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Introduction

For firms, strategy is the ideas, decisions it makes, and actions it takes to be successful (Dess et al, 2019). Firms use
tangible and intangible resources to execute their strategies even to set it up. For firms to be successful they need both
tangible and intangible resources. Intangible resources could be routines, practices that developed and unique to the
company; one of the intangible resources of the company is its human capital (Dess et al, 2019), experience and
capabilities of employees, effectiveness of work teams, abilities and capabilities of its managers (Gaines-Ross, 2010).
Becker (1964) as cited in Allen et al (2020) defined human capital as any features that improves an individual's
effectiveness which could be education, experience, knowledge, skills or abilities. Emotions are one of the essential
elements and determinants of human interactions besides cognition and motivation (Frijda, 1986, as cited in Jordan
2008). As a result, a broad understanding of the effect of emotions on business came up (Ashkanasy et al., 2000, as

cited in Jordan 2008).

Resource based view - Emotional Intelligence

According to Dess et al. 2019 the resource-based view of the firm puts two perspectives together: (1) the internal
analysis of phenomena inside a company and (2) an external analysis of the industry and its competitive environment.
The resource-based view asserts that the strategy of an organization should be based on the assets it has (UKEssays,
2018). In other words, a firm's strategy dependent on its resources. The resource-based view is established on the idea
that a company’s resources determine its success (Picuncu, 2020). A resource could be anything which could be
considered as a strength or weakness of stated firm (Wernerfelt, 1984). Firm resources include all assets, capabilities,
organizational processes, company attributes, information, knowledge, etc., managed by a company that equips the

company to create and

execute strategies that improve its efficiency and effectiveness (Daft, 1983, as cited in Barney, 1991; Dess et al., 2019;
Mintzberg et al., 2009). In other words, firm resources are material and non-material things it has in its inventory
which will enable it to create and pursue strategies to improve its efficiency and effectiveness. Resources are strengths
that companies can use to create and execute their strategies (Learned, Christensen, Andrews, & Guth, 1969; Porter,
1981; as cited in Barney, 1991). Firm resources at a given time could be described as those (tangible and intangible)

assets which are tied a long time to the firm (Wernerfelt, 1984).
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Financial e Firm’s cash account and cash equivalents.
e Firm’s ability to raise equity.

e Firm’s borrowing capacity.

Physical e  Modern plant and facilities.
e  Good manufacturing locations.

e  State-of-the-art machinery and equipment.

Technological e  Trade secrets.
e Innovative production processes.

e Patents, copyright, trademarks.

Organizational e Effective strategic planning processes.

e Excellent evaluation and control systems.

Human Experience and capabilities (EQ) of employees.
Trust
Managerial skills.

Firm-specific practices and procedures.

Innovation and Creativity Technical and scientific skills

Innovation capacities

Reputation Brand name.
Reputation with customers for quality and reliability.

Reputation  with  suppliers for fairness, non-zero —  sum|

clationships.

e Firm competence or skills the firm uses to transfer inputs to outputs.
e Capacity to combine tangible and intangible resources, using organizational processes to attain desired
end.

(Dess et al., 2019, p. 82)

In the 1990s emotional intelligence became visible in the corporate world then by time it became popular (Vodianoi,
2021). Emotional intelligence initially was known by few when people become familiar with the concept and it spread
very fast. Nowadays almost everyone knows what emotional intelligence is. “Emotional intelligence is one of the
recent theories that have appeared in the field of the most modern types of intelligence in the field of psychology”

(Lubbadeh, 2020, p. 39).
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Emotional Intelligence

So, what is emotional intelligence? Even though there are different definitions and models of it (Chamorro- Premuzic
and Yearsley, 2017; Lubbadeh, 2017; Vodianoi, 2021) there are more similarities and commonality in those definitions
than differences (Lubbadeh, 2017). There are multiple definitions of emotional intelligence though they carry more
common points than different ones. Salovey and Mayer defines emotional intelligence as “the subset of social
intelligence that involves the ability to monitor one's own and others' feelings and emotions, to discriminate among
them and to use this information to guide one's thinking and actions” (Salovey and Mayer, 1990). Emotional
intelligence is having the ability of being aware of emotions not only in self but others as well and ability to manage
it and its relationship with others (Allen et al., 2020; Goleman (n.d.); Bradberry and Greaves, 2009; Jordan, 2008;
Lubbadeh, 2017; Vodianoi, 2021). So emotional intelligence is to know what you are feeling and why and at the same

time notice what others are feeling and when in relation - interaction with others regulate your feelings to be successful.

