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Abstract: Every profession ordains that its members practice a code of conduct in delivering their technical and human skills. Each professional receives an elaborate structure of technical skills to serve his or her clientele but rarely do we find the professional courses addressing the way their students should practice human skills. Each professional learns by experience the human skills to complement his technical aspects of day-to-day life. There may be extraordinary professionals who attain success in their profession despite their arrogant interpersonal behavior. But for average professionals success comes through a blend of human skills alongside the nitty gritty of the professional techniques acquired in professional institution. There are also instances of technically below average professionals achieving high level of success all because of their human skills. Here lies the special role for Human resources management professionals in every organization.. It is the emotional intelligence of HR Professionals that is crucial for building the organizational competencies.
Technical knowledge may be adequate to conduct formal communication in a profession. But one needs to possess a degree of emotional intelligence to conduct informal communication with one’s publics. How one conducts transactions with one’s superiors, peers, subordinates and with one’s own clientele involves emotions. The presence of emotional factors enhances effective learning. By appealing to the emotional factors faculty in various professions are in a better position to inculcate the professional intricacies among their students. The emergence of knowledge workforce with flat hierarchies has heightened the need for application of emotional intelligence for effective learning. This study is an attempt to first discuss the various studies made on the usage of emotional intelligence by HR professionals in various organizations. Finally the study aims at suggesting a package of inputs that should go into formal professional education of HR Professionals to equip them to select and groom better candidates for their organizations.

Introduction

In this paper our attempt is to understand what is Emotional Intelligence (EI)? What are its components? whether they can be observed and thereby controlled in a scientific manner? Whether emotional intelligence is practiced by HR professionals?. It is also proposed to establish the linkage between emotional intelligence and effective recruitment, training and other HR Practices. It is a well-known fact that effective interpersonal communication among the peers, subordinates contributes to the team spirit and thereby leads to self-growth and development. 

Every organization works on several projects simultaneously. There are several teams working simultaneously on several projects. Each project has several subsystems. Each subsystem has several players on specific tasks.. It is the emotional bonding or the fit between the coordinators of various projects that contributes to smooth functioning of an organisation. This is true even in case of HR professionals who need to gel with professionals from various functional areas. This emotional bond or fit contributes to organizational loyalty and thereby facilitates the development of the organisation. Therefore it becomes imperative to study as to what machinery can be set up to study and control the emotions of HR professionals in successful organizations. The emergence of Business process outsourcing (BPOs) and Knowledge process outsourcing (KPOs) organizations has further heightened the need for this study as todays management trainees are future employees of such emotionally stress prone organizations this is an attempt to build emotionally stable and winning culture oriented employees for emotionally intelligent organizations.
Every profession has a subculture of its own depending on functions and factors such as rigor in curricula, criticality of professional relationship with beneficiaries, outcomes and political power. Majority may live up to the expectations of their profession but there are deviants here and there who behave beyond the contours of their profession. You may find persons whom you feel would have been better teachers than engineers. Somebody would have been a better priest than a doctor. When the personality orientation differs from professional expectations problems arise in interpersonal communication. In this context we may recall the Pareto’s principle of 80/20. Such deviations may be only 20 % of the organization but they may be affecting 80% of the organizations efforts or output. As HR Professionals have to constantly aware of these factors and their impact on potential employees, these factors are being studied in this research paper.

Research Methodology

Objectives of the study: The objectives of the present are as follows:
1. To examine the current scenario of emotional intelligence application in HR  professionals in Hyderabad; 

2. To analyze the challenges and issues facing the HR managers in small and medium companies in change management through application of emotional intelligence; and
3. To identify the factors that make study and use of emotional intelligence an emerging discipline in study of professional management.

Assumptions

·  HR managers in private sector Companies have higher emotional quotient (an indicator of emotional intelligence) than public sector employees.

· The Emotional intelligence increases proportionately with age and experience of the HR professional and is reflected in the emotional quotient.

Hypotheses: Hypotheses of the study are based on the above objectives:
1. There is significant relationship between designation of HR Professional   and degree of emotional intelligence.
2. There is significant relationship between income of the HR professional and the degree of emotional intelligence.

