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Abstract 
Emotional intelligence is becoming increasing relevant in the business world and is gaining 

widespread acknowledgment from organizations as a contributing factor to their overall performance. 

While existing research on the construct discusses the impact of emotional intelligence on 

performance at the individual, team, and organizational level, the perspective of emotionally 

intelligent individuals themselves in relation to their team’s performance is under researched. Thus, 

the purpose of this thesis is to use the case of IKEA to investigate the perceived relationship between 

a manager’s emotional intelligence and their team’s performance by studying managers of IKEA 

Retail. This research focusing on the case study of IKEA consists of eight in-depth, active interviews 

with managers within the IKEA Retail branch of the organization. Subsequently, our thesis 

contributes to the academic conversation by discussing those findings together with existing 

academic literature. The analysis shows that managers perceived emotional intelligence as a 

capability that could develop over time and as a tool enabling stronger interpersonal relationships. 

Further, they understood themselves to be using emotional intelligence in a business context to 

facilitate team performance in two ways: by influencing team interactions and by influencing team 

climate. Through their influence on team interactions, managers perceived their ability to openly 

voice emotions, thoughts and feelings to facilitate team performance. Managers also believed that 

their team’s ability to tune into their own emotional skills to further facilitate team performance. In 

regard to their influence on team climate, managers found their emotional intelligence to enable a 

more trusting, supportive climate acknowledging individual needs. The managers’ focus on enabling 

their teams to work better together highlights their perspective on team performance as being both 

tied to measurable results and to the way their teams behave while working together.  
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1. Introduction 
This chapter will introduce our research. In doing so, the motivations underlying our research will 

first be presented. Next, the field within which our research is embedded, will be introduced. In the 

third and fourth sections, a description of our case and our selection process for this specific case will 

be discussed. The fifth section will introduce the research question guiding this study. The sixth 

section will discuss the research scope and delimitation. Lastly, the final section will present the 

structure of the thesis. 

1.1 Motivation 

In an increasingly globalized and complex world, organizations need to be dynamic and innovative 

to stay competitive. As a result, the topic of emotional intelligence has received growing interest as 

organizations are continuously pursuing ways to secure a sustainable competitive advantage and are 

understanding the importance of developing it through a focus on people (Mishra & Mohapatra, 

2009). The concept of emotional intelligence is remarkably recent and has been described as central 

to leadership by psychologist Daniel Goleman who states: “The most effective leaders are all alike 

in one crucial way: they all have a high degree of what has come to be known as emotional 

intelligence […] Without it, a person can have the best training in the world, an incisive, analytical 

mind, and an endless supply of smart ideas, but he still won’t make a great leader” (Ovans, 2015, 

para. 4). When the concept of emotional intelligence was first introduced to managers in the 1990s, 

it articulated an idea some of them already intuitively knew but had not put words on: that 

organizational effectiveness was influenced by emotional quotient (EQ) just as much as it was 

influenced by intelligence quotient (IQ). This idea further introduced the potential for positive change 

for managers: they could develop their emotional intelligence to become more effective in a business 

context (Druskat & Wolff, 2001b). While scholars have acknowledged a link between emotional 

intelligence, leadership, and organizational effectiveness, the study of the effects of emotions on team 

performance is considered to be a somewhat new area of research (Koman & Wolff, 2008). 

Accordingly, this paper aims to contribute to the academic conversation by adding a point of view as 

to how we can understand the relationship between a manager’s emotional intelligence and team 

performance.  
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1.2 Introduction to the field  

Described as a multifaceted psychological construct (Hemalatha, Krishnaveni & Deepa, 2015), 

emotional intelligence is a fairly new avenue of research. First formally defined by Mayer and 

Salovey (1990), emotional intelligence can be described 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 use this information to guide one's thinking and actions” (p. 189). While several authors 

further developed this definition, the construct itself only recently started to get academic attention 

within the organizational research field.  

 

Due to a wide shift in organizational structures towards project-based work (Lundin & Söderholm, 

1995) emotional intelligence has been receiving increasing attention in a business context, hence 

leading towards more work being done in teams. Indeed, teams are found to provide higher process 

efficiency, innovativeness (Stock, 2004) and agility in managing the unexpected (Kozlowski & Ilgen, 

2006), enabling organizations to keep up with soaring competition and innovation forces across 

markets. Thus, emotional intelligence challenges the traditional focus of organizations on IQ and 

personality measures, as contributing to high performance (Cherniss & Goleman, 2001). In fact, 

research on emotional intelligence in the workplace highlights that superior performance rather 

comes from “the way in which [managers] handle themselves and their relationships” (ibid., p. 185). 

As these relationships essentially concern the teams they lead, our research intends to explore the 

relationship between managers’ emotional intelligence and team performance. 

1.3 Case Description 

IKEA was founded by Ingvar Kamprad in 1943 in Älmhult, a small, remote Swedish village. The 

company started as a mail-order catalog business selling household goods, such as pens and picture 

frames. IKEA entered the low-cost furniture market when Kamprad introduced the first IKEA catalog 

selling furniture. To avoid the high costs attached to mail-order distribution of bulky furniture, the 

idea of self-assembly and flat packing was born. Furthermore, showrooms were established to ensure 

customers of the quality of IKEA’s products. The business idea of the company is to offer a wide 

range of quality, functional home furnishing products that are accessible at a low cost (IKEA, n.d.). 

In doing so, IKEA has transformed into one of the most well-known home furnishing brands globally 

(IKEA, n.d.), operating 433 IKEA stores and employing 211,000 employees worldwide (IKEA, n.d.). 
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IKEA’s vision is “to create a better everyday life for the many people – for customers, but also for 

[their] co-workers and the people who work at [their] suppliers” (IKEA, n.d., para.1). The company’s 

vision is reflected in its “shared humanistic values” which guide their work and contribute to IKEA’s 

“inclusive, open and honest culture” (IKEA, n.d., para.4). 

 

Working with a franchising business format, IKEA enables its organization to expand internationally 

while still protecting the IKEA concept. The Ingka Group is one of IKEA’s franchisees with retail 

operations in 30 countries worldwide (IKEA, n.d.). The group comprises three business areas: IKEA 

Retail, Ingka Centers, and Ingka Investments. The focus of this case study is on IKEA Retail, Ingka’s 

core business, which is made up of 374 IKEA stores in 30 countries (IKEA, n.d.). In addition to 

stores, IKEA Retail consists of distribution centers, customer distributions centers, planning studios, 

and fulfilment units that support the delivery services (IKEA, n.d.).  

1.4 Selection of Case 

IKEA is the case company for this paper and the specific focus area for this research is on the Ingka 

Group’s core business area: IKEA Retail. As researchers, we did not personally initiate a dialogue 

with IKEA to propose a research topic, as choosing the company as our case study was the result of 

a specific journey. This journey started after reading Brené Brown’s book, Dare to Lead, which 

discusses the importance of emotions in the workplace. We were intrigued by a leadership style she 

introduced as courageous leadership, and that she describes as a style that incorporates vulnerability, 

courage, and empathy. In the pursuit to learn more about this style, we reached out to a Swedish 

consultancy named Entira after learning one of the co-founders is a Certified Dare to Lead 

Facilitator1. Co-founded by Johan Bauer-Björklund and Marie-Luise Ribbnäs, Entira assists 

companies with organizational development by providing both group workshops and individual 

coaching sessions centered on personal, team, and leadership development.  

 

After meeting with Entira’s founders, we were intrigued by the leadership development workshops 

they offer, which incorporate Brené Brown’s ideas and oftentimes guide management groups. 

                                                
1Certified Dare to Lead™ Facilitators provide workshops and coaching on Brené Brown’s research 
 https://daretolead.brenebrown.com/find-a-dare-to-lead-facilitator/ 
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Observing a team leadership development workshop was difficult to arrange, due to time and 

language limitations. However, Entira offered us the opportunity to watch the training videos they 

share with participants of their leadership development workshops. After reviewing the material, we 

were inspired by topics such as self-awareness, empathy, and vulnerability, to shift the focus of our 

research question to the relationship between managerial emotional intelligence and team 

performance.  

 

Upon hearing our newly inspired research topic, Entira offered to assist us in finding participants to 

collect empirical data. Both Johan and Marie-Luise worked for IKEA for an extensive period of time 

and had conducted leadership development workshops for management teams within the 

organization. Thus, when they reached out to their contacts, all of which were previous workshop 

participants, we received enough responses to decide on solely interviewing managers working for 

IKEA Retail. Entira played an integral role in the selection of our case study and their assistance 

ensured a research focus on managers that had been exposed to the concept of emotional intelligence 

during Entira’s leadership development workshops. Managers’ previous participation in Entira’s 

workshop, combined with our general awareness of IKEA’s people-focused culture, prompted us to 

choose the above-mentioned case as our research focus. 

 

1.5 Research Question 

This research presents the single case study of IKEA and focuses more specifically on managers 

within IKEA Retail. With their perspective, we aim to contribute to the overall academic conversation 

on emotional intelligence by answering the following research question: 

 

How do managers in IKEA Retail understand the relationship between their own emotional 

intelligence and their team’s performance? 

 

Formulated as such, an emphasis is thus put on the managers’ perceptions with the verb ‘understand’, 

and further indicates a qualitative research method. By asking a ‘how’ question, the research question 

is open-ended, which is characteristic of a qualitative empirical study (Creswell, 2009). The 

formulation of the research question enables us to research the perceived relationship between a 

manager’s emotional intelligence and their team’s performance. The research question will be 
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answered through an analysis of the empirical findings and existing academic literature on the topic 

of emotional intelligence and performance. 

1.6 Research Scope and Topic Delimitation  

The scope of this research was determined by several decisions taken at the beginning of the research 

process. First and foremost, collaborating with Entira was decisive in defining IKEA as our single 

case, since both founders had previously worked within the company but also maintained ties through 

their leadership development workshops. Thus, involving clients of theirs who had been through 

workshops developing emotional competencies, guaranteed a certain degree of emotional 

intelligence from their part.  

 

Secondly, studying managers’ emotional intelligence regarding team performance led us to 

extensively review the academic conversation around not only the emotional intelligence construct, 

but also around research investigating emotional intelligence in a business context. While we chose 

to extensively review literature on emotional intelligence, we did not review team performance 

literature to the same extent in order to allow the managers’ perceptions of the construct to guide our 

understanding of it. As we explored the literature in these two areas, we found that research 

predominantly took a quantitative approach to measuring emotional intelligence. Accordingly, we 

wanted our research to contribute to the field by taking a less explored, qualitative perspective when 

researching emotional intelligence. 

 

Lastly, we chose to center our research on managers’ emotional intelligence and how they perceived 

its relationship with team performance. Thus, in approaching our research in this manner, the 

perceptions of the managers’ team members are not taken into account. 

1.7 Structure of the Thesis 

The figure below (Figure 1) provides an overview of the structure of the research study and is 

presented to navigate the reader through the chapters used to answer the research question.  
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Figure 1: Structure of Thesis 

2. Literature Review 
This chapter provides an overview of the literature on emotional intelligence and performance. In the 

first section, the process of how this study’s literature review was conducted is presented. In the 

second section, literature on the construct of emotional intelligence is reviewed. In the third section, 

research implicating why emotional intelligence is relevant in a business context is presented. The 

final section introduces the concept of performance on three levels, namely organization, team and 

individual, and then focuses on reviewing the literature on manager’s emotional intelligence and team 

performance. 

2.1 Literature Review Process 

The process of conducting the literature review for this study started off by breaking down the 

research question into two main components: emotional intelligence and performance. We then 

produced a list of similar search terms for each component to create a search string that was entered 

in Business Source Complete, a scholarly business database. For instance, our first search string was: 

"emotional literacy" OR "emotional intelligence" OR “interpersonal intelligence” AND "team 
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performance" OR "organizational performance" OR "performance measure*" OR "productivity" 

AND "literature review". Our second search string omitted the term “literature review”. These search 

strings were used to find the keywords in the abstract of peer reviewed scholarly journal articles. Our 

search produced 63 results, which we narrowed almost in half by selecting and eliminating articles 

based on how relevant the titles appeared. Article titles that indicated a strong connection between 

emotional intelligence and performance were kept to be further evaluated.  

 

Next, we evaluated the selected articles by examining their abstracts. We eliminated articles that were 

culture-specific because we felt some cultural variables may impact the research findings. For 

instance, some were specific to workplaces in Kenya, Iran, or Pakistan. The articles we kept 

predominantly studied both emotional intelligence and performance. Topics that strayed too far from 

a focus on performance were removed, such as job satisfaction. Overall, we kept an open mind on 

how to define emotional intelligence and performance and thus kept articles that could give us insight 

into both areas. We acknowledge that by initially choosing to focus our search string within abstracts, 

it is possible that we may have eliminated good articles with poorly written abstracts. 

 

Once we compiled a final list of potentially relevant articles, we read them in their entirety. We kept 

articles that provided insight on emotional intelligence as a construct, on team performance and other 

synonyms, and that approached emotional intelligence from a team perspective (i.e. multi-level and 

dynamic approach). Additionally, we kept articles that either reviewed or mentioned the work of big 

players in the field of emotional intelligence, as we felt it signaled quality in the research. Our final 

list of articles proved to be good sources for finding additional, relevant articles. We utilized citations 

and references at the end of the articles as a starting point to finding more articles relevant to our 

topic of interest. In doing so, we maintained the same criteria for collecting literature; all articles 

were peer reviewed and all literature included was written between 1990 and 2019. We included 

literature dating as far back as 1990 in order to analyze the first definition that was introduced of 

emotional intelligence. 

2.2 A Review of Emotional Intelligence Literature 

While multiple definitions of emotional intelligence exist, the section aims to draw a clearer picture 

of the most widely referenced models of emotional intelligence. In the next section, the definition we 
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apply in this research will be reviewed in detail. Lastly, criticisms of emotional intelligence will be 

presented to ensure a well-rounded review. 

 

2.2.1 Multiple Models of Emotional Intelligence  

2.2.1.1 Mayer and Salovey’s Model 

Emotional intelligence is a multifaceted, psychological construct (Hemalatha et al., 2015) that has 

varying definitions in literature. A formal definition of emotional intelligence (EI) was first proposed 

by Mayer and Salovey in an article published in 1990, which was “generally regarded as the 

wellspring of thought on this topic” (Ashkanasy & Daus, 2005, p.442). Salovey and Mayer (1990) 

originally defined 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 use this 

information to guide one's thinking and actions” (p. 189). Salovey and Mayer’s perspective of 

emotional intelligence, as a construct, “focuses on the emotional abilities that link emotion and 

individual cognition” (Koman & Wolff, 2008, p.56). Their definition positions emotional intelligence 

as ability based, rather than viewing it as a trait or a competency (Livesey, 2017). They claim that 

individuals are not equally able to recognize, understand, and use emotional information (Rapisarda, 

2002). Yet, Mayer and Salovey view emotional intelligence as “learned skills that may be developed 

and improved” (Rezvani, Khosravi & Ashkanasy, 2018, p.1036). Over time, Mayer and Salovey 

further developed their conceptualization of emotional intelligence and revised their definition of 

emotional intelligence to not only reflect perceiving and regulating emotion, but to also include 

thinking about feelings. They recast their definition in terms of four ‘branches’: (1) "emotional 

intelligence involves the ability to perceive accurately, appraise, and express emotion"; (2) "the 

ability to access and/or generate feelings when they facilitate thought"; (3) "the ability to understand 

emotion and emotional knowledge"; (4) "and the ability to regulate emotions to promote emotional 

and intellectual growth" (Mayer & Salovey, 1997, p.10). 

2.2.1.2 Goleman and Boyatzis’s Model 

Mayer and Salovey’s model of emotional intelligence was popularized and advanced by Goleman, a 

then New York Times social journalist (Ashkanasy & Daus, 2005), and his colleagues. More 

specifically, Goleman and Boyatzis’s model of emotional intelligence focuses on the social and 
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emotional competencies of emotional intelligence in the workplace (Rapisarda, 2002), and 

characterizes it as when “a person demonstrates the competencies that constitute self-awareness, self-

management, social awareness and social skills at appropriate times and ways in sufficient frequency 

to be effective in the situation” (Livesey, 2017, p.26). Their definition of emotional intelligence is 

competency based and narrows down 18 competencies that recognize different behaviors “associated 

with awareness of the self and others and the management of one’s self and others” (Livesey, 2017, 

p.26). Goleman and Boyatzis have established four clusters that organize the 18 emotional 

intelligence competencies they distinguish: self-awareness, self-management, social awareness, and 

social skills (Rapisarda, 2002). Figure 2 shows how the competencies are organized and defined.  

 

 
Figure 2: Definitions of Emotional Intelligence Competencies, Source: Rapisarda (2002, p.365) 

2.2.1.3 Bar-On’s Model 

On the other hand, Bar-On excludes cognitive skills when defining emotional intelligence as “an 

array of non-cognitive capabilities, competencies, and skills that influence one's ability to succeed in 

coping with environmental demands amid pressures" (Mishra & Mohapatra, 2009, p.88). Bar-On’s 

contrasting perspective of emotional intelligence puts a greater focus on adaptation to environmental 

demands (ibid.). His emotional intelligence model is commonly referred to as a mixed model, as he 
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portrays EI as a mixture of both traits and competencies (Livesey, 2017). Mayer and Salovey’s model 

focuses on “the intersection of emotion and cognition, whereas both Goleman and Bar-On have 

models of [emotional intelligence] that include character traits such a trust, optimism, and altruism” 

(ibid., p.89). 

 

In sum, although different definitions of emotional intelligence are presented in literature, the 

literature does share some common aspects regarding the construct. Thus, emotional intelligence: “1) 

[is an] ability to understand ones and other’s emotions, 2) [is an] ability to regulate one’s emotions, 

and 3) [can be] leverag[ed] to achieve desired outcomes” (Nguyen et al., 2019, p.56). This study 

employs Mayer and Salovey’s revised definition of emotional intelligence aforementioned since it 

views emotional intelligence as a combination of abilities to perceive, regulate, and think about 

feelings. Their definition is best suited for researching emotional intelligence because it distinguishes 

mental skills “such as knowing what another person is feeling, that may involve considerable thinking 

and consequently could be considered an intelligence” (Mayer & Salovey, 1997, p.8). Thus, Mayer 

and Salovey distinguish a mental skill from traits, which can be described as “characteristic or 

preferred ways of behaving (e.g. extroversion, shyness)” (ibid., p.8). Consequently, Bar-On’s model 

was eliminated because its characterization of emotional intelligence excludes cognitive skills, which 

we prioritize in this research, and includes qualities in individuals rather than skills. Likewise, 

Goleman’s description of emotional intelligence was eliminated because some of the highlighted 

competencies and skills include “personality type items which may not directly relate to EI” (Rezvani 

et al., 2018). 

2.2.2 Mayer and Salovey’s Four-Branch Model of Emotional 

Intelligence 

Having explained the origin and evolution of the different popularized models of emotional 

intelligence, we now turn to a more specific view of the definition employed in this study. Mayer and 

Salovey’s (1997) four branches of emotional intelligence will be presented next. 

 

Mayer and Salovey’s (1997) Four Branch Model groups together emotion-related skills and abilities. 

The branches form a hierarchy, where the lowest-level branch involves "simple abilities of perceiving 

and expressing emotion" and the highest-level branch involves "conscious, reflective regulation of 

emotion" (Mayer & Salovey, 1997, p.10). Each branch highlights four abilities where the earlier 
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developed and more distinct abilities are represented to the left of each branch, while the later 

developing and less distinct abilities are represented to the right (see Figure 3). It is predicted that a 

person with high emotional intelligence will be able to advance through the abilities at a more rapid 

rate than a person with low emotional intelligence (ibid.). 

 
Figure 3: Mayer and Salovey’s Four Branch Model, Source: Mayer and Salovey (1997, p.11) 

 

Perception, Appraisal, and Expression of Emotion 

The lowest branch in the four-branch hierarchy regards "the accuracy with which individuals can 

identify emotions and emotional content" (ibid., p.10). The first two abilities represented include the 

ability to identify feelings and emotions in oneself and in others. Additionally, the third ability 

highlighted here involves a person's ability to voice feelings with precision as well as the needs 

attached to those specific feelings. Lastly, the fourth ability concerns the ability to distinguish 

between deceitful and genuine expressions of emotions (ibid.). 

 

Emotion’s Facilitation of Thinking 

The next branch involves "emotion acting on intelligence; it describes emotional events that assist 

intellectual processing" (ibid., p.12). Mayer and Salovey describe emotion as a system signaling 

changes both in a person and in their surroundings. Over time, "emotions begin to shape and improve 

thinking by directing a person's attention to important changes” (ibid., p.12). Additionally, this branch 
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concerns the ability to generate emotions on an as-needed basis in an attempt to better understand 

feelings. For instance, Mayer and Salovey (1997) point out that as a person anticipates how they may 

feel taking on a new job, they are generating emotions to help understand how they might feel in that 

role, which can help one decide whether or not to accept the job. The third ability involves being able 

to consider various perspectives and possibilities through switching emotional moods (ibid.). The last 

ability highlighted here acknowledges that "different kinds of work and different forms of reasoning 

[...] may be facilitated by different kinds of moods" (ibid., p.13).  

 

Understanding and Analyzing Emotions; Employing Emotional Knowledge 

The third branch regards "the ability to understand and use emotional knowledge" (ibid., p.13). At 

the most distinct level, this branch involves the ability to identify emotions and perceive links 

between them. For instance, an individual would then be able to identify what sadness and anger have 

in common, and how they differ. This branch also concerns the ability to emotionally reason as a way 

to understand what meaning lies behind a feeling. As a person progresses through this branch, the 

individual is able to recognize that complex and conflicting emotions can co-exist. For instance, one 

might feel love and hate towards another at the same time (ibid.). The final ability concerns reasoning 

“about the progression of feelings in interpersonal relationships” (ibid., p.14). For instance, a person 

that reasons about a sequence of emotion can recognize that frustration can escalate to anger, and that 

after this anger is expressed, the emotion can change to satisfaction or guilt (ibid.). 

 

Reflective Regulation of Emotions to Promote Emotional and Intellectual Growth 

The fourth and highest branch acknowledges “the conscious regulation of emotions to enhance 

emotional and intellectual growth” (ibid., p.14). The first ability involves an openness to feelings and 

recognizes that a person needs to allow emotional reactions to happen, despite how agreeable or 

disagreeable they may be, in order to learn about them. The second ability within this branch involves 

being able to detach emotions from behavior through different strategies. By doing so, a person can 

"engage and disengage from emotion at appropriate times" (ibid., p.14) and later apply emotional 

insight to their reasoning process. As a person advances along this branch, they are able to reflect on 

the meta-experience, the thoughts and feelings, of mood and emotion (ibid.). This ability requires an 

individual to consciously reflect on emotional responses and evaluate to what degree one pays 

attention "to one's mood, and how clear, typical, acceptable, and influential one's mood is" (ibid., 

p.14). The final ability involves being able to regulate one's own emotions, whether that means, for 
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example, improving a bad mood or simply leaving the mood alone. Ultimately, an important aspect 

of this ability is to understand one's emotions for what they are, "without exaggerating or minimizing 

their importance” (ibid., p.15). 

 

In essence, Mayer and Salovey’s Four Branch Model presents different levels of emotional 

intelligence, with the lowest level involving the simple emotion abilities and the highest level 

involving more complex abilities that develop with individuals over time. This model is significant 

because, as our study prioritizes perceptions, it will enable us to compare and align how the managers 

interpret their own emotional intelligence with clearly defined and specific abilities associated with 

an emotionally intelligent individual.  

2.2.3 Criticisms of Emotional Intelligence 

While praised by many, some authors critique emotional intelligence. In the following subsection, 

some of the criticisms of emotional intelligence are presented. 

 

Locke (2005) critiques the concept of emotional intelligence, as he argues that the concept does not 

qualify as a form of intelligence. Locke refers to Salovey and Mayer’s (1990) definition of emotional 

intelligence, “‘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” (p.189), and points out 

several issues with the definition. He asserts that the ability to monitor one’s emotion is simply a 

matter of deciding where one should focus their attention and that it does not require any type of 

intelligence to do so. Likewise, Locke declares the ability to read others’ emotions is not a matter of 

intelligence, but rather, simply requires one to pay “attention to others and [be] aware of one’s own 

emotions so that one can empathize with others” (2005, p.426). Additionally, he considers 

discriminating between emotions to be a learned introspective skill. Lastly, in response to the final 

aspect of Mayer and Salovey’s (1990) definition of emotional intelligence, Locke claims that in fact, 

various factors can affect how one uses emotional information in everyday action, such as rationality 

and the nature of one’s purpose, and that being able to do so does not require intelligence. In sum, 

Locke claims that the definition shows that emotional intelligence “is really some combination of 

assorted habits, skills and/or choices rather than an issue of intelligence” (2005, p.426). 
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Locke additionally argues that emotional intelligence is “defined so broadly and inclusively that it 

has no intelligible meaning” (ibid., p.425). He further emphasizes the lack of clear meaning of the 

concept as he claims that there are no common elements connecting the subsets of emotional 

intelligence (ibid.). Locke also acknowledges that the definitions of emotional intelligence are 

continuously changing and that “the concept of emotional intelligence has now become so broad and 

the components so variegated that no one concept could possible encompass or integrate all of them, 

no matter what the concept was called” (ibid., p.426).  

 

Also criticizing the construct, Landy (2005) argues that there are scientific issues with the current 

research on emotional intelligence. He distinguishes between the more academic researchers, “e.g. 

Salovey, Caruso, and Mayer”, and commercial researchers of emotional intelligence, “e.g., Goleman” 

(p.412). Landy notes that the commercial wing of emotional intelligence “makes expansive claims 

on the applied value of emotional intelligence, while the academic wing warns users against these 

expansive claims” (2005, p.412). The author further claims that the tests developed by the 

commercial wing to measure emotional intelligence have scientific limitations as “Much of their data 

are held in ‘proprietary’ databases, unavailable to independent researchers for reanalysis, replication, 

or verification” (ibid., p.412). For instance, the database that supports Daniel Goleman and Richard 

Boyatzis’s ECI instrument is protected by Hay Associates, and the rights to Bar-On’s EQ-I test are 

held by MHS, who limits access to the supporting data (ibid.). Thus, Landy’s main argument is that, 

“If the proponents of the application of EI to work settings decline to make underlying datasets public 

or accessible, they are not operating as scientists and simply cannot claim ‘scientific’ support for 

their propositions […] By declining, they simply step outside of the scientific tent” (ibid., p.413). 

 

In his criticism, Landy (2005) recognizes that from a commercial and entrepreneurial perspective, 

those who publish tests to measure emotional intelligence “should not be forced to give away their 

intellectual property after having spent years developing that property” (ibid., p 413). However, 

Landy critiques that if they “claim the credibility of the scientific method, they are required to make 

their datasets public and available for independent analysis” (ibid., p.413). 

 

Summarizing, the biggest criticisms surrounding the construct of emotional intelligence seem to 

relate to: (1) skepticism towards whether emotional intelligence qualifies as a form of intelligence, 

(2) the concept lacks clear meaning due to its broad and continuously changing definitions, and (3) a 
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lack of scientific limitations with the current research supporting the tests measuring emotional 

intelligence. 

2.3 Emotional intelligence in a Business Context 

While reviewing literature on emotional intelligence, we noticed that, although first researched and 

defined within the field of psychology, the construct is being increasingly researched in the field of 

business. With the aforementioned understanding of the construct in mind, we will thus look more 

closely at how current research indicates that emotional intelligence is relevant in an organizational 

context.  

2.3.1 Organizational structure: Shift to Team-based Work  

Due to increasing competition and innovation, organizational structures have widely shifted towards 

team-based work. Indeed, working in teams is recognized for providing higher process efficiency, 

higher innovativeness through team members' unique set of competencies and perspectives (Stock, 

2004), and a higher agility in managing the unexpected (Kozlowski & Ilgen, 2006). However, the 

ever-changing and complex working environment in which teams work requires them to collaborate 

even more closely and increasingly “combine their cognitive, motivational/affective, and behavioral 

resources” (ibid., p.78). A study by Cross, Rebele and Grant (2016), illustrates this work reality as it 

found that the amount of time managers and employees spend on collaboration related activities has 

grown between 50 to 80% over the past two decades.  

 

Inherently concerned about performance, organizations have mostly focused on identifying 

successful teams’ task processes to understand effectiveness. However, the underlying assumption 

of research on the subject is that these identified processes could provide the same results when 

replicated to other teams (Druskat & Wolff, 2001). Emotional intelligence is key in bridging our 

understanding of effectiveness as it is the condition that enables these task processes to arise (ibid.).  

2.3.2 Impact of Emotional Intelligence 

After discussing how emotional intelligence is relevant in a business context, the following 

subsections will review different arguments found in literature about the effects of emotional 

intelligence in a business context. The impact of emotional intelligence on teamwork will first be 
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presented. Then, the effects of emotional intelligence on communication within teams will be 

reviewed. Next, we will look at the role of emotional intelligence in trust. Lastly, we will touch upon 

the resilience emotional intelligence brings to the team. 

2.3.2.1 On Teamwork 

Defined by Stock (2004) as “a collection of individuals who are interdependent in their tasks and 

share responsibilities for outcomes” (p.276), teams are unavoidably concerned with emotional 

intelligence as it emerges through relationships (Goleman, 1995). Notorious in the field, Bar-On 

(1997) highlights that emotional intelligence enables teams to leverage its members’ strength thanks 

to a better understanding of their strengths and weaknesses (Zeidner, Matthews & Roberts., 2004). 

Similarly, Mayer found that team members displaying high emotional intelligence are better able to 

use their own emotions when understanding situations and making decisions (Chang, Sy & Choi, 

2012).  

 

Emotions, described by Van Kleef (2010) as signals translating one’s inner-state, are found to be 

more easily deciphered by individuals displaying a high level of emotional intelligence. Within the 

context of the team, making sense of team members emotions is key in adjusting one’s own behavior 

and appropriately accommodating the needs of the other in order to maintain connection and balance 

in the relationship (Chang et al., 2012).  

 

In their study, Urch Druskat, Koman Stubbs, Messer and Wolff (2006) formalize this sensitivity and 

adjustment to team members’ needs through the concept of emotionally competent group norms 

(ECGNs). Influenced by cognitive appraisal theory (how emotions affect behavior) and complex 

systems theory (how group dynamics are found at different levels), they define these norms as “rules 

and expectations within the group’s emotional structure that have beneficial emotional consequences 

through their positive influence on the development of group emotional competence and social 

capital” (Wolff et al., 2006, p.6). The authors’ research reveals that such group norms directly affect 

group effectiveness by building the emotional capacity of the team.  

2.3.2.2 On Communication 

The social nature of teamwork puts communication at the center of team dynamics. Throughout his 

research, Goleman found that individuals with high emotional intelligence are better equipped in 
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“communicating their ideas, goals and intentions in interesting and assertive ways” (Zeidner et al., 

2004, p.386). This argument is also supported by Mayer, Roberts and Barsade (2008) as they reveal 

the ease and effectiveness through which emotionally intelligent individuals share their thoughts and 

ideas (Chang et al., 2012). In their study, Chang et al. further develop this idea of effective 

communication by describing it as the “interpretation of nonverbal and verbal messages without 

misunderstanding the intentions of their counterparts” (ibid., p.79). According to Chang et al., 

avoiding misunderstandings is thus directly linked to higher performance as the type of 

communication used reduces process loss. (ibid.). Additionally, Jordan and Troth revealed that 

emotionally intelligent teams preferred openly communicating about conflicts in order to solve them 

in a collaborative way, in contrast to teams low in emotional intelligence that preferred avoiding 

conflict altogether (Rezvani et al., 2019).  