Components of Emotional Intelligence

Goleman created five components for emotional intelligence for business leaders to follow: self awareness, self
regulation, internal motivation, social skills, and empathy (Allen et al, 2020). On the other hand, Bradberry and
Greaves (2019) has four components in emotional intelligence which are self awareness, self management, social
awareness, relationship management. Self awareness means to accurately assess what emotions one is going through
in the moment and accept them as they are (Bradberry and Greaves, 2019; Gransberry, 2021, Goleman, n.d.). Self
management or self regulation is by utilizing one’s emotions to stay flexible and act positively (Bradberry and
Greaves, 2019, Goleman, n.d.). Self management or regulation is one’s ability after being aware of his or her emotions
redirect his actions in a non-disruptive way by thinking first before taking actions (Avci, 2018 as cited in Gransberry,
2021). Social awareness or empathy is the ability to accurately recognize what emotions other people are going
through (Bradberry and Greaves, 2019, Goleman, n.d.). Empathy is the skill of understanding what emotions other
people have and treat them accordingly based on emotions they are going through (Gransberry, 2021). Social skill -
relationship management is a person’s ability to create and manage relationships in different cultural settings
(Gransberry, 2021). Relationship management is an ability to utilize one’s awareness of one's own emotions and those
of others to manage interactions (Bradberry and Greaves, 2019; Goleman, n.d.). Emotional intelligence is connected
to social skills such as understanding others’ needs, making good first impressions and affecting others in interpersonal
interactions (Mayer et al., 2004 as cited in Allen et al, 2020). Hultin (2011) claims social intelligence - relationship
skills determine how well people understand and communicate themselves and how well they understand and connect

to others while they manage daily life challenges.

Having awareness of our emotions improves our thinking (Mayer et al., 2001 as cited in Lubbadeh, 2020; Mayer,
Salovey and Caruso, 2004 as cited in Lubbadeh, 2020). Jordan (2008) suggests that emotional intelligence is a concept
which shows how humans feel and then think and then act. People before they act they go through the process of
feeling first after that thinking and in the last acting. However, Elder (1997) disagrees with that process. She argues
that thinking ultimately determines the quality of our emotions. According to her (1997) critical thinking provides the

important link between intelligence and emotions in the emotionally intelligent person.
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Why Emotional Intelligence Matters

What is the importance of emotional intelligence in the business world? According to Bradberry and Greaves (2019)
emotional intelligence predicts work performance and leadership and personal excellence. Research has verified the
role of emotional intelligence in life and workplace success (Brackett, Rivers and Salovey, 2011 as cited in Allen at
al., 2020). Allen et al (2020) claims emotional intelligence is more important in entrepreneurial contexts compared to
general mental ability. Higher emotional intelligence is beneficial both in work, health and relationships (Chamorro -
Premuzic and Yearsley, 2017). According to Weiss and Cropanzano (1996) emotional intelligence in business settings
can increase or decrease performance. Emotional intelligence influences employee performance. Douglas (2014)
found that employees with high emotional intelligence received higher performance scores compared to employees
with low emotional intelligence. Langhorn (2004) posits that managerial emotional intelligence is significantly
connected to employee satisfaction, customer satisfaction and profit performance. Vodianoi (2021) claims emotional
intelligence plays a critical role to create positive outcomes both for leaders and followers. Gransberry (2021) points
out a leader absent of emotional intelligence demonstrates bad leadership examples in turn which creates toxic
responses and tendencies from employees. Therefore, generates low work morale, bad work attitudes, increased
employee turnover, diminished organizational productivity. On the other hand, Joseph and Newman (2010) suggest
that emotional intelligence is not connected with better performance that depends on type of the jobs which require
attention to emotions or not; Salespeople, real estate agents, call center representatives and counselors need high
emotional intelligence to succeed on the other hand mechanics, scientist, and accountants do not need emotional

intelligence which could be a burden a liability.