Approach: A structured questionnaire was administered to a convenient sample of 100 respondents with equal representation to HR Executives, Assistant HR Managers, Senior HR Managers, AGM HR and VP HR. Besides, unstructured interviews were held with professionals with considerable experience and exposure. The data collected was analyzed through SPSS package. Chi Square tests were conducted and results tabulated for arriving at observations and conclusions
About the Questionnaire: Many emotional factors, which are common at workplaces, did not find place in our questionnaire. The questions were not in any particular order. Reason was deliberately set aside in the first half of the questionnaire. Several emotional factors such as arrogance, sincerity, honesty, patience, total work experience and repeated instructions to do the simple task, interacting with lady bosses, lady colleagues were excluded because of the sensitive nature of such topics. This subject is so vast and interesting that excluding some common factors was essential. Only a few important emotions relevant to HR professionals were included. The second half of the questionnaire was more focused on emotions at workplace.
About respondents: Our data collection has begun with a premise that not many were emotional while working at office. But our experience of collecting responses to our questionnaire administered proved otherwise. Some of them were thoroughly professional in answering the entire questionnaire at one go. Some of them took time to read thoroughly before beginning to answer. Some respondents were reluctant to answer immediately. Some did not return the questionnaire in spite of reminders.  In fact the questionnaire was pretested and the average time required to answer the four page questionnaire comprising of about 40 objective type questions was around 10 minutes. Some senior people were reluctant to fill up minimum personal information claiming misuse or harassment by cell phone companies. This matter was specifically explained to some of the respondents that no personal information was being collected with intention of passing on to any other agency.

Survey of Literature

Stephen Covey in his book “Seven Habits of Highly Effective People” did make and indirect reference to emotional intelligence. For example in his discussion in the very first effective habit he observed that in some typical personal cases (a) Tremendous professional success but it cost me my family life and personal freedom is it worth it; (b) Several Training programs for self as well as employees but no change Employees continue to remain dependent and irresponsible; (c) I see my friends and relatives achieve a degree of success. I smile and congratulate but inside I feel jealous.
Stephen Covey’s second effective habit speaks of human behaviour has end in mind connoting various emotions such as Money centered, Work centered, Pleasure centered, Friend centered behaviour, Enemy centered Religion centered, Self centered, Spouse centered, Family centered behaviours. All these are various sets of emotions which when used intelligently can contribute to effective professional management. He even discusses about Emotional bank account comprising of 6 major deposits (i) Understanding individuals; (ii) Attending to little things; (iii) Keeping commitments; (iv) Clarifying expectations; (v) Showing integrity; (vi) Apologies on mistakes

Stephen covey’s fifth effective habit asks us to understand first before being understood. This also has reference to emotional intelligence concepts such as Empathetic listening; Diagnose before prescribe; Jack Welch former CEO of General Electric in his book the art of winning, there is only subtle reference to emotional intelligence. His concepts of differentiation are cruel and Darwinian also refers to emotional intelligence management. Companies transform from mediocre to outstanding when they cultivate the strong performers and cull the weak. Companies suffer when they treat every one as equals. Winning leaders invest where the payback is the highest and they cut their losses everywhere else. Differentiation is a way to manage people and businesses. Every company has strong and weak product lines. Differentiation requires managers to know which is which and invest accordingly. Not every soccer player can be a great football player. This is true of doctors, programmers, musicians or poets. What’s true in sports is true in business as well. If you want best people in your team you must face up differentiation because it means more transparency, fairness and speed. 

Few of them were tactful in saying they would get back to us later but did not respond. Where as some very senior people could spare valuable time and help us in our endeavor to study this subject. Hats off to their professionalism proving the old saying that people can spare time to do things they love to do. The Survey covered HR professionals working in the range of 8hours to 16 hours per day. The organizations covered in the survey had a strength ranging from 30 employees to over 3500 employees. The turnover of organisations was in the range of  Rs 3 lakhs  to over $900 million.

Assumptions before the study
Our study started with the premise that younger HR professionals   were more emotional and elderly ones were less emotional in their official communication. Postgraduates were less emotional and thereby effective in their daily routine. Private sector HR Professionals have no time for emotions in their communications. Emotional fatigue arising out of longer working hours in private sector was a major barrier for effective discharger of their duties. Professionals working on routine jobs had narrow emotional tolerance and professional working on extra ordinary or rare jobs had more emotional bonding and thereby more effective while learning.
	Emotional Factors
	Never

0/10
	Rarely

1-2/10
	Some times

3-4/10
	Mostly

5-6/10
	Always

7-9/10

	Helpful
	
	
	