2.3.2.3 On Trust 

In their study, Prati, Douglas, Ferris, Ammeter and Buckley describe trust as “the willingness of 

individuals to expose themselves or become vulnerable to others” (2003, p.31). It has been found 

through many studies that trust emerged through interactions where individuals are able to share their 

emotions, concerns, intimate feelings and understandings (ibid.). Consequently, team members with 

a high level of emotional intelligence are perceived to be more trustworthy, allowing them to not 

continuously prove their intentions to the rest of the team (ibid.). Lastly, a study led by Jones & 

George (1998) highlights that a high level of trust enabled team members “compromise when 

conflicts arise, and to enhance the free exchange of information and the subjugation of personal needs 

and ego for the greater good” (ibid, p.32). 

2.3.2.4 On Climate 

In the previous subsection, we presented research that indicates that emotional intelligence positively 

affects interpersonal trust. We will now look at its impact on team and organization climate. In one 

of her studies, George (1995) studied the influence of mood within teams as she found consistency 

in each team member’s perception of the team’s emotional tone. She further coined the idea of 

emotional contagion, which she described as the transfer of emotions and moods from one person to 

the next, ultimately affecting team climate (Kozlowski & Ilgen, 2006). As emotionally intelligent 

individuals are aware of their own emotions and able to self-regulate, they are more likely to “mitigate 

negative emotions by reinforcing positive emotions among project teams” (Rezvani et al., 2019, 
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p.125), thus creating a positive team climate. Such positive team climate subsequently leads to better 

cooperation, lower conflict and higher performance (ibid.). Additionally, the ability of a team 

member to engage in emotional awareness and emotional regulation were also linked to creating a 

climate of openness to “share and discuss hassles and develop strong bonds” (ibid., p.125). Shifting 

perspective from team to organizational climate, Cherniss and Goleman (2001) found that a high 

level of emotional intelligence positively affected organizational climate, which in turn made teams 

more committed to the organization as they felt more supported. 

 

In sum, the wide shift of organizations towards a team-based work structure makes emotional 

intelligence increasingly important for organizations to understand how to leverage their main asset: 

people. This section highlighted the findings of several research studies on the impact of emotional 

intelligence on organizations, which ranged from better team-work, improved communication, 

increased trust, and positive team climate. As our research focuses on performance within the team 

ecosystem, each of the impacts will further support the discussion. 

2.4 A Review of Emotional Intelligence in Connection to 

Performance 

2.4.1 Emotional Intelligence and Various Levels of Performance 

Performance has been analyzed and assessed on multiple levels, from organizational, to team, and 

individual level. Similarly, the impact of emotional intelligence has been researched on varying levels 

of performance. In the following subsection, we present a review of emotional intelligence in relation 

to these different levels of performance. 

2.4.1.1 Organizational Level 

On an organizational level, it is possible to evaluate the organization through its performance. 

According to Hemalatha, Krishnaveni, and Deepa, “organizational performance is considered as an 

outcome of the behavior of the individuals comprising the organization” (2015, p.31).  However, the 

factors determining organizational performance can differ from one organization to another. 

Hemalatha et al. consider organizational performance to encompass three particular areas: “(a) 

financial performance (profits, return on assets, return on investment, etc.); (b) product market 
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performance (sales, market share, etc.); and (c) shareholder return (total shareholder return, economic 

value added, etc.)” (ibid., p.32). Alternatively, Hunter, Schmidt and Judiesch (1990) divide 

performance measures into two different categories: (1) ‘hard’ results, which include profitability, 

productivity, sales, and costs, and (2) “softer’ results, which include morale, motivation, cooperation, 

turnover, and loss of talent (Watkin, 2000). More recently, researchers have associated emotional 

intelligence with the study of effective performance (Mishra & Mohapatra, 2009). Mishra and 

Mohapatra describe emotional intelligence as having “the potential to be a strong predictor of 

performance”, as it is claimed that emotional intelligence affects a multitude of work behaviors such 

as “employee commitment, teamwork, development of talent, innovation, quality of service and 

customer loyalty” (ibid., p.97).  

2.4.1.2 Team Level 

From a team level perspective, “the study of emotions on and the effects of emotions on team 

performance is a relatively new avenue of research” (Koman & Wolff, 2008, p.56).  Koman and 

Wolff utilize the term effectiveness over performance and claim that emotions play a significant part 

in team effectiveness, as teamwork is a social activity (ibid.). They present the term team 

effectiveness as a multidimensional construct which “entails both meeting customer specifications 

and being able to work together effectively in the future” (ibid., p.56). This view is inclusive of both 

the well-being of the team and customer satisfaction.  

 

The research regarding the relationship among team performance and emotional intelligence has 

room to grow. Although Koman and Wolff (2008) conducted a study on teams’ emotional 

intelligence, rather than individual emotional intelligence, they found that “team members with high 

EI nurture a supportive emotional atmosphere conducive to high performance and cohesion” 

(Rezvani et al., 2018, p.1038), and thus claimed that a team’s emotional intelligence is indeed a 

deciding factor of team performance. Additionally, Ashkanasy (2003) points out that “Being aware 

of one’s own felt and displayed emotions, and recognizing the emotions of others, is essential for 

team members to work together effectively” (Troth, Jordan, Lawrence & Tse, 2012, p.703). Troth, 

Jordan, Lawrence, and Tse (2012), also conducted a multilevel study to better understand the 

relationship between emotional skills and team performance (ibid.) and “concluded that team 

performance is a function of the level of team members' emotional skill” (Rezvani et al., 2018, 

p.1038). 
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In the field of organizational behavior, the input-process-output (IPO) framework (see Figure 4) 

largely dominates the conversation around team performance (Stock, 2004). This framework 

observes that “a variety of input factors affect the interpersonal transactions that take place among 

team members, which in turn influence team output” (ibid., p.276). From the input side, the IPO 

framework differentiates between individual and team characteristics. Central to the model, the 

process side includes team member’s interactions and is treated as a dependent variable of the overall 

model (ibid.). As this model opens for variation around the input and process measured, it appears to 

be of particular relevance for our research.  

 

 
Figure 4: Input-Process-Output Framework, Source: Stock (2004, p.278) 

  

2.4.1.3 Individual Level 

While there are a multitude of definitions of emotional intelligence, the construct consistently refers 

to emotions on an individual level, whether it is seen as an ability, competency, or trait. 

Unsurprisingly, research on EI has predominantly revolved around how emotional intelligence 

impacts individuals (Rapisarda, 2002, p.363). According to Boyatzis, there is a strong relationship 

between emotional intelligence competencies and individual performance, “both in cognitive tasks 

where the individual is under stress and in tasks where individuals are interdependent on one another” 

(Koman & Wolff, 2008, p.56).   
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On the same note, it has also been found that emotionally intelligent individuals are able to build and 

sustain beneficial interpersonal relationships in the workplace because they are able to positively 

convey their emotions to others (Rezvani et al., 2018, p.1037). Bar-On states that an individual’s 

level of EI affects the individual’s ability to successfully manage environmental demands and 

pressures (Zeidner et al., 2004). Similarly, it has been reported that emotionally intelligent project 

managers are better equipped to rebound from negative and stressful situations (Rezvani et al., 2018). 

Furthermore, “in complex project environments, emotionally intelligent project managers are more 

able to regulate their behavior, which leads to high performance” (ibid., p.1037).  

 

Summarizing, this subsection highlights the literature discussing how emotional intelligence impacts 

performance at the organizational, team and individual level. Although the focus of our research is 

team, we found it important to provide perspective on those levels as teams are constituted of 

individuals and embedded within a larger organizational context. Moreover, reviewing the literature 

on all three levels revealed that the impact of emotional intelligence on the team level is an area less 

explored when compared to the other two levels. 

2.4.2 Manager’s Emotional Intelligence and Team Performance 

Although the term leader and manager are usually defined differently, we argue that they can be used 

interchangeably in the context of our research as the literature reviewed in the following subsection 

is not attached to an individual’s hierarchical position in the organization, but rather to the fact that 

they manage a team.  

 

After reviewing different perspectives and levels of performance, we will look at the central subject 

of our research, managers’ emotional intelligence in relation to team performance. Building onto 

Goleman, Boyatzis and McKee’s (2002) argument that emotional intelligence is a critical component 

of leadership effectiveness (Prati et al., 2003), this subsection will shine light on the ongoing 

academic conversations on the subject. The following paragraphs will distinguish between existing 

research findings and frameworks on how a manager’s emotional intelligence affects team 

performance.  
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First and foremost, emotionally intelligent managers were depicted in literature as more able to make 

decisions guided from their emotional intuition. In the introduction of their book Executive EQ, 

Cooper and Sawaf describe how managers who deny their own emotions “are the very managers 

who, [put] all their emphasis on cold, hard numbers and the bottom line, are most out of touch with 

the heart-level engine that drives human capital and produces the exceptional, creative work required 

for any organizations” (1997, p.xxvii). The idea that a manager’s decisions need to not only come 

from a rational but also from an emotional place is found in the work of several other scholars. For 

instance, Zeidner et al. describes that emotions are “signals to direct [managers’] attention to issues 

in need of immediate attention, and can [be] use[d] to prioritize demands” (2004, p.387). Also vividly 

described in the work of Cherniss and Goleman, emotional intelligence is found to allow leaders to 

listen to their gut feelings, which they describe as “most accurate and helpful in making difficult 

decisions” (2001, p.6). Similarly elaborating on this idea, Chang et al. show in their study that by 

channeling the emotions of their team members, leaders are able to “foster more creativity, resilience, 

confidence in action and collaboration” (2012, p.81).  

 

Another stream of literature emphasizes the different ways managers influence their teams, and in 

turn their team’s performance. According to Koman and Wolff, the social nature of teams makes it 

“logical that emotional intelligence would be an important factor in team leader effectiveness” (2008, 

p.58). They highlight that several authors in the field have found leaders’ influence to affect team 

processes, norms and climate (ibid.). Additionally, Koman and Wolff (2008) highlight how 

Emotional Competent Group Norms (ECGN) “influence and manage the emotional process in a way 

that builds emotional capacity, develops social capital and leads to effectiveness (Druskat & Wolff, 

1999, p,9)” (2008, p.57). The framework Koman and Wolff (see Figure 5) subsequently developed 

emphasizes how a manager’s emotional intelligence is central in shaping their team’s emotional 

intelligence through a set of norms and behaviors, which ultimately positively correlates with the 

team’s level of performance.  

 

 
Figure 5: Effect of Leader EI and Group EI on Team Performance, Source: Koman and Wolff (2007, p.59) 
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Some research reveals the impact of managers’ emotional intelligence on their team’s motivation. 

For instance, Prati et al. argue that “leaders provide the impetus for individuals to collectively perform 

[through] symbolic management techniques such as the use of stories, inspirational speech and 

rituals” (2003, p.27) which in turn, will motivate team members to perform. In her study, George 

(2000) found that by motivating their team through emotions, leaders’ emotional intelligence was 

crucial in assessing team members' reactions to emotion-laden techniques and appropriately adjusting 

them (ibid.). George (2000) explains that being able to identify team members’ feelings and emotions 

was key in influencing their emotions and ultimately ensuring that they are aligned with their leader’s 

goals (Zeidner et al., 2004). Also arguing that emotionally intelligent leaders motivate team members, 

Chang et al. explain that their “engage[ment] in both instrumentally and emotionally supportive 

behaviors then lead [team members] to reciprocate with increased effort and contribution toward the 

achievement of collective goals” (2012, p.81).  

 

Largely studied in the field of emotional intelligence, managers’ emotional intelligence has been 

found to influence team climate. For instance, Prati et al. (2003) highlight how emotionally intelligent 

leaders are able, through emotion management, to reduce and generally better solve conflict, which 

in turn creates a supportive climate for the team. Additionally, Chang et al. (2012) link a supportive 

climate to the reduction of team process loss, which in turn increases team performance. 

 

Also falling under the umbrella of climate, leaders' mood was found to impact team climate. Although 

less acute but longer-lived than emotions, Mayer and Salovey explain that an emotionally intelligent 

individual should manage and control moods in the same way they would for emotions (Salovey & 

Mayer, 1990). In her research on how a leader’s mood influences group performance, George 

investigated how a high level of positive affect, such as joy or excitement, might bring energy and 

motivation to complete tasks and confidence in doing so to the group (George, 1995). She found that 

a leader's positive mood was positively correlated to group performance, and also that such positivity 

was influential as “a state rather than the predisposition to experience such states” (ibid., p.79).  

 

Additionally, Prati et al. indicate that the positive mood of a leader elevates and inspires team 

members through emotional contagion (Prati et al., 2003). A negative mood on the other hand, was 

found to indicate a lack of emotional control and was linked to leader ineffectiveness. Regarding 
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team member’s mood, Chang et al. highlight in their study that leaders with higher emotional 

intelligence were “better at buffering [team members] from the ill effects of negative emotions, while 

simultaneously fostering the salutary effects of positive emotions” (2012, p.80). In turn, nurturing 

positivity among team members was found by Jones & George (1998) to be essential in creating trust 

and commitment towards the team (Chang et al., 2012). This argument is also supported by several 

scholars, and further developed by adding that positivity among team members leads to a higher level 

of cooperation and coordination (ibid.). 

 

Lastly, building quality interpersonal relationships between team members was found to be crucial 

in achieving team performance. Several studies highlighted that emotionally intelligent managers 

enabled such high-quality relationships through their ability to “recognize the emotional expressions 

of [team members] and to acknowledge and respect those emotions” (ibid., p.80). Additionally, 

Chang et al. explain that such understanding and respect of others’ emotions enabled a more 

appropriate managerial response (ibid.). Ultimately, high quality relations between team members 

were found to create a climate of trust and collaboration positively correlated with team performance 

(Zeidner et al., 2004). 

 

In essence, this section highlights that research focusing on the effect of managers’ emotional 

intelligence found it to impact performance through different avenues. First, we saw that emotional 

intelligence allowed them to make decisions beyond rationality. We also saw that their emotional 

intelligence plays a crucial role in creating a team climate conducive to performance, in influencing 

their team’s way of functioning and motivation, and contributed to building better interpersonal 

relationships between team members. As our research puts a specific focus on how managers’ 

emotional intelligence affects team performance, the aforementioned research will thus support the 

discussion of the empirical data.  

3. Methodology 

 This chapter will present the set of techniques used throughout our research. Illustrated by Saunders, 

Lewin and Thornhill as a multi-layered onion (Figure 6), we will thus peel each layer of the research 

process to bring light on the different methodological choices that were made along the way. They 
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will be rigorously described in an attempt to help others to replicate similar future studies (Saunders 

et al., 2016).  

 
Figure 6: The Research Onion, Source: Saunders, Lewis, and Thornhill (2019, p.130) 

 

Starting from the outermost layer of the onion, the guiding philosophy and approach of the research 

will first be discussed. The research design and strategy will then be discussed, to be further 

illustrated through a reflection on the data collection and analysis. Lastly, this chapter will be closed 

off through an acknowledgment of the methodological limitations of the research.  

3.1 Research Philosophy 

 According to Saunders et al., the research philosophy “refers to a system of beliefs and assumptions 

about the development of knowledge” (2016, p.130). As this research intends to enrich existing 

academic literature and consequently develop knowledge on the topic of emotional intelligence, a 

reflection on the assumptions that influenced our choices along the way is necessary in assessing the 

coherence of the research. 

  

Among the many assumptions a researcher might hold, particular attention should be brought to the 

ones relating to the nature of the reality experienced (ontological assumptions), what constitutes 

legitimate and valid knowledge (epistemological assumptions) and lastly to the influence of the 

researcher’s values and beliefs throughout the research process (axiological assumptions) (ibid.). We 

will thus reflect on each of these assumptions illustrating our overarching research philosophy. 
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Starting with the ontological assumptions that guided our process, the nature of our research question 

clearly highlights a relativist approach to social science. Demonstrated through our interest in 

exploring ‘managers’ understanding’, our research is rooted in the belief that realities are multiple 

and subjectively constructed through social interactions. (ibid.). As opposed to a realist approach, 

which perceives the social world as a “hard, tangible and relatively immutable structure” (Burrell & 

Morgan, 1979, p.4), choosing a relativist approach allowed us to openly receive and integrate, 

without judgment, the respondents’ sharings. 

  

Aligned with our aforementioned ontology, our inquiry of the social world can be described as 

interpretive. Illustrated through data collection, our knowledge is derived from the way respondents 

make sense of their experiences, emphasizing the uniqueness of their perceptions, narratives, and 

actions. Unlike the way social science is approached through the lens of positivism, we believe 

acceptable knowledge is neither found through seeking regularities nor law-like generalizations, but 

rather needs to be “understood from the point of view of the individuals who are directly involved in 

the activities which are to be studied” (ibid., p.5). 

  

As to the role of our values and ethics throughout the research process, we recognize that they greatly 

impacted not only our choice of topic, but also the way we designed our study, interacted with 

respondents and interpreted the data collected. Starting with a reflection on the topic of our study, we 

both felt drawn to research emotional intelligence in the workplace, as we personally experienced a 

lack of it in our current relationships with our managers. We also knew from the start that we wanted 

to go into a topic that would provide alternatives to the traditional management theories that never 

quite resonated with us. Influenced by our reading of Brené Brown’s book Dare to lead, focusing on 

managerial courage and vulnerability, we thus found that a focus on emotional intelligence would 

fulfill both our need to professionally find perspective on what we were experiencing at work and 

also to take the least explored path in management theories. Regarding our research design, we 

acknowledge that our decision to conduct a qualitative study was influenced by our perception of 

emotional intelligence as a soft and subtle skill that could not be measured. Similarly, putting 

managers at the center of our study reflects to some extent our cultural, French and American, 

attitudes towards hierarchy, as we both seem to see them as holding more power and influence over 

the team than regular team members. Lastly, we believe the awareness of our personal tendencies 

towards self-reflection and self-awareness gave us the confidence to build a research design where 
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we could be an inherent part of what is being studied through active interviews. Our shared belief 

that there are multiple truths co-created through interactions, also influenced our choice of carrying 

semi-structured interviews where we could freely contribute and embrace the creation of (Saunders 

et al., 2016). 

3.2 Inductive Research Approach 

The research approach refers to the way theory and academic literature are used in answering the 

research question (Bryman & Bell, 2015). Discussed in the beginnings of our research process, we 

agreed that our research should build on existing theories through our findings rather than test theory-

derived assumptions. Our research was thus led by an inductive approach, purposely letting themes 

emerge from the collection, analysis and interpretation of data (ibid.).  

 

Although our overall approach and method is unequivocally inductive, it is important to note that 

some elements of a deductive approach can be found throughout our research process. For instance, 

our work started in a typically deductive way as we mapped out and tried to make sense of some of 

the prominent academic literature on emotional intelligence in relation to performance. Our intention 

there was to pinpoint key players in the field as well as to develop an understanding of the academic 

conversation, which was used as underlying knowledge in developing our research question. 

Consequently, our research question was first drafted with our minds being immersed in theoretical 

conversations, which undoubtedly influenced the direction of our study (ibid.). Another example of 

the partly deductive nature of our research can be found in the way we sorted relevant data emerging 

from the interviews. Albeit trying our best to approach data without a theoretical bias, some of the 

respondents’ answers intuitively resonated more than others with our understanding of emotional 

intelligence and thus were automatically kept to be further analyzed.  

 

Going back to our main research approach, we can confidently affirm its inductive nature because of 

the conscious decisions we made to let as much go as we could of our theoretical understanding 

derived from an initial academic literature review before entering data collection. Driven by an 

exploratory purpose, our research asks “how”, an open question aiming at discovering new insights 

on the topic of inquiry by immersing oneself into the field without any guiding identified framework 

(ibid.). Accordingly, we went into data collection trusting that whatever would emerge from data was 

to become the foundation of our contribution to the academic conversation on emotional intelligence. 
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Through a series of semi-structured interviews, we gathered qualitative data to understand IKEA 

Retail managers’ perceptions. Characteristic to this approach, our sample size was small and favored 

in-depth conversations (ibid.). We subsequently selected relevant data and organized it into codes 

from which we derived five key themes highlighting the relationship between our data. Following 

the logic of an inductive approach, building up theory was thus entirely grounded in data (ibid.). 

3.3 Research Design 

Influenced by the aforementioned research philosophy and approach, the research design 

encompasses the next three layers of the research onion: methodological choice, research strategy 

and time horizon (see Figure 6). Defined as “the general plan of how [one] will go about answering 

[their] research question” (ibid., p.163), the research design brings the initial academic wandering 

into a set of concrete objectives and action steps aiming at collecting specific data (ibid.). It thus 

becomes apparent that a coherent and reflexive assemblage of these layers creates favorable 

conditions for quality and replicable collection and analysis of the data, ultimately producing quality 

research.  

3.3.1 Qualitative Research Method 

Following an interpretivist philosophy, our research was logically based upon a qualitative method 

of inquiry as it is commonly used to understand social constructs and interviewees’ perception of 

reality (Strauss, 1987). The focus of the research being to make sense of managers’ understanding of 

the effect of their own emotional intelligence, meanings could be accessed more easily through this 

method where trust and sensitivity is built through interviewee-interviewer interactions, ultimately 

ensuring participation and access to in-depth understandings (Saunders et al., 2016).  

 

Equally conducive to the deepening of sharings and aligned with the inductive approach of our 

research, we thus conducted a mono-method study which solely consisted of active, semi-structured 

interviews. The non-standardized nature of such method allowed the emergence and alteration of 

questions throughout data collection, giving us room to go into unexpected yet potentially invaluable 

directions as they arose (ibid.). Additionally, active, semi-structured interviews supported the co-

creation of meaning and theory-building process by “activat[ing] the respondent’s stock of 
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knowledge and bring[ing] it to bear on the discussion at hand in ways that are appropriate to the 

research agenda” (Gubrium & Holstein, 2001, p.121). 

3.3.2 Research Strategy: Case Study 

Generally defined as “a plan of action to achieve a goal” (ibid., p.177), the research strategy 

determines how the research question will be answered and connects the research philosophy, 

approach, and aforementioned methodological choices (ibid.). 

 

We initially thought the participants for our data collection would come from many different 

companies as they were provided by Entira, a leadership development consultancy working with 

many clients worldwide. We were thus preparing to carry a multiple case study as part of our strategy 

to answer our research question. However, due to Entira’s close connection to IKEA Retail, as they 

were themselves former employees, it appeared they were more comfortable and would have more 

success reaching out to their contacts within the company. Reflecting on how we chose between a 

multiple and single case study, we acknowledge that our choice was rather defined by the data sources 

that were offered to us rather than by us seeking a set up that would perfectly match our research 

design criteria. Nonetheless, we felt confident in doing so, as we found that both a multiple and single 

case had benefits and would provide us with valuable insights regardless. Adapting to the data sources 

generously shared with us, we thus conducted a single case study by selecting IKEA Retail. This 

research can be further described as an embedded case study since our focus was put on managers 

within the organization, treating them as a sub-unit of the organization (ibid.).  

 

Choosing this particular case, we knew that participants’ responses would be both influenced by their 

learnings from Entira’s leadership development workshop but also by the overall IKEA culture. The 

power of the company culture can be witnessed in its founder’s ‘Testament of a Furniture Dealer’ 

(Appendix A) where he lays out, among other things, what higher values employees should be guided 

by. This was further confirmed by Marie-Luise and Johan, Entira’s founders, as they stated that 

anyone working within IKEA was aware of this document, an element that undoubtedly also shined 

through our data. Understanding the specificities of our case, we moved forward with IKEA Retail 

and adopted a non-probability and purposive sampling as we judged that only individuals who had 

participated in Entira’s leadership development workshops would be included in our explorative case 

study. We made this decision based on the assumption that they would be best equipped and most 
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relevant in answering our research question, thanks to their awareness on the topic and experience 

on developing their own emotional intelligence. Additionally, we set the criteria of holding a 

managerial position, which not only guaranteed that participants were responsible for a team but also 

that such homogeneous sampling would allow for a deeper exploration of their characteristics while 

making their differences more apparent (ibid.). Although the data collected consisted of a small 

sample of eight managers, we had a sense of having reached data saturation thanks to its 

homogeneity, as more data wouldn’t have changed the identified themes radically (ibid.). 

 

The intention of our research being to generate or elaborate theory on the basis of data produced by 

respondents while embracing the researcher’s interpretive role, a grounded theory strategy might 

have seemed appropriate to answer our research question (ibid.). Additionally, our constant 

comparison of codes, as they were produced in order to ensure consistency in the analysis, could have 

hinted towards such a strategy (ibid.). Despite similarities with elements of our research, our intended 

research strategy strayed away from grounded theory as we did not simultaneously analyze and 

collect data, which constitutes its fundamental characteristic (ibid.). In the context of our research, 

coding happened only when the entirety of our data was collected and sorted.  

 

Conducting a case study seemed appropriate as it allows for in-depth research of the studied 

phenomenon in its real-life context (Saunders et al., 2016). The aim of this study, which was led by 

an interpretive philosophy, was to gain an in-depth understanding of the relationship between 

managers’ emotional intelligence and team performance. Thus, the question of establishing 

generalizability through our findings to other contexts can be disregarded.  

 

Although under long-lasting criticism on their ability to create generalizable, reliable and theoretical 

contributions to knowledge, case studies have been shown by Flyvberg to be crucial to academic 

conversations since “a discipline without a large number of thoroughly executed case studies is a 

discipline without a systematic production of exemplars, and a discipline without exemplars is an 

ineffective one” (Flyvbjerg, 2006, p.142). Further supporting this argument, Flyvberg’s first 

misunderstanding about case-study research highlights that the context-dependent knowledge 

produced through case studies is “more valuable [to learn about human affairs] than the vain search 

for predictive theories and universals” (ibid., p.224). Therefore, it appears that the knowledge 
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produced through the case study of IKEA can meaningfully contribute to the academic conversation 

around emotional intelligence.   

3.4 Data Collection 

In following an inductive approach, our research started out by collecting empirical data to explore 

the phenomenon of interest. We predominantly relied on primary data, which can be described as 

new data that is collected by the researcher for the specific purpose of answering the research question 

(Saunders et al., 2009). Interviews were carried out to facilitate the collection of primary data. 

Qualitative interviewing was selected because we were interested in understanding others’ meaning 

making, as opposed to seeking facts or laws from respondents’ talk (Gubrium & Holstein, 2001). 

Since our research topic was more concerned with “establishing common patterns or themes between 

particular types of respondents” rather than focusing on particular settings, we selected qualitative 

interviews over ethnographic methods (ibid.). We applied a subjective approach to interviewing 

because this research views the social world, and thus the interview data, as being socially constructed 

(Saunders et al., 2016). This is contrary to an objective approach to interviews, which views the 

interview “as a method to collect data from interviewees who are treated as witnesses to a reality that 

exists independently from them” (ibid., p.388) and therefore, only seeks responses rather than 

understanding their perspectives. 

 

Since we made the conscious decision to interview former participants of Entira’s leadership 

development workshops, Entira offered to assist us during the process of inviting interview 

participants. Therefore, we furnished a brief introduction to our research topic for Entira, so they 

could present our purpose to their contacts. Entira then emailed our introduction to their contacts at 

IKEA Retail and asked if they would be willing to participate in a one-hour interview to support our 

research. At that point, the contact information of each person that accepted the invitation to interview 

was passed over to us. We then formally invited the participants to interview on an agreed date and 

time.  

 

Eight non-standardized, semi-structured interviews were carried out with different managers at IKEA 

Retail over the span of seven days. All interviews were conducted individually, with a single 

participant. Although all the interviewees work for IKEA Retail, they work in different countries 

throughout the world and are geographically dispersed. Consequently, the interviews were carried 
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out using video telephony, through the use of Zoom Video Communications, to accommodate the 

distance between the researchers and the interviewees. All interviewees were asked in advance to 

select a quiet, private, and neutral space for their interview to help them feel comfortable and to 

minimize disturbances (Saunders et al., 2016). 

 

The exploratory nature of our case study was the starting point for our decision to conduct semi-

structured interviews. Accordingly, we expected to rely on the quality of the contributions from the 

interviewees to guide the next stage of our research (ibid.). Furthermore, we conducted semi-

structured interviews to understand the perceptions of the managers and also, “to understand the 

reasons for their attitudes and opinions” (ibid., p.394). Following an interpretive philosophy, we 

wanted to grasp the meanings that participants attribute to various phenomena. Semi-structured 

interviews enabled us to add depth to our data because we had room to step in and encourage the 

interviewees to further explain or build on their responses (ibid.). Since structured interviews use 

questionnaires to be completed by the interviewer, ask the interviewees an identical set of questions, 

and are normally used to collect quantifiable data, we favored semi-structured interviews over 

structured interviews during the data collection process (ibid.). Additionally, semi-structured 

interviews allowed for a greater emphasis on the respondent’s voice, for a co-creation of data, and 

for flexibility with the questions covered from interview to interview. The interviewees’ names were 

anonymized and the countries they work in were omitted (Table 1).  

 

Table 1: Overview of Anonymized Interviewees 

We adopted Gubrium & Holstein’s active approach to interviewing, where reality is seen “as an 

ongoing, interpretive accomplishment” (Gubrium & Holstein, 2001, p.119). We applied this 

approach because of its focus “on how meaning is constructed, the circumstances of construction and 
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the meaningful linkages that are made for the occasion” (ibid., p.116). Through an active approach, 

both the respondent and the interviewer take on an active role when compared to conventional 

interview approaches. Rather than being perceived as a passive vessel of answers in which 

information is retrieved from, the respondent is viewed as a “productive source of knowledge” (ibid., 

p.119) that actively constructs knowledge in collaboration with the interviewer. The interviewer's 

role is to essentially activate narrative production by purposefully provoking "responses by indicating 

- even suggesting - narrative positions, resources, orientations, and precedents'' (ibid., p.121). 

Accordingly, meaning construction is collaborative between all participants in an interview (ibid.). 

An active style of interviewing allowed us to contribute to meaning-making during the interviews 

with our observations and perspective. For instance, when Louise shared that her use of emotional 

intelligence is unconscious, as active interviewers we were able to improvise a follow-up question to 

encourage her to go into more detail: “you said, it’s an unconscious thing, but can you think of 

specific moments or can you recall moments where you, you were aware of that. That you were using 

it in a particular way?” (I2, 18:30). 

 

Regarding our preparation for data collection, a basic interview guide was produced to assist in 

conducting the interviews (Appendix B). Through the use of an interview guide, we were able to 

steer the conversation with the research question in mind. Questions covered the interviewees’ 

position, responsibilities, understanding of their own emotional intelligence, use of emotional 

intelligence in a team context, and opinion about the relationship between emotional intelligence and 

team performance. Immediately after conducting the first interview, we modified the semi-structured 

interview guide (Appendix C). The order of some questions was rearranged to create a better flow, 

questions that didn’t prove useful were removed, and some questions were reworded. For instance, 

our original guide asked, “In your opinion, what is EI?” (Appendix B). While asking this question, 

we sensed that the interviewee felt they were being tested on their knowledge, and therefore revised 

the question to read, “How would you describe an emotionally intelligent manager?” (Appendix C). 

