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Leading transformation in healthcare and the role of emotional intelligence

Statement of the Problem: Leading transformation in healthcare has tremendous advantage in improving the services, patient
experience and care within the National Health Service (NHS). It also bears the scars and, has had a significant impact on staft
undergoing the transformation and, in a large majority of cases, impairing their duty of care to the patients and services under
their care. The concept of Emotional Intelligence (EI) in healthcare, although not referred to or identified as an integral part of
the healthcare infrastructure, is interwoven into everything that is delivered as part of a service provision. In fact, EI is crucial
throughout all levels of employees within healthcare and not just senior managers or leaders; the knowledge of EI enables
individuals to understand their emotions, emotional meanings and to reflectively regulate these emotions whilst transitioning
through change initiatives and periods of significant and sometimes, rapid transformation. Not all healthcare transformational
projects have been successful in the past, some have been more transactional and results driven, which has led to employees
feeling pressured and disturbed about the changes that were taking place and often, being emotionally unstable or stressed
because of the changes at that juncture. Experiences within two of the largest merged healthcare organisations in the UK,
has brought forth a cornucopia of knowledge and experience around leading transformational change in the healthcare and
the role of emotional intelligence. Experiences in effective transformational change and, the fallout of transactional change
initiatives, has resulted over the years in a significant rise in organisations requesting external consultants to deliver conflict
resolution and more recently, anger management training within their establishments. The presentation will highlight some
examples of where emotional intelligence has made a significant contribution to leading smoother transformation initiatives
within the healthcare.
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Figure 1: Model of Emoticnal Intelligence
Copyright © 2011 Multi-Health Systems Inc. Al rights reserved.
Based on the original BarOn Q- authered by Reuven Bar-On, copyright 1957
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