Downsides of Emotional Intelligence

Are there any downsides of emotional intelligence? Chamorro - Premuzic and Yearsley (2017) argues there are some
downsides of higher emotional intelligence. Higher emotional intelligence lowers creativity and innovation; creativity
has been associated with moodiness, nonconformism, hostile impulsivity, which are attributes of being low on
emotional intelligence (Chamorro - Premuzic and Yearsley, 2017). People with high emotional intelligence are not
good at giving and receiving feedback, empathic concern makes it difficult to deliver feedback and they can be
apathetic to negative feedback they receive since they are calm and positive (Chamorro - Premuzic and Yearsley,
2017). New evidence demonstrates that when people develop their emotional skills really well, they become proficient
at taking advantage of others (Cote et al., 2011 as cited in Lubbadeh, 2017; Austin et al., 2014 as cited in Lubbadeh
2017; Grant, 2014). “A well-developed ability to manipulate others” (Chamorro - Premuzic and Yearsley, 2017, p. 4).

When one is skilled with being aware of one's own emotions and has the capability to control and hide them and know
what others are feeling, he or she can direct and encourage others to act against their own benefits. Grant (2014) gives
the example of one of the most influential leaders of the 20th century who dedicated lots of time and years to perfect
the influence of his body language on others’ emotions; that allowed him to hypnotize his listeners who stopped
thinking, that person was Adolf Hitler. People with high emotional intelligence prefer it to play safe and avoid risky

decisions (Chamorro - Premuzic and Yearsley, 2017).
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As it is seen through the literature review, there is a gap in effect of emotional intelligence and growth of a business.
Most of the existing studies done on performance of employees or leadership. There is a gap of study if a leader or

owner of an organization's high level of emotional intelligence would contribute to the growth of the business.

Term of ‘Business growth’ can be used as an increase in the production capacity, increase in employment, an increase
in production volume, increase in the use of raw material and power or as an increase in the total sales volume per

year. For our study we will use an increase in the total sales volume per year.

Statement of the Problem

Rise of the emotional intelligence concept created fierce debate (Daus and Ashkanasy, 2005 as cited in Jordan 2008;
Landy, 2005 as cited in Jordan 2008; Locke, 2005, as cited in Jordan 2008). The concentration of this debate has been
centered on the effect of emotional intelligence on work performance (Jordan 2008). In other words, most of the
researchers have placed emphasis on work performance, performance improvement and how emotional intelligence
makes leadership and managerial practices better (Gransberry, 2021). What remains to be found out is how emotional
intelligence affects business growth and what perspective firms (business owners, managers) have on emotional
intelligence’s influence on business growth. And that gap can only be filled with qualitative research. Since there is
no existing theory to verify, and we are looking to fill the gap and answer the question from the perspective of business

owners and managers the most suited way to do that is ‘qualitative research’.

Purpose Statement and Research Questions
The purpose of the study is to find out what firms (companies, managers, business owners) have to say about the
influence of emotional intelligence on business growth. In other words, what is the perspective of firms on how

emotional intelligence impacts or aids business growth. The research question that directs this study is
1. What is the perceived impact of EQ on business growth?
Sample

My target population is the limo and bus companies located in the United States that have revenue over two million
dollars and over and have been in business over 5 years. According to IBIS World (2021) there are 154, 384 executive
chauffeured (limousine and town car service) companies in the United States of America. Some of those companies
after the entrance of ride sharing companies to the industry they lost market share and added additional services like

providing bus services (convention shuttling, large group movements) to capture the lost revenue.

I previously owned a Limo and Bus company. Before I sold my share during my active years I built connections and
relationships. I was very involved in networking events and mastermind groups formed within the industry. T will
reach out to existing connections via Facebook and inform them about the research I am doing. The companies must
have sales revenue of $2,000,000 or up and business must be located in the United States of America. The rationale
behind that revenue is that owners or managers of the company deal with multiple employees and suppliers. Managing
business and dealing with internal employees and external sources gets more complex and requires emotional

intelligence.
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Some of the companies I will interview are located in different cities in different states. Traveling to those states could

be very costly. Therefore, I will do my interviews online utilizing one of the video conference tools (zoom, google

meetings etc.,). The meeting will be recorded to be transcribed later on.