 

To ensure internal reliability during the data collection process, several measures were taken in 

conducting remote interviews (Saunders et al., 2016). For instance, by having both of us present for 

all interviews, we were able to evaluate the extent to which we were in agreement with the findings 

and the conclusions drawn from them (ibid.). This was further achieved during the interviews, where 

one person took the lead as the interviewer by asking questions and steering the conversation, and 
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the other person took notes on the interviewee’s behavior and responses and contributed with 

questions when needed. After completing each interview, the notes were finalized and discussed 

among the researchers to ensure alignment regarding observations and interpretations. All interviews 

were recorded with consent for the purpose of the transcription process and interview transcriptions 

were completed within five days of each interview date. 

 

Secondary data, data which was already produced by the case company (Saunders et al., 2009), was 

also utilized in this research in addition to primary data. The purpose of collecting secondary data 

was to gain background knowledge on IKEA so that, as researchers, we were informed about the 

company prior to conducting interviews (Saunders et al., 2016). This knowledge was achieved 

through publicly available information from IKEA’s website. Since the focus of this research was on 

primary data, secondary data was not analyzed but rather used for organizational context. 

3.5 Data Analysis 

Following an inductive approach, our aim was to analyze the data collected, identify relationships 

between the data, and “develop a conceptual framework to guide [our] subsequent work”, all while 

trying to avoid influence from existing theoretical constructs (ibid., p.570). Thus, during the data 

analysis, our task was to make sense of the qualitative interview material (ibid.). Upon completing 

the transcription process, we moved on to making sense of the data through the use of codes. Codes 

can be described as “labels that assign symbolic meaning to the descriptive or inferential information 

compiled during a study” (Miles et al., 2014, p.71). The coding process was divided into two stages, 

where the first cycle involved analyzing the interview transcriptions line-by-line and assigning initial 

codes to chunks of data. The second cycle required working with the first cycle codes and grouping 

them into broader categories that summarize the codes (ibid.). 

 

Prior to starting the first cycle of coding, we read all the transcriptions together, out loud, and 

removed paragraphs that did not relate to our topic of interest. For instance, we removed paragraphs 

with introduction and wrap-up related content, irrelevant responses from us or the interviewee such 

as “Yes”, “Okay”, and questions and corresponding responses that were solely designed to create 

comfort between us and the interviewee. In turn, we established criteria we used intuitively when 

keeping paragraphs. In particular, we kept paragraphs where the respondents’ shared reflections, 

opinions, and specific examples to make a point, if they mentioned the word emotional intelligence, 
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if they explained emotional intelligence in their own words, if they used words illustrating subsets of 

emotional intelligence, if they talked about their feelings, and if they talked about team performance 

or used words that were synonymous to team performance. A comprehensive list of our criteria 

including synonyms of emotional intelligence and team performance can be found in Appendix D. 

We recognize that in reviewing the academic literature prior to developing a preliminary research 

question, we were exposed to the construct of emotional intelligence and the terminology related to 

it. Hence, it must be acknowledged that while our approach is aimed at being primarily inductive, the 

aforementioned data sorting process was influenced by this prior knowledge. However, after sorting 

paragraphs, we tried our best to disregard the existing theory so we could make up our own codes 

and group quotes we find interesting together.  

 

We initiated the first cycle of coding by familiarizing ourselves with our data during the transcription 

process. We worked together to compile an initial list of recurring themes we observed in the 

transcriptions. As we consciously commenced coding, we left room for new codes to emerge (ibid.). 

Throughout the process, we kept a shared list of every code created, followed by a working definition 

assigned to each code. The purpose of the list was to minimize the generation of duplicate codes and 

to ensure consistency in the coding process (Saunders et al., 2016). 

 

Four different coding approaches were utilized in the first cycle of coding. Descriptive coding was 

the approach most heavily applied in the coding process, used to summarize the topic of a passage 

by using a word or a short phrase (Miles et al., 2014). Descriptive coding was selected because it 

enabled us to generate a list of topics to be categorized during the next cycle of coding. Examples of 

descriptive codes produced include “presence”, “empathy”, “lead by example”, and “body 

awareness”. Additionally, process coding which exclusively uses “-ing” words “to connote 

observable and conceptual action in the data” (ibid., p.75), was employed because we wanted to 

express the actions and interactions of the respondents (ibid.). Examples include “establishing 

transparency”, “teaching the team”, and “relating”. Values coding enabled us to represent the 

respondents’ perspective by reflecting their values, attitudes, and beliefs (ibid.) through codes such 

as “V: approach matters”, “V: trust”, and “B: recognition”. Following an interpretive philosophy, we 

prioritize the way respondents make sense of their experience, and therefore applied in vivo coding 

to highlight the respondents' own language (ibid.). This involved coding exact words or phrases from 

the respondents’ responses, such as “shields”, “resist’, and “bridge”. The four coding approaches thus 
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harmonized with our research question concerned with sensemaking. Keeping our research question 

in mind, we automatically excluded coding approaches such as evaluation coding, as it applies non-

qualitative codes onto qualitative data, assigning judgement through codes rather than honoring 

sensemaking (ibid.). 

 

Once the first cycle of coding was concluded, we had compiled a list of unstructured codes that 

emerged from the raw data (Appendix E). Some codes were revised to make sure that we were 

completely aligned with the way they were phrased and described. We then proceeded with the 

second cycle of coding, grouping together unstructured codes into sub-themes that had the same 

meaning, but used different terminology. Sub-themes were used in an attempt to make sense of the 

data before exploring themes that emerge from the data. For example, we created a sub-theme called 

“encouraging transparency” which grouped together the following four codes: “B: transparency”, 

“honest feedback”, “being consistent”, and “establishing transparency”. Codes that did not fit with 

the final list of sub-themes were abandoned, such as “energizing” and “developing business and 

people”. When sub-themes needed to be organized even further for us to be able to make greater 

sense of the data, we developed second order themes to group those sub-themes. A deep reflection 

and analysis of the sub-themes and second order themes led us to produce five key themes staying 

true to the data and collectively answering our research question. Following the principles of an 

inductive approach, we didn’t refer to existing literature during the coding process and all themes 

emerged solely from the data collected. Refer to Appendix F for a visual of the coding tree.  

3.6 Methodological Limitations 

During the data collection process, various limitations were experienced and recognized. First off, 

the coronavirus outbreak began spreading globally during our data collection process. Not only did 

Denmark shut down its schools, private businesses, and much of the private sector from the 11th of 

March 2020, but other countries around the world also started taking measures against the pandemic. 

Some of the managers we had scheduled interviews with, being upper-level managers for IKEA 

Retail, were forced to cancel our interviews to participate in emergency, coronavirus-related 

meetings. More specifically, two interviews were cancelled without the option to reschedule due to 

the interviewees’ lack of availability and change in priorities during this ongoing crisis. While we 

attempted to schedule additional interviews with new participants, we experienced the same obstacle 

because our research focus was on managers who were then generally occupied with coronavirus-
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related responsibilities. Consequently, the interview sample size was slightly reduced by the 

coronavirus pandemic. While it has been recommended that 12 interviews should suffice when the 

researcher’s aim is to “understand commonalities within a fairly homogenous group” (Saunders et 

al., 2016, p.297), we acknowledge the obvious limitation of having had access to only eight 

interviews due to this unpredicted global health crisis.  

 

Not only did the coronavirus outbreak limit our sample size, but it also limited our access to academic 

sources while writing this research paper. Although Copenhagen Business School’s (CBS) library 

generally provides an abundance of literature and sources, we were limited in accessing books that 

were only available as hard copies due to the shutdown of all schools and public libraries in Denmark. 

Moreover, some resources available online through CBS only provided a limited amount of copies, 

and therefore, online books were not as easily accessible due to the high demand by students during 

this time. 

 

Another limitation is related to our interview approach. Unfortunately, face-to-face interviews were 

not an option because of the geographical distance between the interviewees and the researchers. 

Using Zoom Video Communications provided flexibility in scheduling interviews with managers in 

different time zones and enabled us to interview managers despite the distance. However, a stable 

internet connection was necessary to carry out quality interviews through the software. We made a 

conscious effort to conduct all interviews using a reliable internet connection and asked the 

interviewees to prepare correspondingly. Nonetheless, we occasionally experienced spotty 

connections during the interviews, which unavoidably broke the flow of the conversation. As the 

benefit of a face-to-face interview is “that it has the context potential of simulating natural everyday 

conversation” (Gubrium & Holstein, 2001, p. 7), such alternative would have offered us the 

opportunity to create a more comfortable environment during the interview and to ultimately 

encourage interviewees to open up more naturally. 

 

To help avoid committing the attitudinal fallacy, observations could have been used as an additional 

form of data collection to supplement the interviews. Defined as “the error of inferring situated 

behavior from verbal accounts” (Jerolmack & Khan, 2014, p.179), the attitudinal fallacy should be 

acknowledged because there are oftentimes inconsistencies between people’s expressed attitudes and 

how they act (ibid.). While our mono-method qualitative study prioritized the verbal accounts of our 
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interviewees, incorporating some observations would have allowed us to also observe the managers’ 

behavior as it played out and thus, reduce the risk of committing the attitudinal fallacy. However, 

due to a limited amount of time and financial resources granted for this research, we were not able to 

overcome the geographical distance between interviewee and the interviewers, and thus carry these 

observations. 

 

Lastly, all interviews were conducted in English because it was the only common language spoken 

comfortably between the interviewers and the respondents. Although we were generally able to 

collect quality data through the interviews, the fact that six out of the eight respondents’ native 

language was not English, could have led to potential language barriers when they crafted their 

responses. 

4. Data Analysis 
In the following chapter, the empirical results will be described. In the first section, the managers’ 

perceptions of emotional intelligence will be presented. In the second section, the managers’ 

understanding of a manager’s role in relation to a team will be introduced. In the third section, we 

will review how managers apply their own emotional intelligence in a work context, based on their 

interpretations. In the fourth section, the managers’ perceptions of team performance, describing 

what they consider to be good team performance will be presented. In the fifth section, we will 

consider how the interviewees understand the impact of their own emotional intelligence on team 

performance. All quotes presented in this section refer to the specific interview transcript and time 

stamp from which the quote was extracted. Refer to Table 1 in the methods section for an overview 

of the interviewees. All interviews were intentionally transcribed word-for-word in order to prioritize 

the interviewees’ voice.  

4.1 Perceptions of Emotional Intelligence 

In this section, the managers’ perception of emotional intelligence will be described. First, we will 

present the perception of emotional intelligence as a capability. Next, we will present the perception 

of emotional intelligence as a tool. Lastly, we will present the perception of emotional intelligence 

as being necessary in the workplace. 
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4.1.1 Emotional Intelligence as a Capability 

Throughout our interviews, we received a variety of answers when we asked the interviewees to 

describe an emotionally intelligent manager. Some of the managers at IKEA Retail viewed emotional 

intelligence as a capability. For example, a number of managers viewed emotional intelligence as a 

state of awareness. As Oliver put it, “An emotionally intelligent manager is aware of who they are 

and how they impact others” (I6, 9:47). Helene further elaborated this idea when she said, “you're 

trying to understand how actually in my world, the human being is behaving and why human beings 

are behaving as they're behaving” (I2, 28:56). Søren, shared a similar perspective when he said, “I 

think it requires quite a bit of emotional intelligence to figure out, in which moment am I here? And 

more than the words that someone is sharing with you, you know. What is actually, where those 

words coming from” (I1, 8:50). Rather than listening to people’s literal words, Søren shared that in 

his view, an emotionally intelligent manager asks questions such as, “okay what's happening here? 

Where's this person's emotions coming from? What are the different emotions, what are the different 

emotions happening inside of the team? And how do they relate to each other” (I1, 8:50) and in doing 

so, he believed “it's about a sensitivity to where other people are” (I1, 8:50). Morten shared an 

example of a challenging scenario illustrating how he perceived emotional intelligence: “She thought 

I was attacking her and her team. And then in order to defend herself she attacked mine. Emotional 

intelligence is being able to see that. And take a breath, and say ‘You know what, you might have a 

point. Let's discuss it’” (I3, 7:15).  
 
Not only was emotional intelligence viewed as a state of awareness, but it was also perceived as an 

ability to be empathetic. For instance, Trine summed up emotional intelligence as being “how you 

practice your empathy” (I5, 16:06). Sharing a similar perspective, Louise described an emotionally 

intelligent manager as being “the one who can, who can feel and understand others. Even despite, 

despite maybe being very different” (I5, 14:13). Louise shared that “you have to understand another 

people's point. And you have to be able to tune in and be able to stand and see yourself in the other 

person's shoes” (I4, 15:56). In his own words, Søren said, “I think an emotionally intelligent manager 

is certainly an empathetic person, I think. At least somebody who understands what empathy is” (I1, 

8:50). Likewise, Helene expressed that in her view, an emotionally intelligent manager is, among 

other things, “leading with empathy” (I2, 32:54) and elaborated on this perspective: “I still believe 

that you need to have a genuine interest in, in human beings and understanding what is behind the, 

maybe the facade” (I2, 32:54).  
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During the interviews, some of the managers associated emotional intelligence with a person’s ability 

to self-regulate their own behaviors and emotions. For example, Louise illustrated this view when 

she says, “If a person is saying something you don't like or you don't agree, you have to really not 

shout, or like freak out or shout or make a scandal. But you need to a little bit, adjust your emotion 

and see how you can actually see the, the point of view of the person” (I4, 33:48). Morten shared a 

similar point of view regarding emotional intelligence: “The thing is, is that we, we always teach 

people not to resist and to be open. And actually when you are dealing with emotional intelligence 

the one thing you have to teach people to do is resist. Resist your initial thoughts. Like I said. Are 

you judging, are you attacking? So being able to resist that initial compulsion to, to lash out or attack 

or defend even your team” (I3, 12:38).  
 
Not only did Morten view an emotionally intelligent manager as someone who can self-regulate, but 

he also interpreted emotional intelligence as an ability to be open with others: “Emotional intelligence 

is about sharing your vulnerabilities” (I3, 21:35). This outlook was shared by other managers as well. 

Jeppe, for instance, believed that, “a manager that is leading with, with emotional capabilities is 

somebody who is, has more openness” (I8, 9:19). When describing an emotionally intelligent 

manager, Rasmus gave an example of a former manager of his: “she was, in the context of emotional 

intelligence, I think that she was one of the most open persons in, that I actually knew. And when I 

say open, I mean that she was honest, she was open, and she was, she was saying that it hurts when 

there was actually tough moments in work or in private lives” (I7, 6:34). Additionally, Oliver 

expressed that emotionally intelligent managers “also need to be open enough to admit what they're 

doing well and where they've screwed up” (I6, 9:47). 
 
To further support the perspective of emotional intelligence as a capability, some managers viewed 

emotional intelligence as an ability that can develop over time. Louise, for instance, believed that 

emotional intelligence “grows on you with time” (I4, 15:56). Sharing a similar line of thought, Trine 

believed that emotional intelligence is something that can be developed: “emotional intelligence is 

always there. It can be lower developed or developed in some better way” (I5, 40:55). Additionally, 

she specified that managerial experience develops managers’ emotional intelligence: “Managerial 

experience takes you up and up with emotional intelligence” (I5, 41:31). Similarly, Morten shared 

that he also believed emotional intelligence can be developed when he says, “it's not easy. And it's 

about developing the habit, and an awareness” (I3, 7:15).  
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In sum, we found five interlinking perceptions of emotional intelligence which share a common 

element. In viewing emotional intelligence as an ability that can develop over time, to be empathetic, 

to self-regulate, to be open with others, and as a state of awareness, managers at IKEA Retail share 

a perception of emotional intelligence as a capability.  

4.1.2 Emotional Intelligence as a Tool  

While emotional intelligence has been described as a capability from the managers of IKEA Retail, 

it has also been referred to as a multifaceted tool. According to Søren, emotional intelligence provides 

“conversational tools” (I1, 11:22) that, for example, help a person determine “What kinds of 

questions can you drop into a conversation that, that created or maintain an open space for 

conversation” (I1, 11:22). Louise also viewed emotional intelligence as a tool when she expresses: 

“I think some people or managers, they are more prone to gain this emotional intelligence, like in 

their life as a tool” (I4, 18:49). Additionally, Oliver explained why he requested to participate in 

Entira’s leadership development workshop, which creates an awareness about emotional intelligence 

among participants: “It was from my own desire but it wasn't just about desire, it was about... What 

the tools that I felt I needed to do my role in the best way possible” (I6, 4:56).  
 
Emotional intelligence was also depicted as a tool when managers described emotional intelligence 

as a way to bridge people together. In his own words, Morten believed “emotional intelligence is 

about connecting” (I3, 43:34). His point of view is elaborated further when he shared: “emotional 

intelligence is all about how to bridge that gap and all that I use in order to do so” (I3, 31:50). Louise 

shared that she was experiencing an ongoing and challenging situation with a team member and in 

response, she used emotional intelligence as a bridge: “I'm trying to build this bridge, you know, and 

even I hate it and I don't want it. But to work together, we have to somehow try to at least have a 

chance. So that's where I constantly actually catch myself in this emotional intelligence” (I4, 18:49). 

Rasmus explained how his own emotional intelligence builds a bridge between himself and others: 

“when I'm upset by something, or I just had a bad morning or a bad week.... I, if I say about that, it 

also explains my, my behavior to the people I'm talking to, right? That also like builds the bridge and 

that makes so the conversations much more comfortable for both sides, for the both parties” (I7, 

9:28). Additionally, during the interview, Rasmus provided a specific example of how he used 

emotional intelligence to connect with one of his direct reports who was acting unlike herself: “And 

I start talking to her, ‘What do you feel? What's wrong? Is it something with your job? How can I 
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support you? Because I knew that you've had a different experience, but this kind of, so just tell me 

what you feel. That would be great.’ And she was starting to crying and the outcome was that she 

told me that she's pregnant” (I7, 11:05). He then continued, “What kind of man know what to do in 

this situation? What do we know about the pregnancy, right? But that was a nice bridge to bring us 

together” (I7, 13:25). Rasmus summed up his perspective when he described emotional intelligence 

in the following way: “I think it's more like, like, like a light, which helps us to find the way in a dark 

room to better understand each other” (I7, 14:09).  
 
Emotional intelligence was further viewed as a tool to create better relationships with other people. 

When asked to describe an emotionally intelligent manager, Søren responded by saying, “I think a 

lot of it has to do with sharing really at an emotional level. So I think I'm able to get a lot more honest, 

open, transparent, relationships with people by initiating that a little bit” (I1, 11:22). Jeppe expressed 

that he shared a similar view when he revealed, “I believe that working with emotional intelligence 

is contributing to creating this, this trust in the group. Therefore I believe it supports the precondition 

for a better exchange and for better trust. So, yeah, this is all I believe it is supporting your group to 

work better and to achieve better results” (I8, 27:12). Adding to this perspective, Rasmus presented 

a situation where he tried to dig deeper to understand the motivations behind the actions of one 

member of his team: “And sometimes the reasons can be really surprising because he's starting to 

talk. And when he, he's explaining I understand him much, much better” (I7, 14:09). 
 
Hence, the second perception we found of emotional intelligence was that it was regarded as a tool. 

Not only were some interviewees explicit about viewing emotional intelligence as a tool, but they 

also perceived it as a tool to bridge people together and create better relationships with others.  

4.1.3 Need for Emotional Intelligence 

The interviews further revealed the vital role emotional intelligence plays for a team in the work 

context. The interviews further revealed the vital role emotional intelligence plays for a team in the 

work context. Louise for example described how working in a team with low emotional intelligence 

looks when she says: “you basically don't give or... Nothing. You don't give a thought about anything. 

What's going on with your colleagues? And how is it for them to work? And this kind of team, I 

think, is very cold and result-oriented and maybe even the climate is such that you, that you are 

enjoying the failures of others” (I4, 33.48). Louise continued to portray a team with low emotional 
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intelligence in a negative light when she said, “I've never been to these different, different kind of 

teams where you are just, you know, you’re like at war. But I know a lot of friends and a lot of 

colleagues and my husband and a lot of stories around that” (I4, 33:48). Correspondingly, Rasmus 

described a situation where he believed he was not acting in an emotionally intelligent way: “I was 

talking to a person which was really sleepy, like closing the eyes, not really listening to me. And I 

asked, ‘what the hell are you doing, yeah? Can you be more authentic please? Right here and right 

now, let's talk.’ And the person who was very openly saying that, ‘you know, I've had, I've had my 

baby is sick and I just had a very sleepless night. So if we can just move this conversation to maybe 

to another time, that would be perfect’” (I7, 11:05). After that experience, Rasmus recognized a need 

to change his approach and shared this thought: “I was certain in that moment that I did something 

really bad. Because that was not what I said. I didn't ask the person about feelings and the situation 

the person be in. So that's one moment which I'm trying to consciously avoid” (I7, 11:05). 

Furthermore, Rasmus acknowledged that when people do not show their emotions openly, “you need 

to get in touch for some time to understand what is actually behind the shields” (I7, 6:34). 
 
Thus, the final perception of emotional intelligence that emerged through our findings was that 

emotional intelligence was viewed as necessary in the workplace. To conclude, we found through the 

interviewees that emotional intelligence was perceived as: (1) a capability, (2) a tool, and (3) a need.  

4.2 Manager’s Role 

This section will present the managers’ interpretation of the role of a manager in the workplace. 
 
Throughout the interviews, manager’s made comments about the responsibilities they considered to 

be part of a manager’s role. The comments were diverse but the urge to share these notions was 

consistent nonetheless. Søren shared his perspective on what a manager’s responsibility is when he 

said, “I think [emphasis on 'I'] every manager should eventually try to achieve, is that these people 

don't need to be managed or led anymore” (I1, 18:30). He then elaborated further: “ideally we get to 

a place where they don't need me and they can operate together” (I1, 18:30). Trine shared her view 

about the role of a manager when she explained, “managers are paid for managing ambiguity, for 

doing things which nobody knows how to do.... When everything has been set up and works, manager 

is not needed in this situation. It's clear. It's work for a specialist” (I5, 4:49).  
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Trine also shared the expectations she attaches to a managerial role: “as a manager you're expected 

to be more decisive than empathetic, more courageous than vulnerable. Yeah? This is one side. The 

other side is, you can't be courageous and decisive in the right way without being empathetic and 

vulnerable” (I5, 7:31). As she continued, she expressed a clear stance on how a manager should 

respond to such expectations when she said, “You are a manager, you decide. You are a manager, so 

you should take courage” (I5, 7:31). Helene shared a similar perspective regarding expectations based 

on the role one has when she said, “If you have a certain role, you have a certain stamp on your face” 

(I2, 35:45). Helene furthered her point as she recalled a meeting she held concerning the closure of 

an organization within IKEA, which she was managing. She explained that after she shared her fears, 

concerns, and sadness, she thought to herself, “Oh my! You know. Am I going too far here? Do they 

expect me to be, you know, the strong rope in the ocean, you know... And I need to be the one who 

has no fears and no, no doubts” (I2, 35:45).  
 
Morten also shared his interpretation of a manager’s responsibilities when he said, “As a leader, you 

have […] accountability, responsibility, obligation to reflect [an emotionally intelligent] way of 

working to your peers and to senior management. You, you have responsibility to lead and influence 

upwards as well as down, and as well as to your side” (I3, 35:46). While Morten perceived 

influencing various stakeholders to be an important responsibility of a manager, Louise highlighted 

a manager's responsibility to influence the team: “And a team manager should encourage and not 

only encourage, but to always try to create the psychological safety before even enabling the team to 

perform. Because otherwise, people will perform individually, of course” (I4, 42:29). Similarly, 

during the interview, Trine also commented on a manager’s role in relation to the team when she 

said, “So, part of a manager’s work is to thoughtfully take the team out of comfort zone” (I5, 45:49).  
 
In sum, some of the interviewees shared their perception of the expectations attached to a manager’s 

role. One interviewee expressed that the purpose of a manager is to manage ambiguity. Moreover, 

some interviewees believed that managers are responsible for influencing other people, such as their 

team or stakeholders related to the business. An additional view that was presented was that managers 

are responsible for developing the team to a point where they do not need to be managed anymore. 
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4.3 Manager’s Own Use of Emotional Intelligence 

When reviewing the interviewees’ perspectives on how they apply emotional intelligence in a work 

context, their responses indicated two scenarios. The first one involved the managers using emotional 

intelligence as a capability to better understand others. The second one involved the managers using 

emotional intelligence in an attempt to better understand themselves. To provide an overview of each 

aspect, the two approaches are reviewed individually. 

4.3.1 Application of Emotional Intelligence as a Capability to Better 

Understand Others  

One way managers expressed how they were better understanding others was through a general 

awareness of others. Oliver gave an example of such awareness as he recalls a one-to-one meeting: 

“And we sat down for this talk, and it was clear to me that he was off. He was not having a good day. 

And, you know, we got in, when I sat down with him I said like, ‘Are you okay to have this 

conversation today? Because you don't seem yourself’” (I6, 15:11). When Jeppe was asked how he 

uses emotional intelligence to guide his behavior at work, he responded by saying, “Well, it's a, it's a 

question of feeling of course. And it's about when you, when you feel that something is not going on 

very well, or there is, there is, there could be some hidden thoughts in the group. It gave me at least 

the power to be able to break, the break the mirror and say, ‘Well, what is it about? I can feel that 

something is not, it's not okay. What is not okay with you?’” (I8, 12:13). Søren also demonstrated an 

awareness of others when he shared his observation of one of his team members going through a 

challenging situation at work: “He can overtake a room in the blink of an eye when his anxiety starts 

to come out and he becomes very directive. I've seen him become aggressive with people. And 

breaking that down, I think you get to a point of, okay, ‘Where's that fear coming from? What are 

you afraid of here?’” (I1, 23:41). Søren continued by sharing what triggered his response to address 

the situation: “I saw a specific event with a stakeholder somewhere else in the business, basically. 

But, there was a completely unproductive conversation where neither person was listening to each 

other. And then starting to realize that that was a pattern” (I1, 27:22). 
 
Another way managers expressed their use of emotional intelligence was by taking cues from other 

people's body language. When Jeppe was asked to give an example of when he used his emotional 

intelligence at work, he described a meeting in which he “had the task and the duty to come with a 
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good and bad news” (I8, 14:14). He then explained how he interpreted people’s reactions through 

their body language: “So you could see immediately the body language of people being like that [he 

crosses his arms]. I mean, it's obvious that somebody, somebody is not going well with the people” 

(I8, 14:14). From Morten’s interview, a particular attention to body language was also expressed 

when he said, “You can read most people through their eyes and body language and side moves” (I3, 

20:09). At one point in the interview, Oliver admitted: “It's taken me a while as a leader to be sensitive 

to the subtle signals and others when they do have something to say, and to draw it out” (I6, 39:00). 

When further asked how he would see those signals, Oliver described how he takes cues from 

people’s body language: “You could see it in people's body language. You could see it in their 

expression of their eyes. You could see it in the way they'll start to lean in, in a discussion, but maybe 

won't say anything” (I6, 41:45). 
 
As we conducted interviews, we noticed that some managers demonstrated their understanding of 

others through verbalizing empathy, thus being able to express shared sentiments in a clear way when 

communicating with their team members. Søren shared the feelings of one of his team members when 

he said, “And I think I, I can understand where he's coming from because I see myself in that situation 

pretty clearly. Everything that I just described about, you know, my fear of being able to develop my 

career. You know, being attached to every single success or failure along the way” (I1, 23:41). 

Similarly, when asked how emotional intelligence guides his behavior at work and within his team, 

Rasmus responded by saying, “I'm trying to do the same when I talk to other people and I, if I 

understand that the person is happy with something, I really want to know what has made this person 

happy. In this particular breath, because maybe that's the reason to celebrate something, yeah?” (I7, 

9:28). Morten explained that, from his perspective, “emotional intelligence isn't about knowing 

everything. It's just knowing when to ask the right questions, being sincere about them, and respecting 

people's views” (I3, 35:46). Morten described himself as asking questions in an attempt to understand 

his team members better: “I get the guys together and I ask them: ‘How do we feel about this?’” (I3, 

21:41). 
 
Various managers expressed that leading by example often allowed them to better understand their 

team members. From Trine’s perspective, the benefit of initiating openness with her team is that 

“they see you are open and they open themselves just so that you can communicate directly” (I5, 

16:06). Similarly, Jeppe illustrated leading by example when he explained how he approached a 
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situation in which he had to announce a change that created tension and fear among his team: “The 

fact to bring myself in, in sharing my emotion was just to invite the others to say, ‘Well, if my 

manager is able to express his emotion, hm, with such a change there is room for us as well, to do 

the same.’ And I think it was important to show, to lead by example in this, to show the example of 

myself being vulnerable and being also emotionally impacted” (I8, 20:23). Additionally, when Oliver 

wanted to understand one of his colleagues better, he described how his colleague followed his lead 

and opened up to him after Oliver shared his struggles with him first (I6, 15:11). When Helene shared 

her fears during a meeting, she expressed how her approach mattered when she stated, “That, that 

helped me the most in that, me as a leader to, [...] you know, to show them that we are all sitting in 

the same, in the same boat. And, we can all survive if we are keeping, keeping ourselves strong 

together” (I2, 35:45). 

4.3.2 Approaches Used to Better Understand Oneself 

The second way managers interpreted the use of their own emotional intelligence was through 

approaches to understand themselves better. Almost all the managers we interviewed expressed a 

sense of self-awareness. For instance, Søren understands himself to be a certain way when he said, 

“So I'm fairly open with most people that I'm a pretty ambitious guy and I would like to continue to 

grow and to develop in my career. And so, failure for me, every single little tiny failure relates back 

to my ability to continue to grow my career” (I1, 20:42). Helene also indicated an awareness of 

herself and her values when she explained, “I'm very bad in playing a show, you know. I'm, I'm who 

I am and I am, I'm like this, you know. And I can listen and learn. But there are certain things which 

I will not let go of, because I just consider them as being super valuable and relevant for me and my 

environment and for, for the business” (I2, 42:13). Likewise, Morten confidently shared an awareness 

of himself when he stated, “So the one thing I've always been exceptionally good at is sincerity when 

I talk to teams, or people, or [...] I know that when I ask somebody to take on a direction, everything 

about me, my energy, my voice, my words will also portray what I mean” (I3, 31:50). When Louise 

was asked to recall a moment where she was aware of her use of emotional intelligence, she 

responded by sharing a specific example: “I have personally one very challenging situation with one 

of my team members” (I4, 18:49). She then continued by expressing a self-awareness in response to 

the situation, “I think I went through all the stages from, from.... Now my English will get in the way. 

From rage, to hesitation and back to rage. Then probably I thought ‘Oh, I'm such a, such an awful 
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person.’ And, you know, this guilt and then come back. So I've been through this whole spectrum of 

human emotions” (I4, 18:49).  
 