	20
	80

	Selfish
	70
	30
	20
	
	

	Frank
	
	
	
	30
	70

	Tolerance of Indiscipline
	30
	10
	30
	20
	10

	Tolerance of Inefficiency
	12
	64
	
	12
	12

	Team Focus
	
	
	
	20
	80

	Task  Focus
	
	
	
	20
	80

	Details oriented
	
	
	
	25
	75

	Summary Oriented
	
	
	
	30
	70

	Humour at office
	
	
	20
	20
	60

	Gossip at office
	35
	45
	
	
	20

	Blame others
	48
	30
	
	10
	12

	Praise others
	
	
	
	75
	25

	Frequency of seeking your advice
	
	
	10
	50
	40

	Security at Office
	12
	12
	
	24
	52

	Technology at office
	
	
	25
	25
	50

	Competition at office
	10
	12
	
	24
	54

	Patience
	40
	30
	
	20
	10


Emotional Intelligence (EI): broadly includes the ability to perceive accurately, appraise and express emotion; the ability to assess and/or generate feelings; The ability to understand and regulate emotions. EI operates at personal level and social level .An attempt is made to identify the crucial skill indicators for various emotional states that affect the relationships in a work environment. The study focuses not on desirability but on feasibility for better productivity in organizational setup through control of emotions of team members. Whether a machinery for assessing the various emotional states of team members can be set up, if so to what extent it can monitor and contribute to the success of the team building is the main theme of this paper. 

Emotional Intelligence Implies
1.    Self-awareness:  Knowing one's internal states, preferences, resources, and intuitions. 

2.  Managing self-emotions: Managing one's internal states, impulses, and resources. 

3.   Motivation: Emotional tendencies that guide or facilitate reaching goals. 

Social Competencies
4.   Empathy: Awareness of others' feelings, needs, and concerns. 

5.  Social skills: Adeptness at inducing desirable responses in others
SELF-AWARENESS 

High self-awareness refers to having an accurate understanding of how you behave, how other people perceive you, recognizing how you respond to others, being sensitive to your attitudes, feelings, emotions, intents and general communication style at any given moment and being able to accurately disclose this awareness to others. Self-awareness is a skill and in this paper is an attempt to identify some of the key indicators of that skill. Self awareness is a skill and in this paper an attempt is made to identify some of the key indicators of that skill. To Know when you are thinking negatively; when you are becoming angry; Know how you are interpreting events; what senses you are currently using; how to communicate accurately what you experience; what changes your moods; when you are becoming defensive; impact of your behavior has over others.
An attempt is also made to assess and recognize ones feelings and emotions as they happen. How others perceive ones emotions and how one reacts to others perceptions.

Motivation  is the ability  to canalize emotions to achieve a goal; to postpone immediate gratification for future gratification; to be productive in low interest, low enjoyment activities; to persist in the face of frustration and generate initiative without external pressure. It implies following abilities in all of the team members who form part of a winning team. The degree to which they inculcate and practice may be different.

Major Findings
AGE GROUP:
	< 25
	10

	<35
	35

	<45
	45

	>45
	10


· 45% of the HR professionals are in the age group below 35years and 55% of the professionals are above the 45 years age group.
SELF-AWARENESS 
What upsets you
	Anger
	25%

	Frustration
	32%

	Criticism
	25%

	None
	18%


· In response to the question what upsets you? the respondents have shown marked preference for frustration 32%, followed by Criticism  25% and anger at 25%. 18% of the respondents felt nothing disturbs them.
· In response to the question what changes your moods
	Work Environment
	30%

	Company  itself
	37%

	Time of the day
	7%

	Place
	13%

	All the above
	13%


· In response to the question what changes your moods? 30% of the respondents blamed the work environment, 37% of the respondents felt that it was the company itself . Only 7% felt it was time  of the day or week and 13% opted for place as the reasons for the changes in their moods.

When do you become defensive
	Offensive language
	40%

	Others actions
	60%


· In response to the question, when do you become defensive?

40 % of the respondents felt that it was Offensive Language makes them defensive and 60% of the respondents believed that it was others actions that makes them defensive against others.
· 70% of the respondents preferred to ignore others views and only 15% preferred to listen and another 15% preferred to react violently.

MANAGING EMOTIONS  

· In response to the question How do you shake off anxiety, gloom, despair, or irritability? Various HR professionals have responded as below.