Code

Definition

Excerpt

EQ

emotional intelligence as

“the subset of social
intelligence that involves
the ability to monitor one's
own and others' feelings
and emotions, to
discriminate among them
and to use this information
to guide one's thinking and
and

actions”  (Salovey

Mayer, 1990).

the ability to control your
emotions and empathize

with employees

Deductive

EQ is important to manage

people and overcome work

Research has verified the

role of emotional

Salovey, 2011 as cited in
Allen at al., 2020). Allen et

al (2020) claims emotional

(R1) It is imperative to use

EQ to empathize with

challenges. intelligence in life and | employees. At the times
workplace success | when they do not want to
(Brackett, Rivers and | work or feel down it does

help me to motivate them
and get them to work. Our

business is challenging.

intelligence  is  more | There are times we make
important in | mistakes and
entrepreneurial  contexts | consequences can be hard.
compared to  general | Having EQ aids to build

mental ability.

resilience and learn from
mistakes done instead of

being down.

(P4) From human

Inductive




49

resources management we
use it. When employees
make mistakes they hide it.
They try to cover their
mistakes. Instead, we
encourage them to see it as
an accident, work on
fixing it and learn from it
and move forward. That is
instilled in our managers
we rarely write up. There
are some who punish
themselves for the mistake
they make. We would like
it to be positive experience
for them and learn from it.
Instead of beating
themselves up for the

errors they made.

Know nothing about EQ. [ I have not heard of it. P2 “Nothing”. Inductive

P3 “I have never heard of

it. T know nothing about

EQ.”

Findings and Conclusion

My research shows that some business owners and managers are not aware of the concept. In other words, they do not
know what emotional intelligence is. Out of four respondents two of them knew nothing about emotional intelligence,
they both have said they have not heard about it before. Even though after I explained to them what emotional
intelligence meant they commented that they are unfamiliar with the concept. My first respondent knew about

emotional intelligence.

As I wrote above firm resources are all assets, capabilities, organizational processes, company attributes, information,
knowledge, etc., managed by a company that equips the company to create and execute strategies that improve its

efficiency and effectiveness (Daft, 1983, as cited in Barney, 1991; Dess et al., 2019; Mintzberg et al., 2009). In other
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words, firm resources are material and non-material things it has in its inventory which will enable it to create and

pursue strategies to improve its efficiency and effectiveness.

Both respondents one and four shared that when their team or themselves as leaders make a mistake they look for
ways to learn from those mistakes instead of getting buried in the mistake or beating themselves up for it or blaming
the employee or writing up the employee. How does learning from mistakes help business growth? Is it even related
to business growth? Indeed, it does help even though it might be indirect. When a mistake is made a business can go
back to the client and share where they made the mistake and why and they're ready to rectify it and not to repeat it.
That helps the business to keep the client. In the business world retaining a client is cheaper than gaining a new one.
In the end it will also help the company to revise and improve its processes which eventually prevent the same mistakes
from happening and increase both employee and customer satisfaction and increase revenue. That confirms Langhorn
(2004) finding that managerial emotional intelligence is significantly connected to employee satisfaction, customer
satisfaction and profit performance. Plus, that creates positive outcomes both for leaders and employees (Vodianoi,
2021).

Imagine the opposite of what our respondents 1 and 4 shared that would cause chaos, where the business leader is
down, angry, upset and not willing to learn, which is a clear demonstration of absence of emotional intelligence and
a bad leadership demonstration that creates toxic responses and tendencies from employee Gransberry (2021). As a
result, low work morale, bad work attitudes, increased employee turnover and diminished organizational productivity

and loss of revenue and profits.

Allen et al (2020) claims emotional intelligence is more important in entrepreneurial contexts compared to general

mental ability.
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APPENDIX

Interview Questions
1-Can you tell me how you started your business?

2-How long have you been in business?

3-What factors helped you to grow your business?

4-What do you know about emotional intelligence?

5-How do you define EQ?

6-Tell me in detail how emotional intelligence helps you to grow your business?

7-Tell me how you personally use EQ to grow your business?

8-Why do you think EQ is helpful in growing your business?

9-What other things do you do to impact the growth of the business / increase the sales?

10-What do you do to improve your and your employees’ EQ?

Interviews
1-Can you tell me how you started your business?

2-How long have you been in business?

15 years

3-What factors helped you to grow your business?
Started with price advantage over the competitors, then added buses to go vertically. Having buses helped us to

increase the revenue.