Trine also shared an awareness of her own priorities and their impact on her as a person: “I have been 

for many years the girl with A grades everywhere. For me, successful performance, my own, and my 

team's, used to be and is highly important for my well-being. And at a certain point, I understood it 

as my weakness. Cause you can't be successful 100% of your time” (I5, 32:02). Additionally, Oliver 

perceived himself to be as follows:  “I am straightforward. I am open. I'm also reliable and I'm also 

very accepting” (I6, 12:03). He continued describing how he perceived himself by giving an example: 

“I'm quite outspoken. If something happens in a meeting. I'm often, you know, one of the voices that 

says, you know, that will speak out. And because of that, I'm often on the receiving end when the 

meeting breaks and we leave and go about our lives” (I6, 42:48). Furthermore, Rasmus indicated an 

awareness of himself when he said, “I just knew that if I'm not controlled I can do my work, my, my 

things much better because I know that there will not be a second check” (I7, 19:38).  
 
In addition to self-awareness, some of the managers’ responses indicated reflection on their own 

actions or thoughts. For instance, through his coaching work, Oliver shared, “I started to understand 

my own need for attention and how that impacts me. And how that affects my behavior” (I6, 56:06). 

He reflected even further as he continued, “And then, in my business life, in the context of a meeting 

or a team, now I understand enough before I open my big mouth. To stop and pause and say, ‘Okay 

[Oliver], is this really important to the conversation, what it is that you want to say? Or is this 

something you've thought about contributing because you have a need for attention right now because 

you haven't been speaking in 10 minutes?’” (I6, 56:06). Likewise, Helene reflected on how stressful 

situations affect her as she explained, “And I realized that with myself as well, the more stressed I 

get or the more intense it gets and the, the, the lower my active listening becomes. And this is so bad, 

because every time when I realized that happens, the result is not as good as it could be” (I2, 22:28). 

Morten explained how and why he reflects on his behavior when he said, “There's so much wisdom 

out there that surrounds us that helps us be a better person. It doesn't mean that I get it right all the 

time. But I do take the time when I'm in my car driving home to reflect on the day, and how I could 

have behaved smarter or better, or what cues I need to account for” (I3, 51:43). 
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A couple managers described scenarios in which they viewed their own self-control as beneficial to 

the situation. For example, Morten described a challenging situation with a colleague: “I felt there 

was some contractual breaches that we need to deal with. [Names coworker] immediately got 

defensive, and without thinking took it personally and attacked” (I3, 7:15). He later explained how 

he resisted the urge to react: “not so long ago, I would have absolutely walked out on top of that 

room, across [names the coworker], the Department everything... No problems and being a complete 

ass. [...] And would I have felt good after that? No. I needed to change something in me. I needed to 

change a habit. And my habit was a reaction. And then I needed to learn how to resist that reaction. 

Not to come up with the answer but just to take a breath” (I3, 48:39). Similarly, Louise described her 

reaction to a challenging situation with a team member and how she resisted making rash decisions: 

“And I noticed that I would, I try to really withdraw myself back to the like, safe ground and I think 

very, you know, soberly about the whole thing and trying to, to not to make fast and not thought over 

decisions regarding. And then, I'm trying to adjust” (I4, 18:49).  
 
A few managers viewed some of their decisions as being guided by their feelings, gut, or heart. 

Helene started off by saying, “the key element is listen to what happens in your stomach or what your 

stomach is telling you, what your heart is telling you and what your brain is telling you. And then try 

to understand which of those three is driving your behavior, the most... I think for me, it's my stomach 

decisions... My decisions, I take which are driven by what I feel have 95% always been the better 

ones” (I2, 28:56). Morten also shared that for him, it’s rather about “working with heart, instead of 

head” (I3, 15:33). Additionally, Louise expressed that she connected with the idea that “you don't 

only make decisions with your brain, you also make decisions with your emotion” (I4, 53:22) when 

she said, “I think I am such a representative of more emotions than a brains person” (I4, 53:22). 
 
To conclude, we found that managers used their own emotional intelligence both as a capability to 

understand others, but also to better understand themselves. The interviewees expressed that they 

used their own emotional intelligence as a capability to better understand others in three different 

ways. They shared they were able to do so by being aware of others, taking cues from others’ body 

language, verbalizing empathy and being open. Additionally, interviewees perceived that they used 

their own emotional intelligence to better understand themselves through self-awareness, self-

reflection, self-regulation, and by letting their feelings guide their decisions. 
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4.4 Perceptions of Performance 

In this section, the managers’ perceptions of good team performance will be presented. The managers 

shared two views of team performance: (1) that performance is measurable; (2) that the team’s 

behavior is considered when assessing performance. Both views will be presented below.  
 
Throughout the interviews, the managers were asked to share their perspective to create a shared 

understanding of what they saw as performance so we could, later on, answer the research question. 

When asked to express her perception of team performance, Trine shared that she assesses team 

performance through an analysis of results and KPIs: “I am managing a sourcing team. Our work is 

very much about money and the results can be calculated into figures very easily. A successful project 

brings savings with quality and service availability secured. And the more savings we bring, the better 

our performance is” (I5, 35:29). She also shared her opinion on this form of evaluation when she 

said, “So there's a list of KPIs and so I am in a happy situation that I, when evaluating team 

performance, I can operate with figures. So it is really very fact based” (I5, 35:29).  
 
When Louise was asked what she considers to be team performance, she articulated the importance 

of reaching results: “Of course we are selling goods and customer are very willing to buy those. So, 

our product is sales. So we need to, need to always strive for results, you know” (I4, 28:32). She then 

described a successful team in the following way: “And a successful team is the one who can work 

together to make results, in my understanding. It's not only the team who spends a nice time together. 

It's the team, who would come to the result, good result” (I4, 28:32). Louise further emphasized her 

understanding of a successful team as, “the team, which will probably be understanding some 

mistakes and accepting those and then trying, testing, trying something else. But then, in the end, [a] 

successful team is the only team, is the team which reaches some results” (I4, 28:32). She also 

clarified what she meant by results when she says: “In different teams, it is different. In sales teams, 

result is money and profits… In, in People and Culture it's that we ensure that our processes are 

people related… our results would be the climate indicators… Our results would be also a succession 

rate, a lot of KPIs” (I4, 30:17). 
 
While Louise emphasized the importance of evaluating team performance through results, she also 

considered the behavior among team members as relevant when discussing performance: “To 
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perform together is to be able to work in one room, you know, to share their opinions, to help each 

other, or at least not to disturb each other, or, or, like, you know, play against each other. All this, 

you know, many things can stop performance” (I4, 42:29). During his interview, Rasmus shared his 

perspective of team performance by also breaking it down into two parts. He started off by saying, 

“First of all, the team performance is about setting a goal, which can be, of course, to measure it. But 

that's about, do the things which you're supposed to do. Reaching the goals and the numbers. To be 

specific, the cost performance. Like how many money was spent to do this amount of job, right? So 

that's all this. That's how we measure” (I7, 15:56). Rasmus presented a behavioral element to team 

performance when he introduced his second point, “But also the team performance really means 

about, about the trust we have to each other. And if the person doesn't, if the team doesn't trust to 

other teams, or the person in the team doesn't trust to other bosses in the team, the team will not 

perform” (I7, 15:56). In his own words, Rasmus summed up his interpretation of team performance 

as follows: “So for me the performance, which can be measured, is also driven by the things which 

can't be measured” (I7, 15:56). 
 
In her interview Helene similarly expressed a mixed view on team performance. She talked about 

how certain teams she interacted with as part of her role “are performing better than others” (I2, 

42:13). When asked to clarify whether better performance referred to measured performance or to 

teams that are functioning better, she responded by saying, “It's both actually. And it's going hand in 

hand of course. And if the team performs or acts in a more conscious way, it's very likely that the 

numbers are showing the progress at the same time” (I2, 47:16). Helene elaborated her view further: 

“But it's how they are acting, how they're getting guidance on prioritizing for certain things. And the 

moment when they are done prioritizing certain things you start, you really start also movement in, 

in, in business KPIs in the right direction” (I2, 47:16).  
 
Jeppe considered both the ability of a team to achieve its overall goal and the team’s process in 

achieving its goal when assessing team performance. He viewed team performance as “the capability 

of a group of people to achieve goals together… the overall goal of the group is, is more important 

than the individual one” (I8, 22,43). Jeppe continued adding more complexity to his perspective: “the 

team performance it's a goal but it's also the capability of the team of working together, of building 

together, of learning from each other” (I8, 25,19). Jeppe elaborated on this point by saying, 

“Performing towards the goal is not only the fact, the fact of achieving the goal. It's also that you, 
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when you, when you work for that goal, you are, you are doing it in a way that is easy for you, or at 

least not stressing, or good stress. Yes, just just to avoid to, to have people be completely... How do 

you say? Burnt” (I8, 22:43). To wrap up his point of view, Jeppe stated that building team 

performance is “not only up to goals but through the way the different people are behaving together” 

(I8, 25:19). 
 
In contrast, Søren considered a team to be performing when the team is essentially self-running: “You 

know, the definition for me is when my team can do their job without me” (I1, 18:22). He explains 

that with a new team, “in the beginning, each person on the team needs the manager to approve or to 

give advice… So they're waiting to do things until they have some kind of acknowledgement” (I1, 

18:30). In his view, the goal is to get his team “away from needing to connect to the manager every 

time we'll do something saying, ‘now you guys have the knowledge, you understand how your role 

is related to this. Go and come back if, you know, run into problems or need support’” (I1, 18:30). 

To describe good team performance, Oliver shared an example of a workshop he designed to 

demonstrate how the teams were able to operate without his constant guidance: “We split them up 

into 2 groups. And they were like 2 groups of 6 people. And we gave them a very specific task. Just 

to get them started. Although we told them how they go about that task is up to them, but this is what 

they need to do. And then their outcome. I mean, to use their own creativity. And, I mean, what they 

produced in two hours, was unbelievable… But that’s good teamwork” (I6, 25:44). 
 
Hence, the responses of the interviewees show varying perceptions of team performance. On one 

hand, they interpreted performance as something measurable, such as goals, KPIs, or results. Yet, a 

behavioral aspect was also considered; how the team acts, how well they are able to work together, 

and a team’s ability to trust each other and function without constant guidance were also considered 

when assessing team performance. 

4.5 Manager's EI as a Facilitator of Performance 

This final portion of our data analysis looks into how managers perceive their emotional intelligence 

to facilitate team performance, breaking it down into two individual parts. The first part will consider 

how managers influence internal team interactions. The second part will focus on their influence on 

team climate. 
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4.5.1 Manager's influence on Internal Team Interactions 

This first subsection on manager’s influence on team interactions will be broken down into four parts. 

We will look more closely at the following influences, in this order: 1) vulnerability, 2) transparency, 

3) being understood by others and 4) understanding others. 

4.5.1.1 Vulnerability 

During the interviews, interviewees expressed that their ability to show vulnerability and share 

emotions influenced interactions within their team. Trine exemplified this view by declaring that 

“Sometimes you are showing more than you would like other people to see. But the benefit you get 

is, you, if you are understood by other people at the end” (I5, 16:06). Søren further described how 

his vulnerability influences his team when he says, “I think the basic premise is, if I can be vulnerable 

with someone else they can be vulnerable with me. That, that opens up, you know, the ability of 

people that work for me to be critical of me. You know in a, in a very safe way” (I1, 11:22). Likewise, 

in her interview, Helene recollected a particular meeting where she showed vulnerability by sharing 

her fears and concerns: “I think it turned the whole process into a different, into a different dimension 

for me. It was easier for people to apply their fears, it was easier for people to go back to their 

managers because most of those people were not directly reporting to me”  (I2, 35:45). Morten further 

described how being vulnerable positively affected his relationship with his team when he said, “I 

had to show that I was vulnerable. And at that moment I got so much respect that for the next 3, three 

and a half years I was there” (I3, 26:04). In addition, Jeppe indicated that he would practice 

vulnerability by sharing his feelings with his team when he sensed tension: “So the way I used to do 

was to... First of all when I, when I could feel that kind of tension, was to speak about my feeling, 

and how, how the information I was passing to them was also impacting me. And being able also to, 

to give my feeling, or my fear” (I8, 14:14). 
 
Additionally, various managers revealed throughout our interviews that they would sometimes admit 

that they did not know what to do or say and employed this tactic as an attempt to improve the 

interactions within their team. Morten illustrated this belief as he recalled walking into a meeting 

thinking, “they were all going to be looking for me for answers. And I didn't have any, I didn't have 

any” (I3, 21:41). He then continued explaining the situation by saying: “I got everything I needed in 

3 hours. Because I asked them. Because I told them that I was vulnerable, and I didn't know how to 

fix this mess” (I3, 17:36). Søren also shares this belief and pinpointed a clear reaction from his team 
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members when he admitted to not knowing what to do in a particular situation: “the behavioral 

change is very clear once you show, I have no idea what to do on this one so we have to, you know, 

slow down and figure it out together” (I1, 16:20). A similar reaction from the team is further 

exemplified by Trine when she shared, “I often practice saying, ‘Honestly, I don't know.’ And it is 

interesting to see the reaction of my team when they hear their manager saying, I don't know” (I5, 

27:23). She then explains why she believes admitting she doesn’t know is important for her team 

when she said, “it helps people within the team to better understand each other. And I appreciate that. 

This, ‘I don't know, let's discuss together. Okay, I admit I might have been wrong.’ These things are 

very precious for...very precious for getting closer and for getting to understand each other better” 

(I5, 27:23). Oliver further emphasized this idea when he shared: “the worst thing I could do is to 

pretend to have knowledge in areas that I don't. [...] if you want to lose trust in people, try to pretend 

that you have knowledge in areas that you don't. You know, people are... Will sniff that out in a 

heartbeat” (I6, 36:52). 
 
Jeppe acknowledged the importance of being human when interacting with his team. He illustrated 

this view by saying, “I think bringing back the human person in the middle of the, of the management, 

the leadership was... Is for me, is the most efficient way of being a good leader” (I8, 9:19). In his 

interview, Søren shares a similar perspective as he recognized the importance of having “a 

conversation with each other which is honest and professional but can still, you know, touch, touch 

a person in a sense” (I1, 7:35). Building onto this perspective, Louise further described what she 

thinks being human means when she said, “people work, but they also have a life. So, life always 

interferes at work. So you can always see where you can be helpful in some personal situations, in 

some professional situations” (I4, 45:29). Additionally, Helene shared her belief that “we are 

sometimes too busy to listen in to individuals, you know, human beings, things people are bringing 

which we don't even realize, get to know each other in a way that we can utilize strength which we 

might never have thought about that those are relevant for our business performance” (I2, 13:45). 

She developed this thought by saying, “When we started to get to know each other on a different 

level, I think we started to acknowledge that we have, we are all individuals, you know. We are not, 

we are not there to have a title and to have a position and being responsible for something in 

particular. We also bring all our values and all our, you know, heritage and all our roots and all of 

our, you know, strengths and weaknesses as an individual person into the game” (I2, 18:28).  
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Lastly, the managers we interviewed also believed openness influences team interactions. For 

instance, Oliver expressed this belief by saying that team members “need to know that their leaders 

are being open with them, insofar as they can be” (I6, 50:00). He further explained saying, “being 

open is not only about expressing your opinion. But it's about expressing what's behind your opinion. 

Why you feel the way you do, is almost more important than how you're feeling, or what you're 

thinking” (I6, 50:00). Søren described openness and how it impacts his team as follows: “when the 

individuals in the team are aware and willing to share… Then the other individuals in the team can 

do the same” (I1, 23:41). Additionally, Trine recalled an example of how her openness impacted her 

team: “a lot of changes have been implemented. And so far successfully. Just because, through this 

open, ‘I don't know’. I ask them to share their understanding, their opinions, and this is how the team 

learns to think and make strategies themselves” (I5, 27:23). Further emphasizing this belief, Rasmus 

expressed this value of openness when he said, “We can't understand [people] if we don't talk. If you 

don't share this experience” (I7, 19:38).  
 
The abovementioned responses illustrate how interviewees perceived their own vulnerability to 

influence internal team interactions. In addition to expressing vulnerability, they also shared this 

perception through admitting they did not know, being “human”, and being open.  

4.5.1.2 Encouraging transparency 

While managers believed that they influence team interactions by practicing different aspects of 

vulnerability, they also expressed the importance of encouraging transparency. Helene, for instance, 

highlighted the importance of “Being as open as you can be and authentic as you can be” (I2, 42:13). 

As she puts it, for her it is a matter of ”not playing a show” (I2, 42:13), something she accomplishes 

by sharing “what I am, who I am and how I am and what people can expect from me” (I2, 51:25). In 

his interview, Oliver also emphasized the importance of establishing transparency when he shared a 

situation where he clearly set new expectations for his team: “they had a very clear understanding of 

what was expected. And if they couldn't make the shift and for some people, it was really hard, they 

actually came to me telling me, ‘You know, I know I'm not delivering to what you expect. And I'm 

very aware of the challenge, and I think my habits are just so ingrained. I can't make the shift’. And 

I was like, ‘Thank you very much, nothing to feel bad about. It is a hard shift to make. But if you 

can't make that shift, I can't have you out there’” (I6, 7:42). Additionally, Morten shared how he 

understood transparency: “Being transparent is holding nothing back” (I3, 21:41). He later 
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demonstrated how he encourages transparency with his team when he tells them: “Say what you feel” 

(I3, 15:48). In his interview, Jeppe recalled a meeting where he initiated transparency when 

communicating with his team: “I was kind of giving my example with my emotion, being very 

transparent. ‘I don't feel good with that. And I would explain you why’” (I8, 14:14). He describes it 

in greater detail stating that “it was really so easy for us to work together, just because we were very 

transparent” (I8, 28:37). He finally concludes that “clarity is very important as well, for, for the 

capability of performing as a team” (I8, 36:42). 
 
Throughout the interviews, some of the interviewees expressed the importance of sharing honest 

feedback within their team. Oliver illustrated this idea through a meeting he had with a colleague to 

clarify a previous altercation: “I said, ‘I love working with you because you bring really great things 

to the table. When it comes to leadership and development you challenge me to think about things. 

But what I really struggle with [...] is your reliability. You never, deliver, on time. Never’” (I6, 15:11). 

His feedback triggered his colleague to respond with an equal amount of honesty regarding his own 

struggles with Oliver: "I know I'm always going to get a straight punch to the gut, whatever it might 

be" (I6, 15:11). Oliver then continued by emphasizing the recursivity and normality of such 

discussion when he said, “that conversation took place probably two months ago. But, I mean, it goes 

on every week, every day, to one extent or another” (I6, 15:11). In his own words, Rasmus also 

highlights the importance of honest feedback when he explains: “when something bad is happening, 

we need to recognize that and not to support this kind of behavior and the same for the good things. 

When things are happening you need to recognize that this is a good thing, right? ‘Have you seen 

that? It's a good thing.’ We need to do it more often. I think it's important when we talk about that” 

(I7, 30:04).  
 
Hence, we found that managers also influenced team interactions by encouraging their team members 

to be transparent. They expressed doing so by establishing transparency themselves and providing 

honest feedback.   

4.5.1.3 Being Understood by Others 

In addition to sharing how encouraging transparency benefited team interactions, managers also 

expressed the importance of being understood by others. As Søren put it, “I want my team to 

understand me, so to speak. So that you know that they, most of them already know for example 
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what, what makes me scared. You know the things that are fearful for me” (I1, 20:42). He then shared 

why being understood matters to him when he said, “So, if they understand that fear in me, they can 

help me acknowledge, when I create fear because of my own anxiety versus when we actually have 

a problem in the business that I need to address” (I1, 20:42). Similarly, Trine described being 

understood as something necessary to team interactions when she said, “when engaging your team, 

you can't do it without letting them understand you” (I5, 16:06). Furthermore, Oliver illustrated how 

he attempted to be understood by a colleague during a previous altercation when he responds to his 

colleague by saying, “‘I know I'm aware of that. But, you know, this is how I communicate. My 

intention is always for the benefit of the business, and the working relationship. I have that 

confidence, I know that. I don't have ill intent. So, that's not going to change’” (I6, 15:11). 
 
Lastly, some of the interviewees considered clear communication to enable being understood by 

others. For instance, Trine emphasized this belief when talking about her team: “You need to put 

your ideas, clear for them and for everyone. The way they understand you will be sort of different 

and so clear for one person might be completely unclear for the other and might mean something 

different for, for the third person” (I5, 16:06). In his interview, Jeppe explained that he believes 

communicating clearly means providing “clarity on what we want, on, on the goals themselves, on 

the, on the way to go [...] is a must, because once more it contributes to, to trust as well” (I8, 36:42). 

Additionally, Oliver recalled a workshop he organized for his team where he demonstrated 

communicating clearly: "Essentially, I'm asking you to do my homework. But, the reason why it's so 

important, you guys engage in this... I'm not comfortable going to that meeting 2 weeks from now 

and speaking for all of you. So I need to really understand where your heads are at. Because I can't 

speak on your behalf. So the reason I'm having you do this workshop today is by the end of the day, 

I'm going to really understand where you guys are at as a group" (I6, 32:52). He then continued, 

making sure once more that he was clear, by saying: “before they went off and did their assignment, 

I asked each of them to repeat back to me [...] how they understand the assignment” (I6, 32:52). 
 
Summarizing, interviewees shared a third perception of how they influenced their team’s interactions. 

They did so by making sure they were understood by their team members, which they found to be 

enabled through clear communication. 
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4.5.1.4 Understanding Others 

In addition to being understood, managers expressed that understanding others was another important 

element influencing team interactions. In several of the interviews, managers shared that they were 

able to understand others by taking perspective on what was being said by their team members. In 

his own words, Søren interpreted taking perspective as not “listening to the specific words but looking 

at the totality of the situation and saying okay what's happening here?” (I1, 8:50). Similarly, Louise 

highlighted: “when you have to manage difficult or even almost difficult situations. You have to be 

able to, to understand also the other, other person's side” (I4, 14:13). In her interview, Trine 

highlighted that she realized the importance of perspective-taking through Entira’s workshops: ”they 

can give a kick for self development for starting thinking about, well thinking a different way about 

same things, but a different perspective and looking from another side. And well, that was a, for me, 

an opportunity to look at the same thing from another perspective” (I5, 7:31). 
 
Besides taking perspective, several managers attested the benefits of aligning with their team 

members. Trine, for instance, illustrated this idea as she imagined a team member coming up to her 

and saying: “[Trine], well I think with this situation, the plan would be, this, this and this. So, I would 

like to align it with you... and if we are aligned and I go and implement this plan” (I5, 20:20). Here, 

she describes aligning as “a more... I would say, sustainable way of coworkers to behave” (I5, 20:20), 

acknowledging that “This is how I would like my team to work as well” (I5, 20:20). She continued 

explaining how she ensures her team is aligned with her: “If they need to get aligned they come to 

me and I make sure that weekly, we have reviews with every of them and we fine tune their 

directions” (I5, 20:20). In his interview, Oliver also shared how he put this idea of aligning to practice 

in a workshop he organized for his team: “I wanted each of them to repeat back to me how they 

understood the assignment. So by the time they left that room, I knew that they were on the same 

page” (I6, 32:52). He continued explaining that “by triggering that conversation in one total group 

before they split up, I knew that they were on the same page and that they would hit the ground 

running” (I6, 32:52). 
 
Throughout the interviews, some managers also mentioned that relating to team members benefited 

team interactions. In his interview, Søren exemplified this idea when he said: “I can understand where 

he's coming from because I see myself in that situation pretty clearly” (I1, 23:41). Helene explained 

how, during a challenging situation, she surprised her team: “I saw in the faces of the people, a big, 
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big surprise because they were not, they were not expecting me to share my fears, and my 

vulnerability and my concerns, and my sadness also to, to a certain parts of that process” (I2, 35:45). 

By doing so, Helene believed that it allowed those people to relate to her and to also be able to express 

how they felt. Additionally, Søren talked about how being understood by his team allows them to 

“relate to that [understanding] and use it to help motivate and, you know, direct me a little bit” (I1, 

20:42).  
 
Hence, interviewees expressed how making sure to understand others influenced team interactions. 

More specifically, they perceived doing so by taking perspective, aligning with their team, and 

relating to team members. 

4.5.2 Manager's Influence on Team Climate 

After analyzing how managers affect team performance through their influence on internal team 

interactions, we will now focus on their influence on team climate. This second subsection will be 

analyzed in three parts. First, we will look at the influence of trust on team climate. Next, we will 

analyze how support also influences team climate. Lastly, we will look at the influence of the 

acknowledgment of team members on team climate. 

4.5.2.1 Building Trust 

To start, trust repeatedly came up in several interviews as a contributing factor to team climate, and 

ultimately to team performance. Jeppe described the impact of trust as “releasing the capability of 

the team to, to talk to each other and to also open themselves to [...] Different opinion” (I8, 27:12). 

Additionally, Morten explained how he perceives trust as an enabler of and requirement for 

vulnerability: “The one thing you have to have is trust and honesty in a team before you ask people 

to expose their emotions” (I3, 20:09). He later expressed how important trust is for him through a 

personal reflection on the subject: “You can go through life trusting people around you or fearing 

people around you, or thinking somebody's trying to cheat you or whatever. I left that behind many 

years ago” (I3, 43:34). Trine explained why she believes it’s important to trust members of her team: 

“with their own area of responsibilities they are much more deep into detail and they know the 

situation in a more comprehensive way. And, well, I trust them. If I recruited them, I trust them to 

take decisions on their own” (I5, 20:20). In his interview, Rasmus shared that he thinks a lack of trust 

can lead to a division within the team: “small things like mistrust here and mistrust there can be 
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escalated to. And the conflicts they will, they... It's very bad things. It starts to involve more people 

like management, coworkers, peers and friends, everyone. At the end of the day we have like 2 teams, 

right?” (I7, 21:11). 

 
Morten further described how he applies trust in his team: “I have some of my team, and from day 

one, I never checked their clock-ins. What time they clock in or what time they clock out. I don't!” 

(I3, 43:34). Additionally, from Oliver’s point of view, for a team to perform, the leader needs to be 

trusted and can build this trust in various ways: “it really does come down to trusting your leader. 

And I think to be a trusted leader, those members of the team need to know that they're not being 

judged, number one. That they're accepted for who they are. Period. Hm, they need to know that their 

leaders are being open with them, insofar as they can be” (I6, 50:00). Jeppe further developed this 

idea by stating that “If you have this transparency and you are able to show your emotion and to share 

it. It really builds this trust in relations” (I8, 9:19). 
 
For some managers, trust was also created through being consistent. For Morten, this consistency is 

something he asks from his team members when he tells them: “Don't say one thing and behave in 

another way” (I3, 15:48). Similarly, Helene explained that as a manager, she cares about being 

consistent: “I’m very bad in playing a show, you know. I'm, I'm who I am and I am, I'm like this, you 

know” (I2, 42:13). In his interview, Oliver shared a similar consideration for consistency when he 

said: “I think, you know, to know me and to work with me, and to know me outside of work, you're 

not meeting a different person. What you meet is very consistent. I mean, I'm as straightforward in 

my personal life as I am, you know, in my professional life” (I6, 54:29).  
 
Lastly, feeling safe was also referred to as a positively contributing element of team climate. Louise 

exemplified this perspective when she said that “A person, a human being should feel first of all safe. 

And a team manager should encourage and not only encourage, but to always try to create the 

psychological safety before even enabling the team to perform” (I4, 42:29). She continued, further 

explaining how she thinks this safe space can materialize: “Maybe first to create some understanding, 

context, try to listen to each other. Also, don't judge. Make sure that people understand that they can 

say out loud to the things and they will not be mocked or killed or punished or whatever, I don't 

know” (I4, 45:29). Additionally, Jeppe described how he creates a safe space by sharing his emotions 

openly with his team: ”You open opportunity for the people you are working with to dare to say 
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things, and dare to confront ideas, which is normally not always the case if you exclude completely 

the emotion” (I8, 9:19). 
 
Thus, this subsection highlights how managers influenced team climate through building trust. 

Contributing to this trust, they expressed the importance of being consistent and ensuring a feeling 

of safety. 

4.5.2.2 Supporting 
In addition to building trust, several interviewees believed that a supportive climate positively 

influences team performance. Morten described how to create such a climate: “As a team you develop 

the correct surroundings by encouraging and sharing feedback with members by having personal and 

understand personal strengths and weaknesses” (I3, 9:44). He later explained how he supports his 

team, saying that he is “Trying to challenge them at the same time also giving them, you know 

opportunities to, to look into and to support them in the best possible way” (I2, 42:13). Likewise, 

Louise explained that she supports her team as follows: “you can always see where you can be helpful 

in some personal situations, in some professional situations. Where you can maybe a little bit coach, 

a little bit support... In front of everyone. Give a, give a hand. I mean, all these kind of small things 

but it's, it's not easy. It's, it's a process which takes time” (I4, 45:29). Additionally, Trine depicted a 

supportive work climate as a place where one can come into the office and think: “This is the right 

place to be because here I can get to be successful. Here I can achieve. And here, if I need help I ask 

for help and people provide it”  (I5, 45:49). Jeppe shared a similar perspective, describing how 

providing support is “making people also being comfortable in, in achieving that goal” (I8, 22:43). 

Søren recalled how one of his team members was experiencing challenges that negatively impacted 

the team. He then provided a precise picture of how he created a supportive environment for him: 

“we actually set him up with Marie-Luise as a coach at Entira and that led to some insights. Which, 

you know, my role there is to say, “Okay, when you have those insights and you want to share them 

with me or with the team... Let's create space to do that” (I1, 27:22). Similarly, Oliver shared a 

conversation with a team member who valued the support he provided for her: "she said, ‘When you 

don't... When you're leading a discussion and you don't understand my point. You come at me and 

you say, ‘I'm not following you exactly. Can you repeat it in another way?’ And you will not move 

on until you are completely sure that you understand my message, and that everybody else does" (I6, 

25:44). 
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Although this supportive climate often stemmed from the managers themselves, it was also described 

as a behavior to be nurtured by the entire team. For instance, Helene shared that she expects her team 

to manifest this support by doing the following: “you need to be as interested in what your colleague 

is saying as what you are gonna share” (I2, 13:45). Similarly, Jeppe recalled a scenario in which two 

of his colleagues were key in moving the rest of the group forward: “They were allowing us also to 

bring back the two other pieces of the group, which were maybe for personal reasons like character, 

hm not that open... To move forward in a way that at the end, at a certain moment, they were releasing 

their pressure and they were able to say, ‘Okay, I understand. I understand why we should, we should 

be transparent and we should have this relation together’” (I8, 28:37). He continued describing a 

supportive team as having the “Willingness to, to really support each other” (I8, 36:42). Additionally, 

Søren shared a situation where he and his team members consciously aimed to create a supportive 

environment to avoid conflict: “Okay, ‘Here comes Bert, he's gonna start reacting now so we need 

to make sure that we all understand where, where's that coming from and how can we contribute?’ It 

is about everybody else taking the responsibility so that Bert doesn't feel like he needs to take all the 

responsibility. But if they see the emotional, the potential emotional reaction attached to that, then 

they, they see it coming. They know how to prevent it, they know where it comes from, and they 

know that it's not a problem with Bert. It's a problem with the business that we can, we can actually 

support together” (I1, 23:41). Furthermore, Jeppe described a supportive team that can work together 

with ease, when he said: “we were very transparent and we had this capability of listening to each 

other and daring to challenge each other with questions” (I8, 28:37). 

 
During several interviews, managers indicated that allowing for mistakes was beneficial for the 

overall team climate. This perspective was shared by Søren when he said: “I think the value of 

allowing that person to make a mistake and learn is an eventual value to the company” (I1, 34:08). 

