B., Ragu-Nathan, T. S., & Rao, S. S. The impact of supply chain
management practices on competitive advantage and organisational performance.
Omega, 34(2), 107-124. https://doi.org/10.1016/j.0mega.2004.08.002

Masrek, M. N., Osman, M. A. F., Ibrahim, Z., & Mansor, A. N. (2015). Malaysian computer
professional: assessment of emotional intelligence and organisational commitment.
Procedia-Social and Behavioral Sciences, 172, 238-245.
https://doi.org/10.1016/j.sbspro. 2015.01.360Langhorn, S. (2004). “How Emotional
Intelligence Can Improve Management Performance,” International Journal of
Contemporary Hospitality Management, Volume 16, No. 3, Pp 220-230.

Mayer, J.D.; Roberts, R.D.; Barsade, S.G. Human abilities: Emotional intelligence. Annu.
Rev. Psychol. 2008, 59, 507-536.
https://doi.org/10.1146/annurev.psych.59.103006.093646

Muriuki, G. K., & Gachunga, H. G. (2013). Assessment of the Relationship Between
Emotional Intelligence and Organisational Commitment. International Journal of
Business & Law Research, 1 (1), 49, 64.

Salancik, G. R. Commitment and the control of organisational behaviour and belief. New
directions in organisational behaviour, 1, 54.

Tran, V. (1998). The role of the emotional climate in learning organisations. The Learning
Organization, 5(2), 99-103. https://doi.org/10.1108/09696479810212060 [47]
Khandekar, A., & Sharma, A. (2006). Organisational learning and performance:
Understanding Indian scenario in present global context. Education+ Training,
48(8/9), 682-692. https://doi.org/10.1108/00400910610710092

~ 118 ~