4-What do you know about emotional intelligence?
5-How do you define EQ?
Respondent shared questions number 4 and 5 sounded the same. The respondent answered briefly about the ability to

control your emotions and empathize with employees.

6-Tell me in detail how emotional intelligence helps you to grow your business?
EQ tremendously helps you to grow your business. EQ not only helps you to manage people effectively but also helps
you cope with daily life challenges. It is more important than 1Q. If one lacks EQ he or she would not have empathy

and would not be able to control himself and manage people.

7-Tell me how you personally use EQ to grow your business?
1t is imperative to use EQ to empathize with employees. At the times when they do not want to work or feel down it

does help me to motivate them and get them to work. Our business is challenging. There are times we make mistakes
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and consequences can be hard. Having EQ aids to build resilience and learn from mistakes done instead of being

down.

8-Why do you think EQ is helpful in growing your business?
To be able to manage your people you need the EQ. (I should have probed the answer a bit deeper like what about

increasing the sales)?

9-What other things do you do to impact the growth of the business / increase the sales?

Nowadays things are still unpredictable. However, things are slowly and gradually returning to normal pre covid era.

10-What do you do to improve your and your employees’ EQ?

Constant communication with employees. Everyone gets motivated differently. Try to keep them close with constant
communication. What I do to discharge and relax is a routine workout for 1 hour everyday. Taking care of my body
helps me a lot. A healthy mind in a healthy body. In the mornings for 5 minutes I sit at the terrace with my coffee

watching the view. This is my meditation.

2nd Interview:
2-My second respondent has been in business for 10 years.

3- I think the people have the biggest factor in growing the business. The people around you. I was lucky enough to
meet someone who understood the finances to guide me to acquire more vehicles. Andrew (a finance guy who was
involved in a local limousine association). Networking also has an important factor in growing my business.
Networking helped a lot. However, not following up with technology and social media. Another factor in my growth

is people that worked with me did a good job, helped a lot growing the business.
4- Nothing.

Since the respondent answered he knows nothing about EQ, asking the rest of the questions is not needed. When the

definition was given to him, he confirmed that it is a new term for him.

9- To improve the business website development is done. Due to that online presence was getting better. Events for

Small Business Administration and emergency government contracts.
3rd Interview:
2- My third respondent has been in business for 11 years.

3- Hustling, guts, balls, engaging. I bought lots of cars. Making relationships and networking and attending trade

shows. I invested on the website to bring more clients. And visited local companies, hotels and Travel agencies.
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4- When the respondent answered, “I have never heard of it. I know nothing about EQ”, I skipped the rest of the
questions since it will not produce any answers. Even though the definition of EQ was given to the respondent he said

he is not familiar with it and never heard of it before.
4th Interview:
2- My 4th respondent has been in business for 6 years.

3- I came from film, TV transportation. I am both a celebrity driver and bodyguard of Morgan Freeman. We have
been loyal to him as he is to us. Morgan Freeman is my business partner. If you dissect the name of the company you
will see electric vehicles in it (I am not disclosing the full name of the company for the privacy of the respondent), the
mission of the company is to give back to the community. All of the vehicles of the company are environmentally

friendly, Tesla and Mercedes.

4- T do not know anything about (when the definition of emotional intelligence was given to the respondent, he

answered the rest of the questions as written below).

5- From human resources management we use it. When employees make mistakes they hide it. They try to cover their
mistakes. Instead we encourage them to see it as an accident, work on fixing it and learn from it and move forward.
That is instilled in our managers we rarely write up. There are some who punish themselves for the mistake they make.
We would like it to be positive experience for them and learn from it. Instead of beating themselves up for the errors

they made. From the selling point we try to sell on the importance of the future for children, earth and living.

7- There are times I get lazy when I need to make phone calls for sales. However, I do not have the desire to do it.
Being aware of that emotion and doing what I need to do is how I use intelligence to push me forward. Instead of

sitting in front of TV and watching something.

8- I think it like a magnet, as you know, magnet attracts the other magnet. I want positivity. Have a solution-based
mentality. Solutions to handle complaints, to sell. Keep the positive tone when the customer is complaining, fake it

inside even if you are down to represent a positive picture to the customer.

9- We do company outings, employee growth meetings, open conversations to get our chest off. It does bring people
together, get them to interact with each other and people work at different shifts. And this creates a family Emotional

Intelligence.