He continued saying: “I think that there's a lot that can be found there by allowing people to go out 

and fail. And I don't think it necessarily needs to come at the expense of speed. It can be, it can be 

balanced” (I1, 38:30). Similarly, Trine described how mistakes can be beneficial for the team: 

“leading through failures, together with a team is a precious experience which brings team together” 

(I5, 35:29). 
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Hence, managers shared that they also influenced team climate by supporting their team. They 

declared creating such support by allowing and creating an overall supportive environment carried 

by the team. 

4.5.2.3 Acknowledging 

In addition to providing trust and support, several managers expressed the importance 

of acknowledging their team members’ contributions. This belief that recognition influences the team 

is described by Morten when he said: “People love recognition. [...] For sure. And it goes a long way. 

And being able to recognize hard work, good work, and smart work is very important” (I3, 27:31). 

Later in his interview, he recounted that upon the permanent closure of a distribution center, he made 

sure to recognize the work of every single employee: “We had leaving parties as each section would 

leave. We had speeches, we had recognitions, we had awards. And we genuinely, as IKEA, said thank 

you, with sincerity. There is nothing to do with saving cost, saving money. We genuinely celebrated 

what we achieved up until the end” (I3, 56:53). Likewise, Trine believed that “as a manager you 

shouldn't forget to celebrate success so that [the team gets] their recognition, their awards” (I5, 

45:49). Oliver believed “that for a team to be functioning, every single person in the team needs to 

be heard [...] and needs to believe that their contribution is valued” (I6, 39:00). He further developed 

his thoughts, stating that “it is important in team development that everybody's voice is heard and 

that all points of view are on the table” (I6, 41:45).  
 
Moreover, managers emphasized the significance of establishing a team climate that accepts people 

for who they are. Oliver shared this perspective when he said: “members of the team need to know 

that they're not being judged, number one. That they're accepted for who they are” (I6, 50:00). 

Additionally, Rasmus explained how he observed a positive response when he was accepting of a 

team member’s way of working: “I know that this is super important for him not to be controlled, not 

to be observed… And then when that happens he works much more efficient. So that's how it at least 

works in my, in my environment” (I7, 17:41). 
 
In essence, managers expressed the acknowledgment of team members to influence team climate. 

More specifically, they perceived this influence to happen through recognizing team members’ 

contributions and accepting them for who they are. 
 



Discussion 
 
 

   
 

68 

To conclude, managers perceived their own emotional intelligence to facilitate team performance 

through team interactions and team climate. Managers revealed through their interviews that their 

influence on their team interactions came in different forms. They expressed this influence as being 

vulnerable, encouraging transparency, being understood by others and understanding their team 

members. Furthermore, managers expressed their influence on team climate in three ways: by 

building trust, by supporting their team members, and by acknowledging their individuality. 

Combined with their influence on their team’s internal interactions, managers perceived their 

emotional intelligence to facilitate team performance. 

5. Discussion 
The discussion critically debates the analysis presented in the previous chapter and is structured to 

answer the research question as follows: the first section will discuss the perceptions of and use of 

emotional intelligence by the managers at IKEA Retail, in light of literature on emotional 

intelligence. The second section will discuss how managers perceived team performance. Lastly, the 

third section will look at how managers at IKEA Retail perceive their emotional intelligence as a 

facilitator of team performance. 

5.1 Comparison Emotional Intelligence Findings vs. 

Emotional Intelligence Literature  

As reflected in the data analysis, the managers shared their perceptions of emotional intelligence and 

interpreted how their own emotional intelligence influenced their behavior with their teams. In this 

section, we will compare our findings with the literature on emotional intelligence to evaluate the 

differences, similarities, contributions of this study to academia. An overview of the comparison that 

will follow, is presented in the order it will be discussed in Table 2 and is expanded throughout this 

section. Note that emotional intelligence is shortened to EI in Table 2. 
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Table 2: Overview of Comparison of Notable Data Analysis Findings and Emotional Intelligence Literature 

5.1.1 Predominant Characterization of Emotional Intelligence 

As the data analysis revealed, managers at IKEA Retail were found to share varying perceptions of 

the concept of emotional intelligence. This finding is not at all surprising, as according to Hemalatha, 

Krishnaveni, & Deepa (2015) emotional intelligence can be described as a multifaceted 

psychological construct with varying definitions. Moreover, as this research takes an interpretive 

approach, we recognize that the managers’ interpretations make sense of their own experiences and 

therefore, the uniqueness of their perceptions, narratives, and actions would lead to potentially 

differing responses. 

 

In line with Mayer and Salovey (1997), the managers at IKEA Retail described their perception of 

emotional intelligence according to the abilities they associated with the construct. More specifically, 

the data analysis uncovered five interlinking perceptions of emotional intelligence that share a 

common view of emotional intelligence as a capability; emotional intelligence was viewed as an 

ability to (1) be empathetic, (2) self-regulate, (3) be open with others, in addition to being viewed as 

(4) a state of awareness and as (5) an ability that can develop over time. Two findings especially 

stood out after we reviewed the literature on emotional intelligence. First, we realized that one of our 
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findings agreed with Mayer and Salovey’s characterization of emotional intelligence as capability-

based. For instance, one manager viewed emotional intelligence as an ability to be empathetic when 

she shared: “you have to understand another people's point. And you have to be able to tune in and 

be able to stand and see yourself in the other person's shoes” (I4, 15:56). Additionally, another 

manager viewed emotional intelligence as an ability to self-regulate his own emotions and behaviors: 

“when you are dealing with emotional intelligence the one thing you have to teach people to do is 

resist. Resist your initial thoughts. Like I said. Are you judging, are you attacking? So being able to 

resist that initial compulsion to, to lash out or attack or defend even your team” (I3, 12:38). 

 

Not only did one of our findings agree with Mayer and Salovey’s characterization of emotional 

intelligence as capability-based, but another finding also agreed with the authors’ belief that 

emotional intelligence can be developed over time. Some of the interviews showed that the managers 

perceive emotional intelligence as an ability that “grows on you with time” (I4, 15:56) and can be 

developed. Similar to Mayer and Salovey’s view of emotional intelligence as “learned skills that may 

be developed and improved” (Rezvani et al., 2018, p.1036), another manager stated: “emotional 

intelligence is always there. It can be lower developed or developed in some better way” (I5, 40:55). 

 

We find it relevant to share these two findings that were revealed in the data analysis, as they highlight 

key commonalities between the managers’ perception of emotional intelligence and the academic 

definition of the construct we chose to employ in this study. Furthermore, these findings indicated 

that the interviewees do indeed understand the fundamentals of emotional intelligence when 

compared to emotional intelligence literature. Therefore, we were further persuaded that the 

managers’ understanding of how their own emotional intelligence impacts their team’s performance 

would add value to the conversation on emotional intelligence.  

5.1.2 Emotional Intelligence Perceived as a Tool 

Another perception of emotional intelligence emerging through our findings was that the 

interviewees viewed emotional intelligence as a tool. This finding will be discussed by introducing 

how the literature on emotional intelligence illustrates the concept as a tool. In addition, we will 

discuss how the interviewees’ perception of emotional intelligence as a tool contributes to literature 

in the field.  
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While the academic definition of emotional intelligence guiding this study was presented in the 

literature review, it is important to acknowledge that the most popularized definitions of emotional 

intelligence all share a noteworthy aspect: “leveraging EI to achieve desired outcomes” (Nguyen et 

al., 2019, p.56). Thus, they indicate that emotional intelligence serves as an advantageous tool that 

carries out a particular function. Complementing the literature, the data analysis showed that the 

interviewees similarly viewed emotional intelligence as a tool: “I think some people or managers, 

they are more prone to gain this emotional intelligence, like in their life as a tool” (I4, 18:49). While 

a tool can be defined as “a means to an end” (Merriam-Webster, n.d.), we note that the definitions of 

emotional intelligence in the literature make general implications, and thus lack explanations 

regarding the ‘end’: what emotional intelligence provides as a tool. For instance, Mayer and 

Salovey’s revised definition depicts emotional intelligence as a tool that can ultimately be used “to 

promote emotional and intellectual growth” (Mayer & Salovey, 1997, p.10) without elucidating the 

growth. Likewise, Bar-On further illustrates emotional intelligence as a tool when he defines 

emotional intelligence as non-cognitive competencies and character traits “that influence one's ability 

to succeed in coping with environmental demands amid pressures” (Mishra & Mohapatra, 2009, 

p.88). However, the outcome Bar-On implicates through the use of emotional intelligence is quite 

vague. 

 

Complementing the aforementioned definitions, our data analysis provides insight to what the ‘end’ 

could entail. Through our interviews, we found that this ‘end’ equates to stronger interpersonal 

relationships. One interviewee shared a belief that “emotional intelligence is about connecting” (I3, 

43:34) and “about how to bridge that gap and all that I use in order to do so” (I3, 31:50). The analysis 

revealed that another interviewee used emotional intelligence as a tool to create a connection with 

others: “when I'm upset by something, or I just had a bad morning or a bad week.... I, if I say about 

that, it also explains my, my behavior to the people I'm talking to, right? That also like builds the 

bridge and that makes so the conversations much more comfortable for both sides, for the both 

parties” (I7, 9:28). The analysis also indicated that emotional intelligence was used by the managers 

to connect with and establish a level of understanding with others: “I think [emotional intelligence 

is] more like, like, like a light, which helps us to find the way in a dark room to better understand 

each other” (I7, 14:09). By using emotional intelligence as a bridge to understand one another better, 

the interviewees portrayed emotional intelligence as a tool that enables better relationships: “I think 

a lot of it has to do with sharing really at an emotional level. So I think I'm able to get a lot more 
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honest, open, transparent, relationships with people by initiating that a little bit” (I1, 11:22). 

Similarly, another manager believed emotional intelligence leads to better relationships: “I believe it 

supports the precondition for a better exchange and for better trust. So, yeah, this is all I believe it is 

supporting your group to work better and to achieve better results” (I8, 27:12). 

 

In sum, our data analysis agrees with the literature describing emotional intelligence as a tool that 

can be used to leverage better outcomes. However, our study adds to the literature on emotional 

intelligence by clarifying one possible purpose it could lead to as a tool: stronger interpersonal 

relationships by bridging people together to develop mutual understanding. This finding enables us 

to answer our research question, as it reveals that the managers believe they can use emotional 

intelligence as a means to facilitate change within their team.  

 

5.1.3 Ability to Identify Emotions 
In the following subsection, we will discuss and review the data analysis in relation to Mayer and 

Salovey's first and lowest branch of their Four Branch Model (Figure 3), which relates specifically 

to the findings presented below. 

 5.1.3.1 The Ability as Perceived 

The data analysis showed both similarities and differences between the managers’ perception of 

emotional intelligence and Mayer and Salovey’s Four Branch Model. 

 

At the model’s most basic level, Mayer and Salovey relate emotional intelligence with an individual's 

ability to not only identify emotions in oneself, but also in others (Mayer & Salovey, 1997). The 

interviews revealed an agreement with Mayer and Salovey’s claim that an emotionally intelligent 

person has the ability to identify emotions in others. However, the data analysis did not concur with 

Mayer and Salovey’s claim that an individual high in emotional intelligence is able to identify 

emotions in oneself. The interviews uncovered that, from a manager’s perspective, the ability to 

recognize emotions was rather associated as an ability in relation to others, than to managers 

themselves. When sharing their perception of emotional intelligence as a state of awareness, the 

interviewees mostly described it in relation to others: “you're trying to understand how actually in 

my world, the human being is behaving and why human beings are behaving as they're behaving” 

(I2, 28:56). Additionally, while one of the managers understood an emotionally intelligent manager 
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to be self-aware, he made no reference to actually understanding his own emotions. Rather, one’s 

impact onto others was highlighted: “An emotionally intelligent manager is aware of who they are 

and how they impact others” (I6, 9:47). Another interviewee makes this point especially clear when 

describing an emotionally intelligent manager as a person that asks questions such as, “okay what's 

happening here? Where's this person's emotions coming from? What are the different emotions, what 

are the different emotions happening inside of the team?” (I1, 8:50).  

 

In sum, the interviewees expressed emotional intelligence as an ability to be aware of others’ 

emotions, whether by asking questions to identify others’ emotions or through observing others. This 

differs from Mayer and Salovey's (1997) Four Branch Model, as the managers only acknowledged 

one dimension of this ability but lacked the introspective aspect. 

 5.1.3.2 The Ability in Use 

In their Four Branch Model, Mayer and Salovey explain that an emotionally intelligent person is able 

to “evaluate emotion wherever it might be expressed - in other people, in architecture, in artworks, 

and so on” (Mayer & Salovey, 1997, p.12). The authors also claim that among other things, emotions 

can be identified in others through both appearance and behavior (ibid.). Similarly, one way the 

interviewees expressed emotional intelligence to guide their behavior in the workplace was through 

their ability to recognize their team members’ body language: “You can read most people through 

their eyes and body language” (I3, 20:09). Another manager shared that he focuses on the “subtle 

signals” (I6, 39:00) others give off to identify when they have something to say, but don’t necessarily 

share it: “You could see it in people's body language. You could see it in their expression of their 

eyes. You could see it in the way they'll start to lean in, in a discussion, but maybe won't say anything” 

(I6, 41:45)." 

 

The analysis showed that the interviewees were aware of others’ body language, however they did 

not identify specific emotions in others by interpreting body language. Rather, complementing Mayer 

and Salovey’s claim that an emotionally intelligent individual is able to identify emotions through 

others’ behavior, the interviews showed that managers were able to identify emotions such as fear 

and anxiety through their team members’ behavior: “He can overtake a room in the blink of an eye 

when his anxiety starts to come out and he becomes very directive. I've seen him become aggressive 

with people. And breaking that down, I think you get to a point of, okay, ‘Where's that fear coming 
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from? What are you afraid of here?’“ (I1, 23:41). This is a key similarity between an ability that 

Mayer and Salovey associate with a person high in emotional intelligence, and how the interviewees 

described themselves using emotional intelligence to understand others better (ibid.). 

 

In essence, this subsection presents two findings: (1) a similarity between Mayer and Salovey’s claim 

that an emotionally intelligent individual is able to identify emotions in others through behavior and 

the interviewees exemplifying support for their claim, and (2) a difference being that, while the 

interviewees consciously recognized others’ body language, they did not show an ability to identify 

emotions through appearance. This is an ability claimed by Mayer and Salovey to be indicative of an 

emotionally intelligent individual. Therefore, the data analysis reveals that the managers were able 

to identify emotions in others through behavior, but not through body language. 

5.1.4 Self-Awareness 

As previously mentioned, this study employs Salovey and Mayer’s definition of emotional 

intelligence because it views the construct as a combination of abilities to perceive, regulate, and 

think about feelings (ibid.).  However, one interesting finding requires that we look into Goleman 

and Boyatzis’s model of emotional intelligence (Figure 2), which unlike Mayer and Salovey’s, 

includes a list of 18 competencies that an emotionally intelligent individual is proficient in. The 

authors’ model includes four clusters of emotional intelligence, one of which is self-awareness. As 

claimed by Goleman and Boyatzis, self-awareness is indicated in an individual that reflects one 

specific competency (see Figure 2); self-confidence, defined by the authors as “a strong sense of 

one’s self worth and capabilities'' (Rapisarda, 2002, p. 365). Thus, according to their perspective on 

emotional intelligence, when an interviewee says: “I am straightforward. I am open. I'm also reliable 

and I'm also very accepting” (I6, 12:03) or “I just knew that if I'm not controlled I can do my work, 

my, my things much better because I know that there will not be a second check… For some, someone 

else it's better to have control” (I7, 19:38), those managers would be considered as being emotionally 

intelligent. Indeed, the previously mentioned quotes indicate a sense of confidence in one’s worth 

and abilities, which shows self-awareness, in accordance with Goleman and Boyatzis. Another quote 

from the data analysis reflects a similar self-awareness: “I'm very bad in playing a show, you know. 

I'm, I'm who I am and I am, I'm like this, you know. And I can listen and learn. But there are certain 

things which I will not let go off, because I just consider them as being super valuable and relevant 

for me and my environment and for, for the business” (I2, 42:13). 
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Based on our findings, we challenge Goleman and Boyatzis’s self-awareness cluster and its ability 

to indicate an emotionally intelligent individual. As presented in the analysis, managers described 

their self-awareness as one of the ways they applied emotional intelligence to better understand 

themselves. Various managers shared a self-definition which they interpreted as being self-aware. 

We found that the managers did not show emotional intelligence when they shared a self-definition 

and, although they did perceive themselves as being emotionally intelligent in doing so, they were in 

actuality sharing an ideal representation of who they should be as managers. In sharing a self-

definition such as “I’m open. I’m also reliable” (I6, 12:03), the interviewee was rather sharing 

positive qualities that are safe to admit. Similarly, saying “I just knew that if I'm not controlled I can 

do my work…” (I7, 19:38), does not indicate any shortcomings or an understanding of where the 

feeling of not wanting to be controlled comes from. Furthermore, saying “I’m who I am… But there 

are certain things which I will not let go of, because I just consider them as being super valuable and 

relevant” (I2, 42:13), might indicate self-promotion as opposed to emotional intelligence. For 

instance, the way the interviewee describes herself in the preceding quote, could instead indicate a 

need for her to depict herself as someone who sticks to her values.  

 

We further argue that the managers’ perception of emotional intelligence here rather reflects self-

promotion based on an image of an ideal manager. This argument is supported by the comments 

some managers made during their interviews regarding expectations they attach to a managerial role: 

“If you have a certain role, you have a certain stamp on your face” (I2, 35:45). This response suggests 

that there are certain labels managers associate with their role. Likewise, when another interviewee 

said, “As a leader, you have [pause] accountability, responsibility, obligation to reflect [an 

emotionally intelligent] way of working to your peers and to senior management” (I3, 35:46), this 

perception indicated expectations that a manager should meet. Thus, based on the data analysis, we 

found that managers face expectations in their roles that potentially lead them to self-promote in order 

to live up to their ideal image of a manager. 

 

To conclude, as presented in the previous quotes, statements of self-definition could be influenced 

by various factors, such as role-related expectations. Furthermore, we recognize that while managers 

perceived themselves as being emotionally intelligent when self-defining, the analysis showed that 

other subtle layers might have influenced their statements.  
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5.1.5 Self-Reflection 

In this subsection, we will discuss a finding relating to the highest branch of Mayer and Salovey’s 

Four Branch Model: reflective regulation of emotions to promote emotional and intellectual growth 

(Mayer & Salovey, 1997). 

 

The highest branch of Mayer and Salovey’s model represents the abilities that encompass an 

individual with high emotional intelligence, which involves "conscious, reflective regulation of 

emotion" (ibid., p.10). According to this model, one of the less distinct, and thus more advanced, 

abilities involves being able to reflect on the meta-experience of mood and emotion (ibid.). The data 

analysis showed how one manager conveyed this ability: “in my business life, in the context of a 

meeting or a team, now I understand enough before I open my big mouth. To stop and pause and say, 

‘Okay [Oliver], is this really important to the conversation, what it is that you want to say? Or is this 

something you've thought about contributing because you have a need for attention right now because 

you haven't been speaking in 10 minutes?’” (I6, 56:06). His response further indicates emotional and 

intellectual growth: “I started to understand my own need for attention and how that impacts me. And 

how that affects my behavior” (I6, 56:06). His thoughts regarding the feeling he experienced, the 

urge to share, and his ability to evaluate how much attention he should pay to that feeling indicates 

“conscious reflections on emotional responses, as opposed to simple perceptions of feelings” (ibid., 

p.14). This finding portrayed a deeper level of emotional intelligence in which the manager found 

ways to reflect on what drives his actions and whether or not those actions will lead to negative 

consequences. Accordingly, this finding both supports and exemplifies Mayer and Salovey’s 

advanced ability to “reflectively monitor emotions within oneself and others” (ibid., p.11). 

 

In sum, the data analysis showed that managers’ perception of emotional intelligence as well as their 

interpretation of how it actively influences their own behavior both supports and contradicts the 

research in the field. The notable similarities include the characterization of emotional intelligence 

as a capability: 1) it can be developed, 2) it is viewed as a tool, 3) an emotionally intelligent individual 

has the ability to identify emotions in others, and 4)  a manager with a high level of emotional 

intelligence has the ability to consciously reflect on his/her thoughts and feelings and in response, 

regulate his/her emotions. Additionally, managers were able to identify emotions in others through 

their behavior, which also supported literature on emotional intelligence. Key differences the data 

analysis revealed are that managers do not acknowledge emotional intelligence as an ability to 
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recognize emotions in oneself and that, while the managers recognize others’ body language, they 

were unable to pinpoint specific emotions when doing so. Additionally, the data analysis revealed 

that the managers believed they were exhibiting emotional intelligence when self-defining 

themselves, which agrees with Goleman and Boyatzis’s model of emotional intelligence. However, 

we challenged both the scholars’ definition of self-awareness and the interviewees self-definitions as 

not implicating emotional intelligence. Furthermore, our research enhances the academic 

conversation by clarifying through the empirical findings one possible ‘end’ emotional intelligence 

can lead to as a tool, reflected in stronger interpersonal relationships. Lastly, although criticisms of 

the construct were presented in the literature review, our findings did not validate nor contradict 

them. We included the criticisms in this study to not only provide a well-rounded understanding of 

the literature in the field, but also to enable us to have a non-biased opinion of the construct. 

5.2 Findings on Team Performance 

As team performance was a central concept of our research question, we found it important to inquire 

what it specifically meant in the eyes of our informants. Since this research follows an interpretive 

approach, we aligned our data collection process in order to let the definition of team performance 

emerge from the respondents themselves, rather than establishing a definition of team performance 

from the existing literature on the topic. Hence, this section will look into the perceptions that arose 

from the interviews and compare them to studies that revolved around emotional intelligence and 

performance. 

5.2.1 Team performance: A Hard Measure 

Similar to how Hunter, Schmidt and Judiesch’s (1990) categorize performance as ‘hard’ results such 

as profitability, productivity, sales, and costs (Watkin, 2000), many of the managers shared the 

perspective that performance is measurable. For instance, one interviewee described team 

performance in the following way: “A successful project brings savings with quality and service 

availability secured. And the more savings we bring, the better our performance is” (I5, 35:29). Such 

a measurable perspective on team performance was also shared by another interviewee: “Of course 

we are selling goods and customer are very willing to buy those. So, our product is sales. So we need 

to, need to always strive for results, you know” (I4, 28:32). As both interviewees highlight the 

importance of looking at sales, savings, service quality and quantity, those ‘hard’ results resonate 
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with Goleman’s definition of performance as “the team reaching profitability, cycle times, volume, 

efficiency, goal attainment” (Rapisarda, 2002, p.366).  

 

Thus, the perceptions of IKEA Retail managers only confirm the idea that team performance is 

closely tied to measurable results, which does not come as a surprise, as the managers’ perception of 

performance is highly dependent on an organizational structure dictating overall goals.  

5.2.2 Team Performance: A Soft Measure Linked to Behavior 

On the other hand, Hunter et al. additionally recognize a ‘soft’ perspective regarding team 

performance, described as not measured in monetary terms but in qualitative terms (Watkin, 2000), 

which is also clearly revealed through the data analysis. For instance, when asked to clarify whether 

team performance referred to a measured outcome or how teams are functioning, an interviewee 

shared, “It's both actually. And it's going hand in hand of course. And if the team performs or acts in 

a more conscious way, it's very likely that the numbers are showing the progress at the same time” 

(I2, 47:16). Similarly, one interviewee described a successful team as “the team, which will probably 

be understanding some mistakes and accepting those and then trying, testing, trying something else” 

(I4, 28:32). As the idea of a softer side of performance is confirmed by several interviewees, we 

found that our findings in the data analysis adds to Hunter et al.’s list of soft assessments centered 

around morale, motivation, turnover, cooperation and loss of talent. Thus, we find that ‘soft’ 

performance can be assessed through the team’s behavior.  

 

Indeed, our interviews revealed that IKEA Retail managers believed performance to have a 

behavioral component: “the team performance it's a goal but it's also the capability of the team of 

working together, of building together, of learning from each other” (I8, 25:19). This idea was further 

summarized as “the way the different people are behaving together” (I8, 25:19). Integrating these 

findings with literature, we found that IKEA Retail managers’ perception of team performance 

challenges the dominating team performance conversation around the input-process-output (IPO) 

model (see Figure 4) as described by Scott (2004). The model looks at “a variety of input factors 

affect[ing] the interpersonal transactions that take place among team members, which in turn 

influence team output” (ibid., p.276). According to this model, team performance comes at the 

output-end of the model, as the result of interactions between team members. Accordingly, the team’s 

behavior and way of working together would be categorized in this model as the ‘process’. However, 
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we argue in the light of our data analysis that team behavior is already reflected as an ‘output’, thus 

an indicator of performance. With our initial research question in mind, this emphasizes a meaningful 

addition to the way emotionally intelligent managers see their team perform and explains their 

attention on both process and results. We find this perspective interesting to consider as it shines a 

different light on traditional considerations of team performance.  

5.3 Manager’s Emotional Intelligence and Team Performance 

While we discussed our findings about IKEA Retail managers’ perception of team performance in 

the previous section, we will now specifically discuss the core of our research question: how 

managers perceived their own emotional intelligence to affect team performance. In this section, we 

will explore interesting elements that emerged from our data analysis. First, we will briefly explain 

what we mean by the facilitating role of the manager’s emotional intelligence. Then, we will look 

separately at the two levels of influence shown in the data analysis, namely team interactions and 

team climate. Lastly, we will frame our findings within an adapted model of team performance.  

5.3.1 Manager’s Emotional Intelligence as Facilitator of Performance 

As revealed through the data analysis, we argue that through its influence on team interactions and 

team climate, managers’ emotional intelligence facilitates team performance. Defined as “making 

things easier” or “helping bring about an outcome by providing indirect assistance, guidance or 

supervision” (Merriam-Webster, n.d.), we found this idea of facilitation particularly fitting our 

findings as managers’ influence was found to rather assist than direct their team towards performance.  

5.3.2 Influence on Team Interactions 

As the data analysis revealed, one way managers at IKEA Retail perceived their emotional 

intelligence to facilitate team performance was through influencing team interactions. When 

expressing how they specifically influenced team interactions, four elements emerged from the data 

analysis: vulnerability, transparency, being understood by others and understanding others. Next, we 

will look at these elements individually and explain their relation to literature. 

 

Vulnerability 
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As shown in the data analysis, managers perceived themselves using emotional intelligence to better 

understand their own emotions and behaviors. By doing so, managers were able to open up to their 

team members, which ultimately influenced team interactions. For instance, one interviewee 

illustrates this finding when saying, “the basic premise is, if I can be vulnerable with someone else 

they can be vulnerable with me. That, that opens up, you know, the ability of people that work for 

me to be critical of me. You know in a, in a very safe way” (I1, 11:22). While this finding resonates 

with Rezvani et al.’s argument that the ability of managers to positively convey emotions to others 

is beneficial to both building and sustaining a team’s interpersonal relationships (Rezvani et al., 2018, 

p. 1037), our data analysis adds an element to this argument. In addition to positively conveying 

emotions, managers believed that also openly sharing negative feelings or thoughts positively 

influenced their team’s interactions. This was depicted by one manager as she recounted that sharing 

her fears and concerns made it “easier for people to apply their fears, it was easier for people to go 

back to their managers” (I2, 35:45). Sharing her emotions thus enabled her team members to do the 

same with their managers. Similarly, the analysis showed that sometimes managers voiced that they 

‘didn’t know’ how to move forward in particular situations, which, in their view, further influenced 

team interactions: “it helps people within the team to better understand each other. And I appreciate 

that. This, ‘I don't know, let's discuss together...’ These things are very precious for...very precious 

for getting closer” (I5, 27:23). While admitting that she does not know can be viewed negatively by 

some, the manager showed that doing so created opportunities for team interactions to positively 

evolve. 

 

Ultimately, we found that this openness to share both positive feelings and negative feelings, such as 

fear or uncertainty, contributed to creating quality interpersonal relationships within the team.  

 

Transparency 

In addition to influencing team interactions through sharing emotions with their team, managers were 

also found to influence team interactions through transparency. Koman and Wolff define 

transparency as a self-management competency that maintains the standards of honesty and integrity 

(Koman & Wolff, 2008). In line with Koman and Wolff’s characterization of transparency, one of 

the interviewees explained that as a manager, he encourages that “when something bad is happening, 

we need to recognize that and not to support this kind of behavior and the same for the good things. 

When things are happening you need to recognize that this is a good thing, right? ‘Have you seen 
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that? It's a good thing.’ We need to do it more often. I think it's important when we talk about that” 

(I7, 30:04).  In his sharing, the interviewee exemplifies this idea of transparency, and shows how he 

is able to maintain both his own and his team’s level of transparency.  

 

Additionally, another manager described a similar interpretation of transparency with his team: “So 

I was kind of giving my example with my emotion, being very transparent. ‘I don't feel good with that. And 

I would explain you why. Because it refers to, to trust I have in the company. It refers also to my 

values, it refers to things that are affecting me as I am, not as a manager.’ So that's an example of the 

way I was kind of using of this, yes, emotional leadership, with my coworkers in such situations” (I8, 

14:14). Referring to a situation where he had to announce that some of the company’s employees 

would be dismissed, the manager showed transparency in sharing his own emotions and feelings 

pertaining to the matter. In the light of Prati et al.’s (2003) finding that managers influence team 

performance by motivating team members through the use of management techniques such as stories, 

we find that the manager’s approach to maintain connection and motivation within his team can be 

further described as a transparent narrative that would allow him to maintain a connection with his 

team.  

 

A verbal aspect of transparency was exemplified in the abovementioned quote through the idea of a 

‘transparent narrative’. Another interviewee also exemplified the verbal aspect of transparency by 

saying, that “Being transparent is holding nothing back” (I3, 21:41) and explained that he asks his 

team members to be transparent by telling them: “Say what you feel” (I3, 15:48). Furthering this 

thought, our data analysis shines light on an interesting finding expanding the idea of transparency 

as being honest. We found that it translates not only as “straightforwardness of conduct” (Merriam-

Webster, n.d.), but also straightforwardness in speech and in how feelings are shared, which we refer 

to as a verbal aspect of transparency.  

 

Understanding 

Now, we will discuss how managers both influenced team members by making themselves 

understood and ensuring they understood others, which will be combined under the overarching 

notion of ‘understanding’ to ease the discussion. As shown earlier in our data analysis, managers 

used their own emotional intelligence to better understand themselves and others through different 

ways. We also found that managers utilized this understanding to influence team interactions, which 
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they perceived to affect team performance. For instance, one interviewee expressed how he tried to 

understand his team member by “listening to the specific words” and “looking at the totality of the 

situation and saying okay what's happening here?” (I1, 8:50), which enabled him to react more 

appropriately to the situation. Additionally, one interviewee highlighted that “when engaging your 

team, you can't do it without letting them understand you” (I5, 16:06). Thus, managers expressed the 

importance of making themselves understood and for their team to make sense of this understanding 

by using their own emotional skills. Similar to Rezvani et al., managers appear to share the 

understanding that a team’s performance is not only a function of their own emotional intelligence 

but also of the level of team members' emotional skill” (Rezvani et al., 2018, p.1038). 