	Sharing with others
	60

	Inner strength
	30

	Other reasons
	10


How often do you use anger productively?
	Always
	25%

	Often
	50%

	Not so often
	25%


SELF MOTIVATION

What inspires you?

	Ideals
	18%

	Achievement
	54%

	work
	18%

	Money
	10%


Empathy: The ability to exchange information at a meaningful level. Adept in skills necessary for organizing groups and building teams, negotiating solutions, mediating conflict among others, building consensus, and making personal connections.  Here again the hypothesis is that empathy of different professionals is independent of the professional background they come from. 
Social Skills: Being aware of other people's feelings and emotions; being able to listen to their feelings; being able to help others deal with their feelings and emotions in productive ways and assist them in increasing their awareness about their own impact on others. Skill Indicators :(a)Recognize when others are distressed, (b) Be perceived by others as being empathic, (c) Are you skillful in managing the emotions of others?(d) How do you know when your boss is angry, sad, and anxious? (e) Are you comfortable with your feelings?

Emotionally Intelligent Organizations 
The emotionally intelligent work group or organization has a culture that exhibits: Organizational Self-Awareness of its internal and external needs; Management of organizational Emotions through leadership, celebration and environment; organizational Motivation through meaningful work and the delivery of incentives; Organizational Empathy by maintaining effective and meaningful relationships with consumers and employees; Mentoring of Organizational Social Skills through training, productive personnel selection practices, and performance appraisal. And move towards perfection with regard to emotional intelligent organization.
Communication within the organisation

	
	Harsh
	soft
	Mixed

	With superiors
	10
	70
	20

	Subordinates
	30
	40
	30

	Colleagues
	-
	55
	45

	Clients
	-
	70
	30


· In response to question about Communication with superiors 10%e of the respondents have chosen harsh option and 70% have chosen soft option and 20% have chosen mixed mode.  This shows that softer communication is effective while dealing with superiors. In relation to subordinates, 40% of the respondents preferred soft way of communication. 30 % preferred mixed mode and 30% preferred Harsh mode of communication.. With regard to communication with colleagues 55% preferred soft mode and 45% preferred mixed mode. With regard to communication with clients 70% of the respondents have chosen Soft mode and 30 % preferred mixed mode indicating that they were some times harsh and some times soft in dealing with clients.
· Nearly 70% of the respondents have a tendency to  react faster in their official communication with regard to advice form of communication and 30% preferred to go slow even if it was advice mode of communication.. If it were order form of communication 30% of the respondents tended to be slow to react and 70 % were fast to react to order form of communication. 80% of respondents were fast to react to request form of communication indicating their sensitive nature to emotions. There are variations in relation to speed of communication depending on whether it is in the form of advice or order or request.


Conclusion
Emotions vary with age, experience, designations, Specialization of HR Professionals, size of organisations, number of employees, timing of communication, number of working hours, freshness or tiredness of the employees and tone of communication. Emotional fatigue arising from different factors was also blocking effective communication in organisations. 5 senses being the blocking factors for effective communication was another observation, which came to light through discussions with senior executives. Closed mindedness (eyes),thick skin nature, deaf ears, abusive tongue and  trouble smelling nature(nose) were contributing to the emotional disturbances and thereby to ineffective communication and learning in organisations.

Most Professionals are upset by criticism than by anger. This study has once again proved that with age and experience professionals irrespective of their background have learnt to mask their emotional injuries in order to ease the process of interpersonal communication and effective learning. Respondents to this study in large measure undergo a change of mood because of conditions in the work environment. It may vary because of time constraints or the client pressure or the lack of receptive ability on part of the recipients of communication. 

Again large number of respondents emphatically told that it was the offensive language that makes them defensive in interpersonal relationships more than anything else. 70% of the respondents preferred to ignore others perception and only 15% preferred to react violently. Chi-Square test conclusively proves the hypothesis that, emotions such as productive anger; inspiration and ability to shake off emotions are independent of Specializations in HR professions. The study clearly draws the conclusion that Emotional intelligence factors studied show that these are common to all HR Professionals.
The findings prove the hypothesis that professionals’ use in large measure the emotional intelligence factors in their interpersonal communication more due to learning by experience than formal training. Large majority of respondents felt that they would have been better equipped in conduct of their interpersonal communication had there been inclusion of study of Emotional intelligence management in their professional curriculum.
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