 

In sum, we found that team performance was facilitated by managers’ emotional intelligence, and 

that our insights complement existing literature the following way. First, we found that a manager’s 

ability to openly share feelings and thoughts, whether positive or negative, was understood as 

positively influencing team interactions. Then, we found that managers not only considered 

transparency as a behavioral conduct, but also expressed it as clarity verbalized within their team. 

Through this verbalization, transparency was used by managers to keep their team accountable to the 

same level of transparency, while also used as a means to motivate their team through the story of 

their feelings. Lastly, we saw that while managers emphasized the importance of understanding 

others, they ensured that their team could reciprocate this understanding to their managers’ sharings. 

5.3.3 Influence on Team Climate 

In addition to influencing team interactions, managers at IKEA Retail perceived their emotional 

intelligence to enable them to create a climate of trust, support and acknowledgment of their team 

members’ individuality. Ultimately, they found this overall influence to benefit team performance. 

In this subsection, we will explore the most interesting findings in this part of the data analysis. 

 

Trust 

As IKEA Retail managers shared the belief that team climate is important for their team to perform, 

our findings align with research describing team climate as a condition for performance (Hsu, 2016). 

Throughout our data analysis, trust was expressed as contributing to the creation of a team climate 

conducive to team performance. As Prati et al. (2003) found trust to allow individuals to not have to 

constantly prove their intentions to their team, our data analysis complements the authors’ claim. For 
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instance, one of the interviewees illustrated this idea when he said “when people know you, you 

really don't have to express your intention and make that clear” (I6, 48:53). According to managers, 

trust within teams contributes to a less combative and thus more productive team climate. This idea 

is further illustrated when another interviewee shared his perspective on how a lack of trust can lead 

to a division within the team: “small things like mistrust here and mistrust there can be escalated to. 

And the conflicts they will, they... It's very bad things. It starts to involve more people like 

management, coworkers, peers and friends, everyone. At the end of the day we have like 2 teams, 

right?” (I7, 21:11). 

 

In sum, the data analysis showed that trust is viewed by managers as enabling team members to work 

within a team climate that does not require them to constantly prove their intentions to the rest of the 

team. Therefore, managers perceived that building a trusting team climate minimizes potential 

internal conflicts, and hence facilities team performance. 

 

Support 

Additionally, managers described their influence in creating a supportive climate to be conducive to 

team performance. Described by Chang et al. (2012), managers’ emotional engagement towards their 

team members “in both instrumentally and emotionally supportive behaviors then lead [team 

members] to reciprocate with increased effort and contribution toward the achievement of collective 

goals” (p.81). Illustrating the emotionally supportive aspect of the authors’ finding, one interviewee 

shared how one of his team members valued the support he provided for her: "she said, ‘[...] When 

you're leading a discussion and you don't understand my point. You come at me and you say, ‘I'm 

not following you exactly. Can you repeat it in another way?’ And you will not move on until you 

are completely sure that you understand my message, and that everybody else does" (I6, 25:44). The 

emotional support shown by the manager here not only benefits the team member testifying, but also 

sends a strong message to the rest of the team as he consciously takes time to make the rest of them 

also understand that team member’s point. While Chang et al. highlight the role of both 

instrumentally and emotionally supportive behaviors in influencing team performance, our research 

solely related to the emotionally supportive aspect. This is because the instrumental part of their 

argument does not involve the manager’s emotional intelligence, and therefore was not explored in 

our study. 
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One manager also shared an example of how he created a supportive climate for his team when one 

of his team members, who usually displayed challenging behaviors, entered the room: “Okay, ‘Here 

comes Bert, he's gonna start reacting now so we need to make sure that we all understand where, 

where's that coming from and how can we contribute?’ It is about everybody else taking the 

responsibility so that Bert doesn't feel like he needs to take all the responsibility” (I1, 23:41). 

Illustrated in this quote, attending to this team member’s negative emotions by creating support 

within the team ultimately counteracted potentially negative repercussions on the overall team 

climate. Coined by George (1995) as emotional contagion, such transfer of emotions and moods from 

one person to the next (Kozlowski & Ilgen, 2006) is thus prevented by managers’ influence on 

creating a supportive team climate. 

 

Acknowledgment  

Lastly, managers at IKEA Retail shared that acknowledging their team members' individual needs, 

such as acceptance and recognition, was necessary for the team to function and ultimately perform. 

For instance, one interviewee shared “that for a team to be functioning, every single person in the 

team needs to be heard [...] and needs to believe that their contribution is valued” (I6, 39:00). He 

further continued by saying that “members of the team need to know that they're not being judged 

[...]. That they're accepted for who they are” (I6, 50:00). While several studies highlight the 

importance of a manager’s ability to “recognize the emotional expressions of [team members] and to 

acknowledge and respect those emotions” (Chang et al., 2012, p.80), we did not find research linking 

their emotional intelligence to the ability of acknowledging their team member’s need for acceptance 

and recognition. However, our data analysis revealed that managers perceived such acknowledgment 

to influence their team climate.  

 

In essence, managers perceived their emotional intelligence to influence team climate in several ways 

that complement existing literature in the field. First, we found that trust was contributing to team 

climate and closely related to managers’ influence on team interactions as it requires openness to 

share feelings and thoughts. Next, data analysis showed that the emotional abilities of managers 

created a supportive climate conducive to team performance. Lastly, we highlighted why managers 

believed influencing team climate through acknowledging team members’ need for acceptance was 

important for team performance. 
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5.3.4 A Dynamic Model for Team Performance 

The argument that managers’ emotional intelligence facilitates team performance adequately 

introduces a finding that overarches the previous two subsections. As presented throughout those 

subsections, we found that while managers perceived their emotional intelligence to influence team 

interactions and climate, their receptivity to feelings and emotions of others led them to continuously 

adjust the way they managed their team towards performance. This feedback loop can be witnessed 

for instance when an interviewee explained that sharing his emotions and thoughts with his team 

“open[ed] up [...] the ability of people that work for me to be critical of me. You know in a, in a very 

safe way” (I1, 11:22).  While the feedback here is directly concerning the manager, it also includes 

how the team reacts to the manager’s influence. Exemplifying this point, one manager explains how 

she immediately integrated her team’s emotional feedback triggered by her sharing her fears: “I saw 

in the faces of the people, a big, big surprise because they were not, they were not expecting me to 

share my fears, and my vulnerability and my concerns, and my sadness also to, to a certain parts of 

that process” (I2, 35:45). This finding resonates with George’s (2000) research on the importance of 

managers’ emotional intelligence in assessing team members' reactions to emotion-laden techniques 

and appropriately adjusting those techniques (Prati et al., 2003). While her argument revolves around 

the manager’s use of ‘techniques’ to influence team members, we found that such techniques were 

not consciously used by the managers. Rather, those techniques reflected the managers’ ability to 

share emotions coined as ‘influences’ in our data analysis.  

 

Illustrating the role of managers’ emotional intelligence in relation to team performance, we find 

Koman and Wolff’s model (refer to Figure 5). particularly relevant to answer our research question. 

Guided by the argument that the social nature of teams makes them particularly receptive to their 

leaders’ emotional intelligence (Koman & Wolff, 2008), their research focuses on the relationship 

between managers’ emotional intelligence, team emotional intelligence and team performance. At 

the center of their research, the concept of Emotional Competent Group Norms (ECGN), developed 

by Druskat and Wolff, explains how a team “develops a set of behavioral norms [...] that guide the 

emotional experience in the group. The degree to which a group develops these norms has been linked 

to team performance” (ibid., p.56). The model consequently tests how managers’ emotional 

intelligence creates team emotional intelligence through group norms, which ultimately leads to team 

performance. 
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Our research does not assess team emotional intelligence like Koman and Wolff did, rather our study 

explores how managers understand the relationship of their own emotional intelligence on team 

performance. However, we found similarities between our findings and the findings depicted in 

Koman and Wolff’s model. The authors described group norms as “a way that builds emotional 

capacity[,] develops social capital and leads to effectiveness” (ibid., p.57). Thus, group norms 

contribute to team performance in a similar way to how managers’ influence on team interactions 

and climate facilitates team performance. Consequently, we will use the general structure of the 

model and adapt it to integrate our findings. Illustrated in Figure 7, this adaptation integrates the idea 

that a team is a dynamic ecosystem continuously feedbacking their manager through emotional cues 

and sharings. On the model, those feedbacks are represented through a dotted line to show that they 

depend on the manager’s integration and perception of their team’s emotional responses. We argue 

that thanks to the manager’s emotional intelligence, those feedbacks are integrated and adjusted to 

the way the manager influences team interactions and climate. This way, performance is facilitated 

through the agility of the manager’s emotional intelligence and the contribution of the team. 

 

Although not discussed in Koman and Wolff’s model, our adapted model also integrates our findings 

around the manager’s perception of emotional intelligence. Thus, in line with team performance is 

depicted in our model as both behavioral and measurable. 

 
Figure 7: Dynamic Model of Team Performance, Adapted from Koman and Wolff (2007) 
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In sum, the data analysis showed that managers perceived their own emotional intelligence to 

facilitate team performance in two ways. First, they shared how they facilitated team performance by 

influencing team interactions. In this section, the most notable similarities with academic literature 

in the field include that: (1) managers’ ability to openly share emotions positively influenced team 

interactions; (2) managers perceived transparency as a behavioral conduct important for their team 

to maintain; (3) managers perceived their team’s performance to be a function of both their own 

emotional intelligence and of their team’s ability to use their emotional skills. Furthermore, key 

differences we found with the academic literature include: (1) that managers’ ability to share negative 

emotions, such as fear or uncertainty, as well as positive emotions was also beneficial to team 

interactions; (2) that transparency was not only a behavioral conduct but was also perceived by 

managers as verbal.  

 

Secondly, managers expressed that their emotional intelligence also facilitated team performance by 

influencing team climate. Similar to the academic literature, we found that: (1) trust was viewed by 

managers as enabling a team climate that minimizes potential conflicts; (2) managers' emotionally-

supportive behaviors created a climate conducive to team performance; (3) by creating a supportive 

climate, managers prevented negative emotional contagion. One of the key differences we found is 

that, while academic literature focuses on the importance of recognizing emotions of team members 

and respecting those emotions, managers’ acknowledgment of team members’ individual needs for 

recognition or acceptance was not researched as influencing team performance. This finding extends 

the academic conversation in the field, as it introduces the idea that an emotionally intelligent 

individual is able to acknowledge individual needs, which contributes to team climate, and ultimately 

to team performance. 

 

Lastly, we further contribute to the academic conversation by applying our findings to an adapted 

version of Koman and Wolff’s model on team performance. Highlighting the dynamic nature of the 

relationship between managers’ emotional intelligence and their team interactions and climate, this 

model recognizes that managers perceive and integrate emotional feedback from their team. This 

feedback loop, enabled by the emotional intelligence and agility of the manager, thus allows for 

adjustments to the way the managers influence their team, which in turn positively affect team 

performance. Additionally, the model includes findings on team performance as being both 

behavioral and measurable. As the academic literature acknowledges performance to share both
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 measurable and behavioral characteristics, our findings agree with both. Additionally, our findings 

emphasize that the managers at IKEA Retail consider the behavioral process leading to team 

performance already qualifying as performance. 

6. Conclusion 
This thesis has examined the perceived relationship between a manager’s emotional intelligence and 

their team’s performance by studying managers at IKEA Retail. Although the concept of emotional 

intelligence is remarkably recent, the literature focusing on the construct is quite vast. However, the 

relationship between a manager’s own emotional intelligence and team performance from the 

managers’ perspective is an under researched topic in the field. Thus, this research contributes to the 

academic conversation in the field by investigating the aforementioned relationship from a different 

point of view: the perspective of managers. Subsequently, this research critically analyzes this point 

of view against the current literature on emotional intelligence, on the concept applied to a business 

context, and on team performance. 

 

Studying the relationship between a manager’s emotional intelligence and team performance, one 

research question was posed. In answering the research question through the examination and 

discussion of empirical findings, we intended to explain how the managers at IKEA Retail understand 

the relationship between their own emotional intelligence and their team’s performance. 

Accordingly, the research was led by an inductive approach in which qualitative, empirical data was 

collected through semi-structured, active interviews with managers at IKEA Retail. To allow for an 

in-depth analysis of managers’ perceptions, the findings gathered from the interviews were organized 

into codes. An inductive research approach was applied so that the findings that emerged through the 

data could build on the existing academic conversation. Thus, a link between theory and findings was 

not established until the findings were analyzed and discussed. However, traces of deductive 

elements can be found within this research, as literature on emotional intelligence was referred to 

while developing the research question. Consequently, this knowledge influenced how we sorted 

relevant data emerging from the interviews. Nonetheless, we tried our best to disregard the existing 

theory after sorting data to stay true to an inductive approach. 
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When comparing the managers’ perceptions of emotional intelligence as well as how it actively 

influences their own behavior with the literature on emotional intelligence, the empirical findings 

both supported and contradicted the literature. The empirical findings revealed that managers 

perceived emotional intelligence as a capability, a process that develops over time, and as a tool. 

While these findings complement the literature in the field, the analysis contributes to the academic 

conversation by introducing a potential desired outcome when leveraging emotional intelligence as 

a tool: to create stronger interpersonal relationships. Furthermore, the data analysis revealed that 

some managers perceived themselves as being emotionally intelligent when sharing statements of 

self-definition, which they interpreted as being self-aware. We argue that such self-definitions rather 

reflect self-promotion based on an image of an ideal manager, which was described in the analysis 

as role-related expectations. In making our argument, we challenged a key aspect of a prominent 

model defining emotional intelligence. Furthermore, the analysis suggested that IKEA Retail 

managers perceived their own emotional intelligence as providing them with: (1) the ability to 

identify emotions in others by interpreting their team members' behaviors; and (2) the ability to reflect 

on the thoughts and feelings behind their own emotions. These findings support the literature in the 

field, as they both concur that an emotionally intelligent individual is able to perform the previously 

mentioned abilities.  

 

Examining the perception of IKEA Retail managers on performance, the data analysis revealed two 

aspects of team performance. Firstly, the managers shared the perspective that team performance is 

tied to measurable results such as KPIs and goal attainment. Secondly, the managers shared the 

perspective that team performance has a behavioral component, such as the team’s ability to work 

together. While the first aspect supports the literature on performance, we found that the second 

aspect adds a new perspective. Indeed, the data analysis suggested that performance can be assessed 

through the way the team behaves. Hence, we argue that in light of our data analysis, team behavior 

is an additional indicator of team performance. 

 

Most importantly, the empirical findings further revealed that IKEA Retail managers understand their 

own emotional intelligence to facilitate their team’s performance. The managers were found to 

facilitate team performance by influencing team interactions and team climate through thinking and 

behaving in an emotionally intelligent way in the workplace. We found that the managers perceived 

their emotional intelligence to influence team interactions in four ways: (1) by their willingness to be 
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vulnerable by sharing both positive and negative feelings; (2) by encouraging transparency within 

the team; and (3) by emphasizing the significance of understanding others; and (4) ensuring that their

team could reciprocate this understanding with their managers. This study brings forth two important 

contributions expanding the academic conversation in the field: First, that managers’ openness 

towards both positive and negative emotions positively influenced team interactions. Second, the 

data analysis revealed another dimension to transparency. Not only was it perceived as being honest, 

as indicated in literature, but the managers also viewed it as a straightforwardness in speech and in 

how feelings are shared, thus providing clarity for their team.  

 

The managers perceived their emotional intelligence to influence team climate in three ways: (1) by 

creating a trusting environment that minimizes potential internal conflicts; (2) by creating a 

supportive team climate where managers’ ability to perceive others’ emotions counteracts negative 

repercussions on the team’s climate; and (3) by acknowledging their team members’ individual 

needs. This finding on acknowledgement as contributing to team climate, and ultimately team 

performance, further extends the academic conversation in the field. While the academic literature 

emphasizes the significance of recognizing emotions of team members and respecting those 

emotions, managers’ acknowledgment of team members’ individual needs has not been researched 

as impacting team performance.  

 

This study concludes that, in light of IKEA Retail managers’ perceptions of their own emotional 

intelligence, we found that their ability to think and behave in a way that considers their own and 

others’ emotions positively influences their team’s interactions and overall climate, which they found 

key to achieve good team performance. The managers’ perspective that team performance has a 

behavioral component further supports this conclusion, as they consider team behavior, in 

combination with measurable performance indicators, when evaluating team performance. Thus, the 

managers perceive their own emotional intelligence to influence team interactions and team climate, 

which guides their team members' behaviors, and contributes to team performance. 

7. Critical Reflections and Future Research 
This last chapter aims to provide an overview of critical reflections on our research and suggests 

avenues for future research. 
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 7.1 Critical Reflections 
As this study is based on the single-case study of IKEA, an in-depth understanding of the perceptions 

of IKEA Retail managers on the relationship between their emotional intelligence and their team’s 

performance has been gained. Consequently, our research is limited to a one-sided perspective which 

restricts our findings to the managers’ perceptions, thus not taking into account the perceptions of 

their team members. Additionally, basing our findings on perceptions makes our analysis rely 

critically on the assumption that managers ‘do what they say’, a risk that could be minimized by 

bringing in a different perspective when studying the phenomenon. An opportunity for future 

research would be to take team members’ perceptions into account in order to allow for a more 

complete understanding of the relationship between managers’ emotional intelligence and team 

performance. Furthermore, as the coronavirus pandemic experienced during the thesis process 

limited the sample size of this study, we propose that future studies should research a greater sample 

size to improve the potential of generalizability from findings. Additionally, we acknowledge that 

the culture and values specific to IKEA may have influenced our findings. Thus, we believe that in 

addition to carrying a multi-level study that includes team members’ perceptions, a multi-case study 

would also reduce the influence of organizational culture and values on future research’s findings.  

 

Another critical reflection relates to the preliminary assessment of managers’ emotional intelligence. 

While a large stream of research in the field measures emotional intelligence quantitatively, our 

preliminary assessment relied on the fact that managers at IKEA Retail had been through a leadership 

development workshop providing an awareness on the topic and experience in developing their own 

emotional intelligence. We assumed they were equipped with a basic understanding of emotional 

intelligence and thus relevant in answering the research question. Although our findings did indeed 

show them to be emotionally intelligent when compared to the literature on the construct, we propose 

that the emotional intelligence of future research participants could first be assessed quantitatively 

before analyzing their perceptions on the topic, in order to fully understand the reliability of each 

manager’s contribution.  

7.2 Additional Future Research 

Our findings highlighted one other important avenue for future research. Our data analysis showed 

that the managers’ perceptions on team performance challenged the input-process-output (IPO) 
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model (Figure 4) described by Scott (2004) that is traditionally used to measure performance. 

Indeed, a team’s behavior, which the model would categorize as a ‘process’ leading to 

performance, was perceived by managers as an ‘output’ and thus reflects performance. We invite 

further research to be carried on this behavioral aspect of team performance, which can be 

considered as an ‘emotionally intelligent perspective’ on team performance, as such a shift of 

perspective could have implications on resource allocations on team and/or self-development 

within organizations.  
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Appendix B: Original Interview Guide 
 
 

Interview Guide 
 

 
Framework: 

- Active interviews: we see our respondents as active participants of meaning-making 
- The interviews will be semi-structured. 
- The interviews won’t be anonymous unless requested otherwise.  

 
 

- Interview Start -  
 

Introduction 
Why - make the interviewee comfortable, organize transcriptions more easily 
 
1.  Briefly introduce ourselves and topic: writing a master thesis about EI in a business context  
2. Can you please state the following?: 

o your name 
o the organization you work for 
o your position in the company 
o the country you work in 

 
Interviewees’ background  
Why - understand the organizational context in which the manager is working 
 
3.  Can you explain your role and responsibilities at IKEA? 
4.  How long have you been a manager at IKEA? 
 
 
Interviewees introduction to Entira’s leadership development workshop 
Why - understand the intention behind developing emotional intelligence through Entira’s workshop 
 
5.  Did you request the workshop yourself or did your company suggest it? 
6.  Why did you participate in a workshop?  

o What were the organizational incentives/goals? 
o What were your personal incentive/goals? 

7.  Did you implement any changes after the workshop? 
 
 
Interviewee’s understanding of emotional intelligence 
Why – to understand EI in their view 
 
8.  How would you describe an emotionally intelligent manager? 
9.  How do you use emotional intelligence to guide your behavior in the work place? 
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o Can you give an example? 
 
 

Emotional intelligence implementation in team 
Why - understand how EI is implemented post workshop and how it affects performance 
 
10. Is emotional intelligence discussed with your team members? [is there an awareness of EI] 
11.  Is it valued within your team? Can you give an example illustrating how it’s valued?  
12.  From your perspective, what is team performance? 

o What does optimal performance look like for your team? 
13.  In your opinion, does EI affect team performance? 

o Can you give some examples of what you have experienced that led you to this belief? 
14.  What do you generally see as facilitating factors for team performance? [RQ] 
 
Wrap-Up  
15.  How has understanding EI had a deeper impact on you? 
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Appendix C: Revised Interview Guide 
 
 

Revised Interview Guide 
 

 
Framework: 

- Active interviews: we see our respondents as active participants of meaning-making 
- The interviews will be semi-structured. 
- The interviews won’t be anonymous unless requested otherwise.  

 
 

- Interview Start -  
 

Introduction 
Why - make the interviewee comfortable, organize transcriptions more easily 
 
1.  Briefly introduce ourselves and topic: writing a master thesis about EI in a business context  
2. Can you please state the following?: 

o your name 
o the organization you work for 
o your position in the company 
o the country you work in 

 
Interviewees’ background  
Why - understand the organizational context in which the manager is working 
 
3.  Can you explain your role and responsibilities at IKEA? 
4.  How long have you been a manager at IKEA? 
 
 
Interviewees introduction to Entira’s leadership development workshop 
Why - understand the intention behind developing emotional intelligence through Entira’s workshop 
 
5.  Did you request the workshop yourself or did your company suggest it? 
6.  Why did you participate in a workshop?  

o What were the organizational incentives/goals? 
o What were your personal incentive/goals? 

 
Interviewee’s understanding of emotional intelligence 
Why – to understand EI in their view 
 
7.  In your opinion, what is EI? 

o How would you describe an emotionally intelligent manager? 
8.  How do you use emotional intelligence to guide your behavior in the work place? 
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o Can you give an example? 
 
 

Emotional intelligence implementation in team 
Why - understand how EI is implemented post workshop and how it affects performance 
 
9. Is emotional intelligence discussed with your team members? [is there an awareness of EI] 
10.  Is it valued within your team? Can you give an example illustrating how it’s valued?  
11.  How do you define team performance? 

o What does optimal performance look like for your team? 
 

12.  In your opinion, does EI affect team performance? 
o Can you give some examples of what you have experienced that led you to this belief? 

13. Did you implement any changes after the workshop 
o How did that affect the team dynamics? 
o How did that affect the team performance? 

14.  What do you generally see as facilitating factors for team performance? [RQ] 
 
Wrap-Up (choose one) 
15.  How has understanding EI had a deeper impact on you? 
16.  In your opinion, why is emotional intelligence important for organizations?  
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Appendix D: Criteria Used to Intuitively Sort Paragraphs for Coding 
 
 

Criteria Used Intuitively to Sort Paragraphs for Coding: 
 
Criteria for Keeping Paragraphs: 

• Participant responses that share reflections, opinions, and specific examples to make a point 
o I.e. If they talk about what they got out of the workshop 
o When they reflect, on a broader level, how a team can be impacted 

• If they mention the word emotional intelligence 
• If they’re explaining emotional intelligence in their own words 
• If they use some key words or their words are illustrating these subsets of EI. **note: while our 

process is aimed to be inductive, we still did initial research on the topic and were exposed to the 
construct of EI and the terms related to it. Thus, our selectivity was informed/influenced by this 
prior knowledge 

o Self-regulation 
o Trust 
o Vulnerability 
o Self-awareness 
o Openness  
o Listening 
o Courage 
o Shame 
o Feeling 
o Compassion 
o Empathy 
o Support 
o Social awareness 
o Understanding  
o Belonging 

• If they talk about their feelings 
• If they talk about team performance or words that are synonymous to team performance such as: 

o Team effectiveness 
o Productivity  
o Goals 
o Measure  
o Achievement  
o Growth 

 
Criteria for Removing Paragraphs: 

• Short, irrelevant responses from us or the interviewee such as “Yes”, “Okay”, etc.  
• Questions and corresponding responses that were meant to create comfort between us and the 

interviewee  
• Introduction and wrap-up related content  
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Appendix E: List of First Cycle Codes 
 

Descriptive Coding 

Reasons for team dysfunction 

EI as an awareness 

EI as self-regulation 

Better relationships 

EI as being empathetic 

EI within Team 

Body awareness 

Performance as self-running 

Supportive Team 

Empathy 

Supportive environment 

Awareness of others 

EI as a toolbox 

Team conditions 

Self-awareness 

Self-reflection 

Honest feedback 

Clear goal 

Lead by example 

Reciprocity 

Performance as broad knowledge 

Performance as behavior 

Performance as results 

Competence 

Manager's role 

Presence 

IKEA's transformation 

Self-regulation 

Performance hindrance 

Lack of EI 

EI as lengthy process 

EI as open 

B: Clear Communication 
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Value Coding 

V: Approach Matters 

B: Admitting I don't know 

V: Being understood 

B: Openness 

B: Purpose 

V: Self-development 

V: Vulnerability 

B: Transparency 

B: Being heard 

B: Transparency as trust builder 

B: Recognition 

B: Acceptance 

V: Humanity in business 

B: Feel valued 

V: Make mistakes 

V: Trust 

B: Active listening 

Collective Decisions  

B: Developing EI 

B: EI as a bridge 

A: EI is subconscious 

B: Pattern awareness 

B: Emotions in business 

B: Decisions from feeling 

B: EI enables performance 
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Process Coding 

Trusting others 

Not understanding 

Aligning 

Pretending 

Knowing why 

Being consistent 

Asking questions 

Taking perspective 

Naming emotions 

Establishing transparency 

Relating 

Developing business & people 

Being human 

Teaching the team 

Energizing 

Developing the team 

Securing performance 

Honoring 

Feeling safe 

Sensing 

Knowing own needs 

 

In Vivo 

reading 

resist 

shields 

bridge 

sharing 

awareness 

supporting 

open 
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Appendix F: Visual of Coding Tree 
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Appendix G-N: Interview Transcripts 
 
Appendix G: Interview Transcription (I1, Søren) 
 
 
Interviewee: Søren 
Interview Date: 5/3/2020 
Transcription Date: 6/3/2020 
 
I1= Constance 
I2= Rona 
R= Respondent 
 
 
 
I1  0:00   
Right. So we'll start with just basic introduction, introduction. I know you already sent us that information 
by email but could you state, again, your name, your-- the organization you work for, your position, and the 
country you work in. So, same questions. 
 
R  0:20   
So, yeah, my name is [his pseudonym is Søren]. I am currently working in Belgium, but I'm American. I've 
been... and I should say that the job now is, it's called Customer Fulfillment Managers, so that means 
anything logistics in Belgium is part of my team's responsibility. 
 
I1  0:47   
Okay and you work for IKEA Retail? 
 
R  0:50   
I work for IKEA retail Yes. 
 
I1  0:54   
Great. Could you quickly explain just your role and responsibilities within that position? What does it mean 
and how many people do you manage? 
 
R  1:04   
So, I have six sub teams. Like I said, it's about everything logistics in Belgium. So, in terms of the scope of 
responsibility... we have a distribution company, which is a separate legal entity in Belgium, which is 
responsible for importing goods from outside Belgium. And once they're inside the borders of Belgium, 
they're the responsibility of our team. So we have a big distribution center. A big warehouse, basically, that 
supplies all of Belgian customers and all of the stores in Belgium and the Netherlands. So, just get different 
types of delivery to customers versus just stores. But I have one team that's responsible for operating that 
warehouse. In total, that's, including all of the blue colors and the forklift drivers in the warehouse I think 
that's like 350 or 400 depending on the time of the year. But that's, yeah. Mostly blue collars there. Then I 
have a very small team, sitting in our corporate office here in Brussels. Which is responsible for more of a 
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matrix relationship to the stores and their logistics operations. So we don't have any direct line responsibility 
for the stores. Then we have a team that's responsible for deliveries to customers. So that's a team of about 
seven, who are more or less contract managers for delivery companies that work for IKEA to do 
transportation. Then we have an MCN or a multi channel network. So a strategic planning function for what 
our long term network should look like. We have a sourcing function for... yea, basically they buy the 
contract service for deliveries and installation and then we have the, we call them fulfillment availability and 
support. So sort of the hardcore logistics nerd stuff. They, they do a lot of administration of the whole, the 
whole process. 
 
I1  3:33   
Okay. Well, that sounds like a lot of people. [laughs] And you've been working within this position for a 
long time or is it a new position for you? 
 
R  3:44   
It's a fairly new position. I arrived in Belgium in May. 
 
I1  3:49   
Okay. Amazing. So maybe now we'll move quickly to the, to the workshop that you did with Entira. Was 
that before you picked on this position, or? 
 
R  4:02   
Yeah that was in my old job. 
 
I1  4:03   
Okay. Which was also with IKEA, or? 
 
R  4:07   
Yes, so at that point I was still, I was working in the distribution organization. In Lyon. 
 
I1  4:16   
So when going back to when you took that workshop. Was it a request that you or was it from... like did you 
request it or was it like your manager who asked you to go and do it. And if, if that was or in any case why? 
Why did you participate? 
 
R  4:38   
Yeah, I think I think we did a total of four sessions with Entira. The start of the process was initiated by my 
manager as a team building for our management team.  
 
I1  4:49   
Okay. Yeah. And so what was the organizational goal basically behind that? Just the team building part or 
was there another, another, another reason for it? 
 
R  5:02   
Yeah, I mean yeah you can say team building. I mean... [Pause. Everyone laughs] It's, it's kind of a loaded 
question, you know? I think it was that she, my manager, at that point was new to the function and to the 
people in that team. And I think it was about [pause] getting, yea getting her on board as leading, leading 
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that team. But I think it was pretty clear that we were not functioning. That we were a dysfunctional family 
at that point. 
 
I1  5:39   
Okay. So it was a bit of a, like a fixing tool beyond team building--  
 
R  5:46   
Yes. 
 
I1  5:47   
Trying to solve it. Could you just elaborate maybe a little bit about the dysfunctions, if that's okay? 
 
R  5:55   
Yeah, I mean I think you had a lot of different people coming from very different backgrounds. So I was 
there and by far the most junior person having a pretty severe crisis of confidence compared to colleagues. 
And some of them I think were very, yeah, sort of old in their position. Very used to sitting on top of a big 
organization that they, they run and nobody else has any say. And so managing ego in that sense and 
developing confidence and competence. When I talk about me and maybe two or three other members of the 
team. But we certainly weren't taking the time to listen to each other. It was very much a battle to be heard 
and an inability to make priorities together. 
 
I1  6:51   
And did the workshop help, you feel like? 
 
R  6:56   
Yeah, I think the work... so like I said, we did, we did four sessions, I think. Maybe even three sessions over 
the my... I was there for three and a half years. And I really see you know session to session, there's a there's 
a process there that's supported even more than the sessions. So I think that they introduced us in that first 
session with them. It was, we were using Brene Brown. Not, is a dare to lead?  
 
I1  7:33   
Yeah. 
 
R  7:35   
Yeah one of her programs. But they were also working in little tips and tricks, you know, just how do we 
have a conversation with each other which is honest and professional but can still, you know, touch, touch a 
person in a sense. 
 
I1  7:55   
Yeah. We, we know a little bit about the program. The, they kind of let us see the content of it. So we're 
aware of it, but and from that perspective what you learn there could you, could you define what is 
emotional intelligence, in your opinion, from, from what you learned? Maybe and maybe to help you think 
about it, how would you describe an emotionally intelligent manager. 
 
R  8:30   
Ooph. An emotionally intelligent manager... [Pause]. I should probably be more prepared for that question. 
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I1  8:41   
It's good that, we don't-- we want a spontaneous answer. So it's fine if whatever comes with your experience 
or, yeah. 
 
R  8:50   
Yeah, I mean, I think an emotionally intelligent manager is certainly an empathetic person, I think. At least 
somebody who understands what empathy is. I think there's a, you know, the moments to use empathy and 
the moments to be directed. I think it requires quite a bit of emotional intelligence to figure out, in which 
moment am I here? And more than the words that someone is sharing with you, you know. What is actually, 
where are those words coming from? So I think, as opposed to listening to the specific words but looking at 
the totality of the situation and saying okay what's happening here? Where's this person's emotions coming 
from? What are the different emotions, what are the different emotions happening inside of the team? And 
how do they relate to each other. So I think it's about a sensitivity to where other people are. But I think it 
starts with, with empathy. But I think, you know, what the novel insight or the new thing for me in working 
with Entira was definitely Brene's work on vulnerability. So I think the, the awareness of... I should say the 
consciousness, you know what, what does it take to actually share something that makes me vulnerable with, 
whether it's a manager or people that work with me, for me. How do I create some of that exposure, some of 
that vulnerability. But also in a way that you know it's not unfair to me. You know where I'm oversharing 
and that kind of thing. So I think it's a sensitivity to that and an awareness of that, that, that balance that 
makes an emotional intelligent manager. 
 
I1  10:52   
There's no right or wrong, wrong answer, of course.  
 
R  10:54   
That's good. Okay. 
 
I1  10:55   
So, from your, from your own experience and what you, yeah what you feel it makes sense. So, with this 
description of an emotionally intelligent manager how, how do you use that to guide your behavior in the 
workplace? Do you have a specific example maybe of how you would use it yourself. 
 
R  11:22   
Yeah, I think... [Pause] I think a lot of it has to do with sharing really at an emotional level. So I think I'm 
able to get a lot more honest, open, transparent, relationships with people by initiating that a little bit. So, 
you know, I think the basic premise is, if I can be vulnerable with someone else they can be vulnerable with 
me. That, that opens up, you know, the ability of people that work for me to be critical of me. You know in 
a, in a very safe way that make sure that I'm not, you know, reacting to the words but I'm actually taking you 
know criticism and saying, “hey, what can I do differently?” And vice versa. So that I, I know a little bit 
more about when I can, I can measure the moments that it's appropriate and okay and safe to be critical. 
When do I need to, you know, pay attention to building someone's confidence versus saying okay now it's 
time to actually get control of an issue or the topic. So I think it's, it's a lot of, you know, conversational 
tools. And I think that's where Entira is really good in terms of layering on top of the actual theory or the, 
you know, the data that Brene brings on and what she writes. A lot of tips and tricks about, you know, how 
do you just start a conversation? What kinds of questions can you drop into a conversation that, that created 
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or maintain an open space for conversation. So, without being super specific I think it is, you know, 
conversational tools and more of an awareness of where I am and where the people around me are. 
 
I1  13:29   
Yeah. And you feel that, like you said earlier that by you initiating this kind of openness, it leads for your 
team members to do the same. Or, or did I? 
 
R  13:44   
Yea. Absolutely. 
 
I1  13:44   
 Okay. So you feel the responsibility as a manager or do you feel the impact as a manager to set the scene 
and the climate basically? 
 
R  13:53   
I think, I think both, both statements are true. I mean I certainly take responsibility for that with my team. 
And I'm much more aware of it when I'm with my peers. Where I have less, maybe responsibility but more, 
you know, I can influence. 
 
I2  14:14   
And it sounds like it's something that you do use as a manager. For instance, now in your actions. But is it 
something that is actually consciously like discussed or just the idea of this way of working? Maybe it 
doesn't... the word emotional intelligence not necessarily but the construct or the concept of it. Do you think 
your team members are aware of this? Or is it just a way that you act, and people respond accordingly? 
 
R  14:49   
For me it's very open thing. And some of my guys will find it funny sometimes. Because I will, okay, here's 
now, now's when I'm going to be vulnerable. It's actually, you know, a statement that comes out every once 
in a while. So, my team that I spend a lot of time with, I think they're super conscious of it. I would say half 
of them have, you know, been through some kind of a workshop or you know has taken an interest and have 
some vocabulary. Half of them don't and are more amused by the whole thing. But then I would say, where, 
you know, in the in the management team for Belgium, where my peers are sitting. It's a little bit the same 
situation where I think that some people are hyper aware and in tune with where am I? Where my teammates 
right now? And other people are purely... most of us are new. We're coming out of a big reorganization so 
yeah it's a moment of I don't know what I'm responsible for and what I should do. So, you know, people are 
reacting differently. So, yeah, where people have had some training and spend some time reflecting and the 
others that maybe haven't had that kind of approach, or at least don't have value for it. 
 
I1  16:11   
But you said those people who are more like, not as aware and more amused by it... are they still receptive? 
Or is there resistance? 
 
R  16:20   
Yeah, yea. Absolutely. I mean, you know. Yeah, for sure. I think that [Pause] hm, not always [Pause] 
reciprocating or returning the vulnerability or you know, the openness or sharing, which is fine. But 
certainly you can, the behavioral change is very clear once you show, I have no idea what to do on this one 
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so we have to, you know, slow down and figure it out together. Or, you know, vice versa, this is where I'm 
going to say how we're going to take this. A little bit of storytelling, a little bit of this, “this is why I'm going 
to react this way”, I think sets a tone or sets a scene where, yeah, whether you're one of the more sensitive 
people in a, in a conversational setting or one of the more fact figures straight up. I think it levels the playing 
field a little bit. And, you know, you can see it in body language, for sure. 
 
I1  17:28   
Yeah, that's also an interesting tool to use. So you would say that it is valued within your team or maybe 
people don't really realize what it is but it is appreciated. And, yeah. Super.  
 
R  17:43   
Yeah. 
 
I1  17:45   
We, so we're interested in understanding the, like, how emotional intelligence plays out in team 
performance. So now we'd like to maybe move a little bit more towards your, your definition of team 
performance. What does it mean for you when your team performs? So, it can be a lot of, lot of things and 
we don't want to define it ourselves. We'd rather let you define it. So if you could just give us an idea of 
what it means to you. 
 
R  18:18   
As a leader of a team? 
 
I1  18:19   
Yeah. 
 
R  18:22   
You know, the definition for me is when my team can do their job without me.  
 
I1  18:28   
Okay. 
 
R  18:30   
That's kind of the, the endless pursuit. You know with the state that... I think [Emphasis on 'I think'] every 
manager should eventually try to achieve, is that these people don't need to be managed or led anymore. 
When that can truly happen, there's a, there's a model I like to use, you know that there's, a there's a team 
manager in the middle. And, you know, in the beginning, in the beginning, each person on the team needs 
the manager to approve or to give advice or or. And so, yeah. I'm new here since May and all of my team is 
new since September, and you can see that everybody needs validation before they move. So they're waiting 
to do things until they have some kind of acknowledgement: “Yes this is okay and I feel safe to do this.” 
And, you know, I can take it in my, in just, I meet with my team twice a month, so every other Monday, and 
what I'm actively trying to do is push things off the agenda of that meeting saying that you don't need the full 
team to take a decision on. There's two of you that have clear scope of responsibility for this. I trust you, go 
do it. And then we don't have to take that in the full team agenda. And we can use that for the things that are 
actually priorities for us. And so that, that is for them getting away from needing to connect to the manager 
every time we'll do something saying, “now you guys have the knowledge, you understand how your role is 
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related to this. Go and come back if, you know, run into problems or need support. So I think that, that's 
maybe a long way of answering the question but ideally we get to a place where they don't need me and they 
can operate together. 
 
I2  20:17   
And I think it's interesting how you also differentiate. I think just kind of distinguishing as a manager, your 
idea of what team performance is, which implies it's a different perception as a team member. So how would 
you kind of describe it, how would that change if it's, I'm thinking that was a team member but maybe 
correct me if I'm wrong. 
 
R  20:42   
Yea that's a fair point because guess, if I, I would say I would want the same thing from my peers in, in our 
management team. That we don't, we don't need to have a full management team alignment on every single 
topic that we, you know, we want to move forward. So I would assume it's the same thing but I think you 
know there I want, I want my team to understand me, so to speak. So that you know that they, most of them 
already know for example what, what makes me scared. You know the things that are fearful for me. So I'm 
fairly open with most people that I'm a pretty ambitious guy and I would like to continue to grow and to 
develop in my career. And so, failure for me, every single little tiny failure relates back to my ability to 
continue to grow my career. So, if they understand that fear in me, they can help me acknowledge, when I 
create fear because of my own anxiety versus when we actually have a problem in the business that I need to 
address. Bringing that sort of the fact from the fiction, so to speak. So, I see that team being successful when 
they understand what, what makes me happy, what motivates me what, where does my fear, anxiety come 
from, and that they can relate to that and use it to help motivate and, you know, direct me a little bit. So 
supporting me in that, in that sense. So I think the differentiation there isn't, you know... I look at my team, 
you know, it certainly is a group of individuals but look at their behaviors and I don't necessarily need that 
my team is giving me the kind of energy that I want to take away from the management team where I'm with 
my peers. Saying that, I would, I would like to go into my own, a team of my own peers. We can sit down 
and have an 8 hour full day meeting whatever and I can leave with more energy than I came into. That 
expectation that I have on that team. Whereas I don't, put the same responsibility on people that report to me. 
You know, there I expect to be giving more energy that I receive. So I think on that level there is some level 
of differentiation. Versus manager should probably bring to the table. 
 
I1  23:22   
Yeah. So, in your opinion, how does this this emotional intelligence affect performance? And maybe you 
can give some examples of what you've experienced that led you to believe that. 
 
R  23:41   
I have a guy now who is probably the best example I've had ever. He's, he's responsible for services. So 
home delivery which, with exploding e-commerce is a huge thing. Everything, in a bottom line needs to be 
ready. And so that's, the cost is exploding, and the quality is not improving at a very good pace. But that's a 
function of pace of growth, not a function of his performance. And I think I, I can understand where he's 
coming from because I see myself in that situation pretty clearly. Everything that I just described about, you 
know, my fear of being able to develop my career. You know, being attached to every single success or 
failure along the way. But it affects him in a very specific way. So he, he becomes... He can overtake a room 
in the blink of an eye when his anxiety starts to come out and he becomes very directive. I've seen him 
become aggressive with people. And breaking that down, I think you get to a point of, okay, “Where's that 
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fear coming from? What are you afraid of here? And you know, what, what happens differently if you share 
that as a fear, as opposed to react with, you know, direction, and you know trying to fix every single 
problem?” We've had to first help him understand a little bit that. Which is, it's been a really good 
experience. But then, allowing the team to understand that as well, helps them identify that trigger. Okay, 
“Here comes Bert, he's gonna start reacting now so we need to make sure that we all understand where, 
where's that coming from and how can we contribute?” Yeah. It is about everybody else taking the 
responsibility so that Bert doesn't feel like he needs to take all the responsibility. But if they see the 
emotional, the potential emotional reaction attached to that, then they, they see it coming. They know how to 
prevent it, they know where it comes from, and they know that it's not a problem with Bert. It's a problem 
with the business that we can, we can actually support together. So, yeah I think, I think the answer to the 
question is saying, you know when, when, when the individuals in the team are aware and willing to share... 
Then the other individuals in the team can do the same. And that allows the differentiation between 
addressing topics with the, with the person versus topics with the business. I think, I think, a functioning 
team needs to be able to do both of those things. And we can address the individuals and we can address the 
business. Usually in separate streams. 
 
I2  26:46   
How did that specific example... How did you come to your approach? Was it that, for instance, this 
individual kind of expressed how he's feeling? Or was it that you sensed this anxiety and you initiated a 
conversation one-on-one? Or was it, okay, because you also mentioned the team... Did you address the team 
and say this is how we should handle this situation? Or as a group, you all kind of approached it? I'm just 
curious how that happened. 
 
R  27:22   
Yeah, it was, it was him and I. I witnessed-- or I saw a specific event with a stakeholder somewhere else in 
the business, basically. But, there was a completely unproductive conversation where neither person was 
listening to each other. And then starting to realize that that was a pattern. Then it's a one-to-one 
conversation with Bert. Which is, we actually set him up with Marie-Luise as a coach at Entira and that led 
to some insights. Which, you know, my role there is to say, “Okay, when you have those insights and you 
want to share them with me or with the team... Let's create space to do that.” And that's that when the team 
was on board, at least in that example. Yeah, which hopefully you would do, you know, preemptively or you 
know in advance with something like what we're going to do with Entira. 
 
I1  28:24   
So, maybe this question, we had a question about how the workshop basically changed your, the way that 
you would work. But this, this kind of applies to your previous team. Because you said you had it with the 
team in Lyon. So I think this maybe is not super relevant right?  
 
I2  28:48   
Yeah, that's fine.  
 
I1  28:49   
We skip it. So maybe bit of, a bit of a broader question. What do you generally see as facilitating factors for 
team performance? 
 
R  29:06   
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Hm, yeah, the obvious, I guess emotional intelligence is there. I think that's probably secondary to a clear 
purpose. So I think purpose of function but purpose of a team. You know, so the... I personally put a lot of 
focus on what's-- so if we say we have the purpose of logistics and IKEA is relatively clear. But that the 
purpose of a management team, that should lead logistics in IKEA. And there I think you lead to a, um, 
discussions. So I mean, it's a simple exercise of just saying, “What's our mission statement?” So if you're, if 
you're saying you're studying entrepreneurship then, you know, of course you want to lead with the vision 
right? Working backwards from that vision, what's our specific purpose in this? IKEA has 150,000 people. 
So it's good to be really specific about what our, our role here is. And I think, just the process of creating one 
statement or one sentence has allowed us to really explore what, what are we collectively responsible for and 
how do I personally contribute to that, from a functional perspective? And I think that's the... That's the 
starting point. I think there comes, you know, from that purpose come your goals and, and, and, and… So I 
probably wouldn't say anything more than purpose. I think that once you have that, everything else falls in 
place. 
 
I1  31:09   
So maybe this is a bit like a wrap up question. You already mentioned that in several instances, but could 
you just kind of tell us again how your understanding of emotional intelligence has had a deeper impact on 
you? Maybe also personally at work, not just at work but also at home. Like, what did you change? 
 
R  31:42   
Yeah hm [Pause] I lead with questions in life, in general. I think that's, you know, a development that has 
been a result of a lot of different workshops and coaching trainings and all these kinds of things in my 
professional life. That definitely have an impact on my marriage and my approach to parenting. I think 
[Pause] I think my wife would probably tell you the same thing. You know, I'm constantly asking her, what 
would happen if she led with a question instead a statement. And I think that that's something that I realized, 
I didn't realize the value of that and my relationship with her. I realized that, you know, and then brought 
that, brought that home. Yeah my son's two and a half so it's not that complicated yet [Everyone laughs] but 
I expect that that will be something that has a pretty big impact on how we develop a relationship. 
 
I1  32:54   
And at work with your team here, you asked a lot of questions as a manager? 
 
R  33:01   
Always. Yes. It's a little bit like I said before. I mean, there's, I even say always. I mean there's, you know, a 
moment where you say okay, we just need to make a decision, here and go. I mean, to ask a question 
acknowledges that I have something to learn for sure. But at the same time that the self-discovery… I mean 
just, having someone realize it on their own, reach a conclusion on their own is far more powerful than me 
trying to convince them one way or the other. 
 
I1  33:40   
But in that case, isn't it like, then you need to trust that, that person is going to find the answer right? And in 
an organization, I wonder, like because there is a time factor. You need to also move forward and fast. So 
how does that play out? It seems like the, yeah, the dynamics of the organization might go against a little bit, 
this approach. 
 
R  34:08   
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It's very topical. You know, of course it's, you know, one day to the next. We talk about crisis management 
for coronavirus. I mean, that's a very top down, we will do, yeah? But I think you know, there's, there's a lot 
of value in... On one hand, so we're trying to develop a culture of mistakes, yeah? So this idea of, okay if 
you reach the wrong conclusion, in my opinion, I have a choice to make. I can let you run with that 
conclusion and learn. Or maybe I'll learn that you were right and I was wrong but I mean, that's a little bit 
like you say where you have… Okay... You really have to make a decision here. Is it going to take 6 months 
for this to play out? Is it going to take 2 weeks? Does it take a year? Because I think the value of allowing 
that person to make a mistake and learn, is an eventual value to the company. You're not going to be able to 
measure against you know, a bottom line or a specific KPI. You know in a business plan or in a follow-up. 
So that, that I think is, you know, the reason that we still are here. It's because you have to make those 
judgment calls, as a manager. When does that failure have enough long term return for that person to 
actually justify that we don't develop a business for the short term. So, it plays. But I think that's, you know, 
something, the more that we're collectively, you know, I think that… If, if you're really after the value of 
emotional intelligence in the workplace. The more that my managers are aware of that and using that as a 
tool to develop me, the more I'm using it as a tool to develop my people, the more tolerance they have to 
trust me to say, “Listen, if we let these two guys go on this topic, they're probably going to make some 
mistakes along the way but they can also make some really good choices. They can develop themselves, you 
know, and we'll find creativity there that may not have come from, from the top down.” So I mean, to be led 
bottom up, I think it requires, allowing people to explore, make mistakes, and sometimes sacrifice speed. 
 
I1  36:33   
That's really interesting. Also this idea that through mistakes you don't just learn about the mistake but you 
learn about yourself in doing it. But this also needs some sort of... Yeah, ability to reflect on yourself. Do 
you see it as, like, do you create that environment for self-reflection or is it something that we, some people 
have some people don't have as much? 
 
R  37:10   
So, it's very situational person-to-person. I think, you know, some people will bring it to you three times a 
day if you open the door, which is you know, too much. Others, others really need to be encouraged to find 
the value. And I've been really surprised. I have a couple of people who don't show it obviously but when 
asked, you know, you see some really deep reflections. Like, hm, I thought, “I didn't even think you were 
aware. But obviously it's something that, you know, you're thinking about in the car and in the shower.” 
 
I1  38:01   
Yeah. You can be surprised by people for sure.  
 
R  38:05   
Yeah. Absolutely. 
 
I1  38:07   
And maybe another question that is, you touched upon it, but why do you think it's important for 
organizations to have that ability to be emotionally intelligent or to grow it, to train it on an organizational 
level? 
 
R  38:30   
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Yeah, absolutely. I think that's... For me, at least how I interpret, you know, when we have big corporate 
gatherings and you know a bunch of key leaders are together, we do talk about wording, making mistakes. 
And I see that as a manifestation of emotional intelligence. You know, people saying, leaders saying, “Wow 
somebody really let me learn from a mistake. We should do that more often.” You know, and how you get 
there, I think you can go a lot of pathways. But I see a lot of, I see a lot of value as I described earlier. But 
you know I think that there's a lot that can be found there by allowing people to go out and fail. And I don't 
think it necessarily needs to come at the expense of speed. It can be, it can be balanced. But I think it's, it's 
critical for a company, especially the size and scope of IKEA. I mean, ultimately we're in a very narrow 
sector which is furniture retail. But geographically, you know, market wise, we have a huge, a huge scope, 
and consumers in South Korea are very different from consumers in Brussels. Very different from 
consumers in LA. So we have to be listening to all, everything that we have out there, which, which is my 
way of saying that we need to be driven from the bottom up. And if we, if we don't allow those mistakes to 
go, you know, if we don't nurture that and we're just directive the whole time that we're not… Yeah, we're 
going to fail. So I think it's, it's critical when it comes to creating a sustainable business. So, shift our 
business model in any direction, if we're willing to allow that to happen. 
 
I2  40:43   
So, uh, I think we finished actually a bit early here, which is never a bad thing. Um, but I think that you had 
some very insightful responses and I think it was really nice to get your perspective and just kind of see 
probably things you're thinking about but maybe not always actually putting together, right? So, thank you 
so much for taking the time and sharing with us. 
 
R  41:09   
Absolutely. My pleasure. My pleasure.  
 
I1  41:11   
Yeah, this is really just for us, for our thesis. We're gonna listen to this again and then start making sense of 
it. But is there anything that you, that pops in your mind that you'd like to add or any question you have for 
us?  
 
R  41:31   
No, I would just say good luck guys. 
 
I2  41:34   
Thank you so much. We appreciate it.  
 
I1  41:36   
Thank you very much and have a good day.  
 
R  41:38   
Anytime. Feel free to stay in touch. 
 
I2  41:42   
Great, bye. 
 
-- Interview end – 
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Appendix H: Interview Transcription (I2, Helene) 
 
 
Interviewee: Helene 
Interview Date: 5/3/2020 
Transcription Date: 7/3/2020 
 
I1= Rona 
I2 = Constance 
R= Respondent 
 
 
 
I2  0:01   
Okay. Great, we are ready. 
 
I1  0:05   
So I think, just for the sake of the start of the interview and for organizing information, can you please just 
state your name, the organization you work for, your position, and the country that you work in. 
 
R  0:19   
Yes, I am [her pseudonym is Helene]. I'm working for IKEA in global, actually, in within the Ingka group 
one of the biggest franchises of the IKEA concept, working under the umbrella of customer fulfillment, we 
call that. My position is store fulfillment operations manager in group CFF, Group Customer Fulfillment. I 
am working with all 30 countries, we are catering for in Ingka with 25 organizations, actually. So my 
headquarter, if I can put it that way is in Malmø. But I'm located in, still I'm living in France, and 
commuting, as well as traveling a lot to meet the people in the in the countries where actually the business is 
happening. But I'm initially not French so don't feel that you can maybe with your French background... 
 
I2  1:26   
I won't quiz you! 
 
R  1:28   
Oh that's not that's not gonna work even if I've been living in France now for quite some years. People are 
sometimes asking me how do you manage to live in France without speaking French but it's actually 
working pretty well I need to say. 
 
I2  1:41   
Yeah, okay. Amazing now. 
 
I1  1:44   
And how long have you been based in France? 
 
R  1:47   
It's the fifth year now. Oh, actually. Yeah. 
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I1  1:52   
And can you also explain your role and responsibility, or the responsibilities pertaining your role and what 
you do. Right, yeah. 
 
R  2:05   
Well you know we are we are moving in that in a super exciting and dynamic business world right now. 
Maybe, maybe not only the business world is very dynamic as we know nowadays that other things from 
outside in can impact our lives pretty heavily. But we are transforming within IKEA, in our business and 
business model, and that is very much triggered from our customer perspective you know how do people 
shop. Then you might be a generation who are, who knows stuff. Shopping behavior is so different today 
than what it has been 10, 15, 20, 25 years back. So, in the under the umbrella of customer fulfillment we are 
considering everything connected to delivering goods, either to the point of sales so when we talk about 
suppliers who are producing goods, how do they end up at the sales location where you used to go. Most 
likely, you were an IKEA customer as well. So when you go to a store and you want to shop you expect that 
in a safe location where the goods should be, you can pick the goods and you can bring it home. So we 
secure that the goods are at the right location where they should be. And on top of that we are, we are 
working with, a lot with online because that is what is actually the big transformation for us in IKEA, going 
away from a pure cash and carry retail and going into a real multi channel dimension, meaning that we need 
to also secure as we are delivering the goods to the customers' homes, at a certain. at a certain moment at a 
certain price with a good quality and with the expectation, fulfilling expectations of the many people out 
there. And then on top of that, we know that the delivery is one service we are offering but we also offering 
other services like assembly installation , all that stuff, and that is customer fulfillment is catering for as 
well. So in operations we talk about fulfilling a customer orders, and one piece of that is fulfilling orders 
from a store the normal, you know, cash and carry environment that we are used to. And in that context, I'm 
responsible for the totality of logistics when it comes to the stores. So, we call it, we call it the in-store 
logistics in the past and today we call it store fulfillment operations. So everything what is moving goods 
from or towards a safe location as well as towards customers from a store dimension, I'm responsible for. So 
I do that on the global level as I mentioned before, I'm leading a team, which is leading that together with me 
and I'm acting as a matrix manager towards all the countries. So I'm actually not the one who is physically 
doing the job but I'm leading matrix, giving directions, strategic long-term, medium, short-term directions 
towards all countries we are responsible for. Okay, so now that is it in a nutshell, it's probably not too easy to 
begin with. We covered that in just a few minutes but that is basically in a nutshell. 
 
I2  5:19   
Your team size is quite big or you have several teams you're working with directly. 
 
R  5:25   
Well, I need to, I need to say that my immediate team and the ones who are directly in line reporting to me is 
very, very small. So I have just, just a handful of people working directly in my team, But I see myself as 
being a leader from a broader business perspective so for me it doesn't matter so much if I'm a line manager 
or if I'm a matrix manager. I have a lot of people out there in the, in the countries in the source as well as in 
the service offices in the countries I'm working with. For me (disinhibited lesson)??? this has never been 
important who is the, the line manager, it is more important that we are incorporating all, you know taking a 
task, and a goal we want to achieve, and then trying to find out which individuals and key players, people 
with the right competence knowledge and ambition and motivation and passion can contribute to that. So for 
me it is, it is always a little bit like, people ask me what, whom are you responsible for? I said I'm 



Appendices 
 
 

   
 

CXXXIII 

responsible for the customers out there on the market, with lots of fantastic people around me who are 
helping me 
 
Getting the things done. Right. 
 
I1  6:46   
Okay, great. And how long have you been a manager at IKEA? 
 
R  6:53   
Oh my! [All laughing]. Makes my hair even greyer. I am in IKEA since 1991, so quite a long time. And the 
first managing position I had was as sales manager in a store and that was I think 1995 or something. 
[Laughing] 
 
I2  7:19   
Okay! 
 
R  7:20   
So, so many years back. But as I said, you know, for me it is less relevant also when you know when you, 
when you change job or when you put yourself on the market you're trying to put the CV in place, you 
know, you know what companies are looking for. But, but that is sometimes not really who I am. Yeah, I'm 
in a manager, manager position since many, many, many years in different dimensions, so I have been in 
different countries and different jobs and different organizations within IKEA.  
 
I2  7:53   
Okay. 
 
R  7:54   
And I actually have a sales and marketing background so I don't even have a logistics background  but now 
I'm in logistics and supply chain since quite a while. 
 
I1  8:05   
And I was wondering, your management experience, has that been mostly within the IKEA organization or 
have you had any management experience prior to that? Or is it like within the realm of IKEA and kind of 
developed over time? 
 
R  8:20   
It's exactly that. So when I started working in IKEA in 1991, I came basically from school, you can say. So 
I've been working in the tax agency and some other, you know agencies before but without, you know, 
sensing that this is where I belong. When I started to work for IKEA I was a part time coworker, supporting 
a big rebuild we had in Austria back then when I started. So, everything that I have built from, from a 
managerial perspective but also from a leadership perspective, I built within the environment of the greater 
IKEA I would say. I've done that in different countries and in different organizations, and sometimes you 
know even if we are all acting under the umbrella of one brand, you cannot imagine how different 
sometimes things are even within IKEA since that is such a big company. 
 
I1  9:19   
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Okay. 
 
R  9:19   
So I have, you know… And then beside that I think my biggest support was meeting people like Johan, and 
Marie-Luise for instance. And those were the ones which have been following me now for quite many years, 
10, more than 10 years. And before that I had other people from outside, you know, really being curious and 
engaged about meeting people who are in management positions and trying to understand how that can be 
further developed. And I'm a big fan of Alan Seale and Brene Brown and all those guys who are, you know, 
really looking into the depth and trying to understand why do people act, how they act.  
 
I2  10:05   
Yeah.  
 
R  10:06   
So I think that I missed something maybe in my career to, to study psychology or something like that. At the 
same time, I think I can maybe utilize my interest and my passion for human beings and for behaviors in my 
daily job as well.  
 
I1  10:25   
Yeah, exactly. And of course the connecting link between us is that you've participated in a workshop, 
through and Entira. And I think for us, we're also curious about, did you initiate up signing up for a 
workshop, the first time or initially? Or was that initiated by somebody else, a manager of yours or you 
know, who could that be? 
 
R  10:54   
Yeah, the first time when I was meeting Johan it was, it was initiated by back then by my manager, creating 
or, let's put it that way, having a very long, or experienced team already in place and recruited a few 
newcomers into a very very solid, very experienced, very senior team. So I joined that team. Oh my god 
that's already 10 years back I think in Germany back then! Me and another 2 new people into that group of 
people. We were 11 people and then we were starting to discuss how do we do team development, you 
know. Do we, and sometimes you know you meet managers who are saying, “I can do it myself, you know, 
I'm a manager here and I'm responsible for everything and team building cannot be so difficult so I do it 
myself”. But then I think we had a very good dialogue with this manager back then and saying, “You know 
maybe we need some help!” And not because we have problems but we really wanted to secure that we have 
a very good process towards a high performing team, allowing that, that takes time and allowing that's what 
teams need to go through. Or a group of people need to go through certain processes to end up at the high 
performing stage. That was the first time actually, I teamed up with Johan, and since then actually we, we 
kept connected. And when I took over a bigger area of responsibility… So I left that team after four years. 
I've moved to France now, I'm still living here. Being responsible for the whole South European and Middle 
East countries, and all of a sudden I found myself in the same position of leading a group of people which 
are even not sitting in the same location. Everyone has his or her individual responsibility and assignment 
and, and I really wanted to go through the same very solid, supported structured but also emotional process 
of, you know, building up a high performing team. So I, that was the moment when I reconnected to Entira 
and I said, you know, “I like the approach, I like the way how they do it. I like the way how they are 
listening to what the needs are and how they adapt to those needs at the same time so, would you be willing 
to support me in that journey?” And that's what we did actually in the last 4 and a half years. 
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I1  13:32   
Okay. 
 
R  13:32   
That was fantastic.  
 
I1  13:34   
And you mentioned high performing team, and I'm curious, how would you describe high team performance 
or team performance? 
 
R  13:45   
Well, I would probably put that into two layers. You know, one layer is more the immediate, measurable, 
performance, where we are assigned into something. When we take a certain responsibility to sign into 
something, agree on what we want to achieve, from a pure business perspective. So of course, a high 
performing team is delivering something. And then you always need to try to find out how realistic, but still 
ambitious, are the goals you're putting in place, you want, you want to achieve. And then the outer layer, and 
that is the layer where I do believe that we are sometimes too busy to listen in to individuals, you know, 
human beings, things people are bringing which we don't even realize, get to know each other in a way that 
we can utilize strength which we might never have thought about that those are relevant for our business 
performance. And making you know, people growing at the same time performing and at the same time, 
taking a responsibility for a greater thing than only for what they are hired for. if that makes sense. When I, 
when I had my first management team that was some, many years back when I was a store manager in 
IKEA. I had many, I have 8 individuals and everyone of these individuals had a very very clear task. Every 
time when we met as a team, I was expecting, you know, the moment when you enter that room, we are 
meeting as a team I expect you to not be there as a functional manager and you need to be there as a member 
of a management team. So you need to be as interested in what your colleague is saying as what you are 
gonna share. You need to you know, make up your mind even if we are... Or can I take an example: if we are 
talking about, we are sitting in a retail environment in a store where we are selling furniture and then the 
person who is responsible for selling home furnishing listens to someone who is responsible for, IKEA food, 
I just take those two as an example right. It can very easily happen that the one being responsible for 
furniture is just leaning back and saying that this food that's not any of my business so I don't even listen. I 
start to continue to write my needs or just checking out mentally right. And I think a high performing team 
is, is has the ability that every individual sitting in that group of people or in that team can link in to 
whatever topic we have on the table, and has an ability to, you know, to not only, empathy is maybe not the 
right word but more, more having the compassion you know that someone in my opposite, you know has 
something to say, has maybe a chance to share or something to celebrate. And I'm able to be there. Right, not 
only physically but also mentally right. So I think it's those two dimensions and then maybe in the personal 
growth dimension you also need to, or I think a high performing team is developing business and people at 
the same time. Very similar tendencies so you don't you don't decide now I do develop, I now develop the 
business and just an hour later I develop people you know. It is, it's going you know, really layers and layers 
hand in hand so you cannot really structure it, and distinguish it from each other. 
 
I1  17:28   
Yeah, it sounds like, hum, the way you're just talking...  
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R  17:32   
And I'm just talking talking talking. You just need to stop me, you know! 
 
I1  17:35   
No, it's great, it's great and it's interesting to see it as this simultaneous process is kind of what I took from 
the way that you're saying it's just automatically, happening together. And so, so you've had experience with 
the workshops for a while and you initiated contact again later on. And that was, was that with your own 
team that you initiated that as a leading, okay let's participate in a workshop?And after that, what, what 
changes, did you apply after the workshop amongst you and your team? Like what was your takeaway? 
What did you kind of implement to say, okay, we went through this, these are the changes now. 
 
R  18:28   
That's a big question actually. Probably it would be better to ask the ones who joined but you know, my 
team members. But I was there as well of course and I think, you know, the big, the biggest difference I, and 
we all realized you know after we had our first session. I think that my, my... I had a pretty diverse team if I 
can put it that way and from also from a cultural background point of view. So not only French people, but 
also people with, with, you know, Arabian roots and people with Swedish roots and people with... What else 
did I have? American roots. So, the cultural differences were pretty obvious in the beginning and that did not 
lead to any bigger challenges but it... When we started to get to know each other on a different level, I think 
we started to acknowledge that we have, we are all individuals you know we are not, we are not there to 
have a title and to have a position, and being responsible for something in particular. We also bring all our 
values and all our, you know, heritage and all our roots and all of our, you know, strengths and weaknesses 
as an individual person into the game. And I think the, the first meeting we had, or the first workshop we 
went through opens those doors. Even for those characters which might not have been [pause] so... Or 
considering this element as being relevant in a business environment if I put it that way. We had, we had 
people who were really saying, you know, I'm not gonna share what, how I feel, you know, because it 
doesn't matter. I'm sharing what numbers I have delivered last month, because that is what matters. And, in 
particular for some great Italian guy I need to say. I'm still in contact with him and I love him I need to say. 
He was the first one who started to admit that he was living 38 years in a complete denial when it comes to 
who he is actually and what he can bring to the table as an individual human being. And that was, that was 
really an eye opener for, for, maybe.... [Pause] For me that happened years before and because I had that eye 
opener already before, but I was not so aware that, that it is impacting individuals, so or can impact 
individuals so heavily. So I think the first workshop we had was a great eye opener. The second one we, 
because we did, we did a half a year... Every half year we met Johan actually. I think we, we managed that 
pretty well over all the four, four and a half years we have been building that team. And in the second 
session I think that this were the, maybe in old terms where we say okay the storming starts a little bit you 
know, there were a little bit like now it starts a little bit to... And do I really still feel the same or do I fall 
back into my old patterns very easily if it starts to get uncomfortable right? But yeah, but I think that, that 
was probably the biggest takeaway and made people perform better in the end. And that's of course fantastic 
because that is what I'm behind you know, and that's what I want. I want us to perform and to celebrate our 
success. And to deliver good results you know, this is why we are working in a, in a business, you know. 
 
I2  22:27   
Yeah.  
 
R  22:28   
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And, and the second biggest takeaways I would say, is to learn how to listen. I think there might be people 
which are smiling on me when I say that, but...[pause] I think the minority of, of people listen, actively. I 
don't think people are... We are in such a [pause] tense environment and in such a competitive environment. 
It doesn't matter where it is if it is in school or maybe in university or in business or in NGOs or wherever 
we are. We are in such a competitive environment all the time, that active listening is falling between the 
chairs. And I realized that with myself as well, the more stressed I get or the more intense it gets and the, the, 
the lower my active listening becomes and this is so bad, because every time when I realized that happens, 
the result is not as good as it could be. So for me, for me personally active listening is one of the key 
elements everyone needs to have, but for sure managers need to have. Yeah. 
 
I2  23:48   
After, you said it was... How many sessions, did you have? Four, four different ones or... With Johan? 
 
R  23:56   
We have, no we had more than four I think. Because we have the first year we had two. The second year we 
had another one... So three. Then we've done after the third session with my immediate team. I talked to 
Johan and we started to broaden it more. So we invited the extended management team to one or two 
sessions as well. And now we had another two with my management and the closing session as well because 
that I didn't mention before but we have been due to the transformation, my, my area of responsibility has 
been closed down. And I need to say that was very self steered process I have been part of designing the new 
organization and I all of a sudden saw myself explaining the group management that we don't, don't need 
that role and that setup anymore. Then I was traveling home and I thought oh my god what did I do you 
know, because I have a fantastic team here I have built and I've put a lot of passion into that and we have 
performed and we have the delivered goals, year after year. And now I'm closing down that area but we did. 
In the end we closed down the, the DS area I've been working in. But during those, it was four and a half or 
five, approximately five years I think we had five sessions individually or four sessions with my immediate 
team and then another two or three it was, I think, with the extended management team. And the last, the last 
one actually the last two ones with the extended management team was... I already knew back then, and 
none, not, no one else knew but I knew that, that area is gonna be closed. So what I did with Johan back then 
this that I shared with him this is going to happen. And how can we together now without them knowing 
because I was not allowed to share at that moment. How can we prepare those managers and leaders for that, 
for that process? That was my biggest, my biggest ambition actually to prepare, both the team as well as 
each individual to go through a very very tough transformation process. 
 
I2  26:18   
And the workshops, kind of started the work but then I imagined that in your day to day work with your 
team, did you have like any tools or anything to continue doing that work, or practice it? 
 
R  26:31   
Yeah, hmm, we, we of course we got, we received a lot of material tools in that sense that we were 
reminding ourselves sometimes, you know... I take the active listening example we reminded ourselves after, 
after a few meetings where you know everyone comes engaged back from the workshop, you know, saying 
"Oh no, no, we're going to change that completely" and then all of a sudden, as I said when the pressure gets 
higher or when problems are kicking in you're falling back to old patterns. So, what we what we usually... 
Our, our strongest tool has always been and will probably always be, is to allow to do reflections after you 
close a meeting or after you close the process. And during that reflection, use certain ways or certain 
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methodologies to give feedback. I think that may helped us the most you know to remind ourselves what did 
we actually agree on, when we left our last session with Johan, and did we really live up to that? Or did we 
float away or did we just, you know, do something completely contradiction to what we have actually agreed 
to? So it was more, you know, giving time for reflection, giving time for preparation, as well as using 
different methodologies of giving feedback individually but also in the group I think that was the strongest 
contributors when we talk about tools you know, in that sense, 
 
I1  28:00   
And this strays a bit away from the workshop, but, hmm, when you hear or think about emotional 
intelligence, what does that mean to you? As a concept. 
 
R  28:18   
[Pause] Yeah... If I read something around emotional intelligence, I'm not sure if I'm educated enough to 
have an opinion around it. If I think about my, [pause] my biggest takeaway when I am... I had the, I had the 
privilege I need to say to meet Alan Seale you know, I don't know you know him I guess right?  
 
I1  28:47   
I don't think so. No 
 
R  28:49   
The transformational leadership and... No?  
 
I2  28:52   
No. 
 
R  28:52   
You should Google him. Alan Seale is a fantastic person.  
 
I2  28:56   
Okay! 
 
R  28:56   
An American, American guy working a lot with leadership and transformational leadership and stuff like 
this. I have his book somewhere... Usually I have always his book aside me. Anyway! He's... I met him in 
person once and I had the chance to go to have dinner with him and to talk about you know what does 
actually behavior do with people... With hmm... Let's put it that way: emotions are very much not or seen as 
not having a space in the business reality. And I think even if we have people like Alan and Brene and Johan 
and you name them all, you know... Even if we have those people who are telling us that this is bullshit it is 
been our reality that emotions have no space in our business reality. And if I if, if you combine emotions 
with intelligence and you're trying to understand how actually in my world, the human being is behaving and 
why, human beings are behaving as they're behaving it's all going back to what we feel. [Pause] And what, I 
what I learned from Alan Seale... The, the key element is listen to what happens in your stomach or what 
your stomach is telling you, what your heart is telling you and what your brain is telling you, and then try to 
understand which of those three is driving your behavior, the most. I don't know if that makes sense for you. 
It's not very educated, but I think for me, it's my stomach decisions... My decisions, I take which are driven 
by what I feel have to, I would say, it to 95% always been the better ones. And this is how, this is how I am 
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you know doesn't mean that I don't know, hmm, Barack Obama has the same you know, I just take one 
strong person you know... At least what we see in the world, or, you know, you name all those, those people 
who need to take big decisions. But my decisions I take I usually consciously, ask all three elements of my 
body, what, how are they telling to me, talking to me, and what are they telling. Right? 
 
I1  31:01   
And this is kind of on the same topic but maybe another way to think or talk about it is, hmm... [sight] How 
would you describe an emotionally intelligent manager? Maybe more of like what are their qualities or how 
do they go about it, leading or managing a team? 
 
R  32:04   
[Long pause] Yeah. That's a good question. I do believe that if you, if you want to lead human beings, you 
need to have a genuine interest in a human being. If you, if you are more interested in artificial technology or 
technology as such, maybe or into, into things which are not so much connected to human beings, I think 
you should not lead people. This may be a very brutal answer. 
 
I2  32:42   
That's fine [laugh].  
 
I1  32:45   
We can handle it! 
 
R  32:46   
I'm not sure if I should have said that by knowing it's recorded. [All laugh] I trust, I trust you! 
 
I2  32:53   
Thank you! 
 
R  32:54   
But, but I sitll believe that you need to have a genuine interest in, in human beings and understanding what is 
behind the maybe the facade... Leading with, with empathy, compassion with resilience to a certain extent, 
as well because it is, it is, of course... You're considered as being strong, but you are also... You should also 
allow shame and vulnerability, as, as far as, you know you can look into your own your own picture or 
mirror every morning. So I do believe that being vulnerable, showing resilience at the same time having a 
strong empathy and a strong compassion for, for leading people is a prerequisite to lead people. And then 
based on that, of course you need to have the strong ability to, to give direction to, to have good sense for 
business for whatever business you're in. But also make it fun. You know we are sometimes so serious. And, 
of course, you know, there are jobs out there, which need to work, very serious, no doubt. But if I take 
myself. We are on the home furnishing business. We are a big company of course and have a big impact on 
many things but you know still, we are not doing a surgery on open heart patient! Yeah, we are selling 
furniture and making a better everyday life for many people out there so this is a fun job actually. So we 
should we should allow to have fun in what we are doing.  
 
I1  34:46   
And, [pause] also, in terms of emotional intelligence of course you're describing, okay, somebody who has 
this awareness and how they lead but how do you think emotional intelligence has guided your behavior at 
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work? [Pause] Your understanding of it or...? Hmm... Yeah. How has that influenced how you work with 
your team, how you work in an organizational environment? 
 
R  35:23   
Well I think, how it is influencing is that I see the better results. Hmm... [Pause]. 
 
I1  35:33   
Maybe it would help if you can give maybe an example of when you've kind of utilized some aspects and, 
and how was that, what it led to? 
 
R  35:45   
[Long pause] I take this, hmm... Now maybe that's too big example because that's really it was a huge thing 
but anyway I'm giving it a try. When I... That is not so much a fact business related actually but when we, 
when, when it was decided that I should lead the... Manage the closure or that organization, we were talking 
about [pause] around 1600 impacted people. So it's quite many individuals, which, which were impacted in 
one another way. Some in not directly, but more indirectly some in getting new managers, some in losing 
their jobs, some in hmm... Needed to change location, changing scope... You know we had all sorts of 
dimensions in, in that change. And then all of us... I found myself all of a sudden as being the one who need 
to lead this, this whole process. I take away a bit the management part because I needed also to manage the 
whole process you know the whole legal piece with it. The whole piece with unions and workers Council 
and financial and blah blah... You know all that. But when then I found myself the first the first meeting I 
had. I was physically here in this office actually, sitting in front of around 80 people here and then I had 
another, I don't know, maybe 150 on the phone on a Skype meeting sharing that change. The first time you 
know they were all not aware of what's gonna happen, you know. So I was standing there and sharing that 
some will lose their jobs and some will change location and some will just tadatadatada... And the whole 
impact right. And, and I think what made it different to maybe how I would have done it without being 
trained by or influenced by emotional intelligence but or influenced by being a more conscious leader and a 
more conscious human leader, or people leader... That I have been sharing my fears, [pause] in that meeting. 
And I saw actually people even, even, not, not many of them came back to me individually but a few came 
back to me individually. And it's still unfortunately the case and I just need to live with that unfortunately. If 
you have a certain role, you have a certain stamp on your face and it's probably in the culture of South 
European cultures of South European countries even stronger. You know the hierarchy is very very very 
dominant, you know, and they are not easily showing up at your desk and saying:  "I need to talk to you 
because I don't like what you said". You know, so that is not what people are doing down here. But, but I 
saw in the faces of the people, a big big surprise because they were not, they were not expecting me to share 
my fears and my vulnerability and my concerns, and my sadness also to, to a certain parts of that process. So 
it was a little bit, for me it was a little bit too silent when I started to share that. And then I thought "Oh my!" 
You know, am I going too far here? Do they expect me to be you know the strong rope in the ocean you 
know... And I need to be the one who has no fears and no, no doubts. But it, I think it turned the whole 
process into a different, into a different dimension for me It was easier for people to apply their fears, it was 
easier for people to go back to their managers because most of those people were not directly reporting to 
me. I was just the, I'm just, I was just the face for a change they didn't like. But it helped them to understand 
that this is a business decision which has been taken. This is not that [Helene] was, you know, standing there 
and pointing fingers on certain people and seeing you and you and you are out because I don't like you you 
know it wasn't about that. But the emotions of course for people's reaction were so strong, because they all 
of a sudden saw themselves being fired. Basically. And, and, you know, I think they're [pause]... That, that 
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helped me the most in that, me as a leader to, [pause] you know, to show them that we are all sitting in the 
same, in the same boat. And, we can all survive if we are keeping, keeping ourselves strong together and I'm 
finding, finding the right path for each and every one. Yeaj, that this may be one example that I can... I can 
use. 
 
I1  41:20   
And when I hear that, it also of course it's giving an example of how you've kind of applied emotional 
intelligence to a specific situation but it also reflects a bit, maybe the value of, that it's had for you, right? 
That you were able to connect and communicate with people in a, I would almost say a special way, hmm, in 
in a difficult situation. And, and I think we're also wondering, hmm, does... Maybe it's, we can say with your 
current team right now... is emotional intelligence, kind of valued amongst your team or aspects of it? And is 
it something that your team is aware of at all or is it more of you as a manager and how you work, and 
communicate with them? 
 
R  42:13   
Yeah, I think... And that is a little bit of a self reflection where I, where I'm sometimes may be a little bit too 
humble. But, [long pause]. I think the team which I left or which I actually managed that everyone in my 
team took a step, you know, so there was no one calling between the chairs. I think if I would ask them or 
I've asked them, of course, so if we, if I listen to their feedback they have very much valued, [pause] how I 
have been driving that process and how big attention I have put to them as individuals and what 
opportunities I have opened doors with, together with them. Trying to challenge them at the same time also 
giving them, you know opportunities to, to look into and to support them in the best possible way. So I think 
if I would, [pause] if I would listen to their feedback they were definitely acknowledging that, and they saw 
that, as well as a huge difference to what they experienced before. And the interesting thing though is that... I 
would not say that one, the one or the other is better or worse. Because it depends a little bit on what you 
decide to do, and what you as a team member decide to be, to if you want to be part of that. And I think that 
is a little bit the tweak into this. Not everyone, I guess, with every character and every individual would 
enjoy the way how I'm leading. And I think that is a little bit the key. You know, that I tried to be super 
transparent also now when I took over a new team and reaching out to all those... I don't know how many 
thousands of people who are working with me now in the countries. You know to be very transparent what 
they can expect from me as an individual. Because I am, I'm very bad in playing a show, you know. I'm, I'm 
who I am and I am, I'm like this, you know. And I can listen and learn. But there are certain things which I 
will not let go off, because I just consider them as being super valuable and relevant for me and my 
environment and for, for the business. But not everyone is enjoying that, you know. And then I think it is 
super fair to say "well if you don't enjoy how I'm leading, then let's find a way how to get out of it", you 
know. So, either we are adapting to each other, to a certain extent that is possible, or you, would... I, I help 
you to find the spot, and the place where you want to be. So I think that is, that is one, one element in there 
to be transparent. And, and sharing. Being as open as you can be and authentic as you can be to, from the 
very beginning I'm not playing a show. When I have done... Maybe one example when I am I, as I said I 
have 30 countries to deal with right now and I have decided in the first year that I, I'm at least gonna meet 
half of those countries in person. Because it's, it's... Now we are doing video conferencing so it works, but 
you cannot really sense the atmosphere in a room or, you know, now it works with us because we are three. 
But I think if, if I, if I go and meet the countries, I usually meet in stores, you know where the businesses is 
really happening. And I meet a lot of people while being there. And I think in all the countries I've been so 
far, and I think it was 10 or 11 teams I've met since September last year. [Pause] They were all tuned when, 
when we closed the meeting. And it's not because of me, you know it is an... I am probably just creating the 
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scenery. Opening doors by active listening and allowing that people can express what they feel, what they 
think, what they believe in, what they have fun with, what they're annoyed about you know. So, if I connect 
that to business performance, I can see that those companies where we have been, not only me but me and 
my team, and where we had those conversations are performing better than the others. And that is for me of 
course a super interesting sign, you know, it doesn't necessarily... This is just one element, but it's one very 
crucial and solid element I think which we should not just underestimate.  
 
I2  47:07   
When you say they perform better do you mean like the teams are functioning better or the performance, like 
the measured performance is good? How do you...?  
 
R  47:16   
It's both. It's both actually. And it's going hand in hand of course. And if the team performs or acts in a more 
conscious way, it's very likely that the numbers are showing the progress at the same time. And then of 
course I'm working on mid and long term things which you might not even see in a short term any 
movement. But it's how they are acting, how they're getting guidance on prioritizing for certain things and 
the moment when they are done prioritizing certain things you start, you really start also movement in, in, in 
business KPIs in the right direction. And I was surprised actually that I saw that so immediate, you know. I 
thought we maybe take one or two or three times meeting then in person but it really clicked, you know from 
the first second in most of the countries. You know you just go there and you start to, start to have a good 
dialogue. 
 
I2  48:13   
It's almost like you're, it's a creating a space that allows for more conversations or... It's like really just this , 
yeah, click like you said. Where you allow people to become more of themselves maybe or to have those 
conversations and express what they feel or... 
 
R  48:33   
Yeah... But again, also when I am just reflecting on one meeting I had in the Netherlands just two weeks 
ago. It was like when I came there, you know I met those people... No, not the first time but maybe... But 
there some of them I met the first time but it was the first official meeting I had with them, and the, the 
feedback I received afterwards they said,: "Oh, we were not expecting that this is such a productive dialogue 
with you". And  then I said, "Wow, why didn't you expect that?" [Laugh] So I was a bit suprised. Yeah, 
because they, you know, you have a... I have obviously an image that I'm very, I am very business driven 
and I am. And I'm looking at figures and I'm looking at numbers, and I'm saying you know we are here to to 
perform. You know, this is what the here is all about. This is not just having, having a nice conversation. We 
need to get something out of it at the same time. But, but I'm, I'm obviously with those people which 
experience me also known for that we should have a very, very good human touch into what we're doing. 
Because we aren't there to make a better everyday life for the many people and we're not only talking about 
the customers. I also talk about my co-workers and the people who are doing the hard work every day, 
physically, you know, picking wardrobes and chest of drawers every day, many times. So I think it is, it is a 
balance of both having fun in what we're doing, seeing sense behind it, and having a value based 
atmosphere. And I think that every time when I, when I leave meetings or groups or teams or whatever. I get 
the feeling that I, I managed to at least do my part in creating that atmosphere. It's funny because I have one 
of my best ex-management team members sitting just on the next table here. He's not listening to me right 
now, but he's a he's actually a super good example how he has been buying into the, to the journey with it 
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with the workshops, and the leadership workshops we did with Johan. He was really really growing in that 
dimension. Fantastic guy! I can only recommend. If you want to have another interview partner... [All 
laugh]. 
 
I1  51:01   
We might take you up on that. And what, what can you say would you view as facilitating factors, for team 
performance, in general? 
 
I2  51:16   
Yeah beyond just emotional intelligence. Is there some mediator, that you're thinking of for, that allows for 
team performance? 
 
R  51:25   
[Long pause] Oh there are probably many things, which, which... It's hmm. There's probably not only one 
recipe, let's put it that way. What I said before, I think you need to... First of all you need to, or I needed to 
share what I am, who I am and how I am and what people can expect from me. But then I also do believe 
that, looking into people's competence in all three dimensions of competence, so in what knowledge, do they 
bring, what capabilities, do they bring and what motivation, do they have. And this is how we look at 
competence as a totality. It's always a piece of knowledge, a piece of capability, and a piece of motivation. 
Which is, which is allowing us to understand how diverse our teams could potentially be or should be. 
Diversity is I think in all sorts of, of, of elements super crucial, it doesn't necessarily... And then we talk 
about gender diversity a lot but it is also age diversity, it is background diversity, it is cultural diversity. It is 
competence, there were a set in the sense of, from which [pause]... Part of the business or maybe outside of 
the business people are bringing competence into a group of people. So I would say that the whole 
competence piece with knowledge and motivation and capabilities is, is super crucial. Okay. 
 
I1  53:14   
Hmm hmm. Okay! And this is more of a personal question, but I think kind of as a closer to a bit more of a 
wrap up, hmm... How has your understanding of emotional intelligence affected you on a personal level? 
And not just necessarily at work but just in general as a person? 
 
R  53:41   
Yeah, I thought about that's actually before. And I didn't mention that and I don't know if you know, but I 
am married and we have a daughter. She's 17. So she is, I think she is the most easygoing teenager I've ever 
met. And I was some, there are moments sometimes where I'm discussing with my husband, you know, why 
is that you know why, why did we grow up a human being here, a girl who is not really running through all 
those puberty disasters, which I was running through when I was in our age, right. And probably my 
husband as well. He's not probably, not as transparent as I am but. [All laugh] And I think, I personally think 
that the moment when I started consciously to work with understanding myself better. You know when I 
started in my professional life, started to work with coaches and, you know, not only Johan but also other 
people who influenced me in my thinking you know.... Who am I, and what is important for me, and and 
what, what are my values and how do I live up to those values, and how do I listen to others... You know all 
those elements. When Julia was in that age where puberty actually kicks in, that was the phase of my career 
where that was the most dominant development steps I took in leadership. And I think that made something 
also with her. Because of course I cannot just you know, leave the office and leave all my knowledge, 
competence, experience and everything what I feel behind. You know and of course I bring this back home. 
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So I think growing a, a child is is a big task with a big responsibility, I think. And... Yeah, I think it is 
probably the, the best proof of emotional intelligence, you can give. If you're there and have a grown-up 
person with a, with very strong own value-based individual with both legs in the, in the world, you know, 
excited about what is happening, creative, smart, but also daring to do things. So, you can see I am very 
proud about my little daughter. She's not so little anymore, I mentioned she's two heads higher than me! 
That's not so difficult I'm very short... But I think that what I have, I think I need to... If I ever leave IKEA I 
would thank IKEA for allowing me to learn what I've learned because I utilized that in, in many other 
aspects as well. I don't know if that makes sense but... 
 
I2  56:55   
Absolutely! It seems like it's really an IKEA thing to also... Do you think it's, it's really part of the, like 
philosophy of the group to develop people like this or...? Because we have, all the interviews we have are 
with IKEA people, so we're starting to wonder is it just because that's the philosophy of the company? 
 
R  57:19   
Yeah, sure. Of course we have a very strong company culture that's.... Sure. I will say that you need to... 
How can I say that? Not, not to be perceived as you know being completely brainwashed by the company. 
But of course you need to you need to... If I do cultural trainings with people, I've not done that now for a 
while but as a store manager you usually do that, you know, when you have new people in the organization. 
You try to explain what is a company culture and where does it, how is it nourished actually because the 
company can write something down, or stand something behind something, or having common values but, 
but that's only words. You know it needs, to the people are you know carrying those words, through all the 
75 years now. And then of course we had a very strong founder with a very, very strong leadership in a 
sense of presence. And let's put it that way until he passed away, actually. But I would say that [pause] if 
you have very strong company values and if they are, if that is the company values, and that's me, you know. 
And they are completely fitting like this. I think that's very wrong. That is very risky that you are perceived 
as being brainwashing your people and people are just you know nodding their heads and saying "yes, yes 
everything what IKEA does is, of course, I'm standing behind", right. If you have it like this it's wrong as 
well, you know, because of course you need to have some kind of, you know, some kind of overlap. And I 
think that, that is, that this the success of many and probably the ones who are talking to. That we are 
bringing very strong own values as individuals, and this is what we are standing behind and we are living up 
to. We have a substantial piece of overlaps with the values the company is caring. But we are also there to 
say that there might be certain things IKEA is doing which we are actually, hmm, thinking twice. And I 
think that is, that is what is making me happy to work for in that company for so long. That I have never 
been stopped, sharing if I am not agreeing. I can always share. I stand behind it as a manager because that is 
my commitment I gave, but I have still some concerns around it, you know. So I can live to, I can live up to 
a certain sort of way of managing things. I usually say, I can be hundred percent committed even if I only 
80% agree. Yeah, and I think that is, 
 
yeah that this makes it, I think, different to maybe other companies, which I cannot judge so much because I 
haven't been working for so many companies... But of course I have friends outside of IKEA which [laugh] 
are sharing their view on it. 
 
I2  1:00:27   
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And you feel that since the beginning. Like, it's not since you've maybe been more able to share how you felt 
but this has been existing in the company for longer than you've been doing the workshop and maybe we're 
more able to share. 
 
R  1:00:43   
Absolutely, and even I have... I was sometimes even surprised that my career has been going as it was going 
because I have never really planned my career, you know. Things were just falling in place, you know. And 
of course, my biggest probably contribution to all this is, hmm, me and myself and my... Being authentic but 
also, obviously, understanding, some parts of the business pretty well. But at the same time I have always 
been very flexible and mobile and I've been traveling around with IKEA for, for many years and moving my 
family and moving my kid and, which was not always easy. But, but I was always able to say "Okay I go 
that far but further I don't go!" You know and if you want me to go further, or if you want someone to go 
further, you need to find someone, but I'm not gonna do that. So, and that was always appreciated byall the 
managers I had so far. And I think I had only once in all my 30 years almost, I only had once a manager for 
two years where I was... Where I was really challenged, where I said: "Okay if that's gonna continue I'm 
gonna leave because that is not what I think would, how it should be." But all the other 29 years I think it 
was. It was really... 
 
I2  1:02:08   
Pretty good ratio! [Laugh] 
 
R  1:02:11   
Yeah, and it was many, many different managers I had because I was in different countries, different 
organizations, different companies within IKEA. And so there is a certain pattern visible I would say. 
Yeah... Yeah... 
 
I1  1:02:25   
Do you have, hmm, any more...? 
 
I2  1:02:27   
No, no... It's, it's been really... I think it's really nice that you shared so many examples. It helps us also 
understand better the concepts.  
 
I1  1:02:37   
Yeah.  
 
I2  1:02:39   
Yeah, thank you, really a lot for for the time that you gave us. 
 
R  1:02:44   
Yeah.  
 
I2  1:02:45   
Do you have any more questions for us because we're, we're running now of questions. And maybe of time 
too! 
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R  1:02:53   
No... I'm good. I would be super curious to, to see how that is continuing with the two of you. So if you 
could keep me a little bit in the loop, what is gonna happen, that would be super interesting.  
 
I1  1:03:07   
Yeah we would love that. Yeah! 
 
I2  1:03:08   
We discussed that actually... What, what can we provide to the people we interviewed, and to Entira as well, 
for all the contacts they gave us. So, yeah, we're hoping to... We don't know the format yet of what we can... 
I mean we, I think we can share of course the thesis, but I don't know if you want to read 100 pages on the 
topic! [Laugh] 
 
I1  1:03:27   
Maybe more something like our findings at the end sort of thing but something small.  
 
R  1:03:32   
That would be great.  
 
I1  1:03:33   
It's of course a collaborative effort of everyone that we interviewed as well so I think that could kind of 
connect with you. Hmm... 
 
R  1:03:40   
No perfect, yeah. 
 
I2  1:03:41   
Yeah we're really happy to, to provide with, with that. We're handing in in May, mid May. 
 
I1  1:03:46   
Yeah.  
 
So you can expect to hear from us around that time.  
 
I2  1:03:51   
Around that time. And we have a defense in June. 
 
I1  1:03:53   
Maybe towards the end of the month after we've recovered from all the writing! [All laugh] 
 
R  1:03:59   
No, don't, don't stress yourself you know! You have, you have a lot of additional things to do, I guess. But 
yeah I would be, would be super curious. Yeah.  
 
I1  1:04:10   
Thank you.  
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R  1:04:10   
So I wish you all the very best! And maybe good luck is maybe not the right thing to say because I think that 
you, you seem to really know what you want to want to go for. So....  
 
I2  1:04:25   
Yeah... We're getting there! 
 
R  1:04:27   
I think so. I think so! 
 
I1  1:04:29   
We very much appreciate just your thoughts and your perspective, and your openness, and sharing that with 
us. And I think we feel already that it's insightful and it's going to contribute a lot. So thank you again. 
 
I2  1:04:42   
Yeah you'll hear from you, from us soon.  
 
R  1:04:45   
Yes, absolutely. Wonderful! 
 
I2  1:04:47   
Yes.  
 
R  1:04:48   
Take good care.  
 
I1  1:04:49   
You too.  
 
-- Interview end – 
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I1  0:01   
Okay, so just quickly to, for us to organize the data. I know you already gave us that information but could 
you state your name, the organization you work for, your position, and the country you working in. Again. 
 
R  0:17   
Okay. My name is [his pseudonym is Morten]. I am working for IKEA in Russia. And my job title now is 
service fulfillment operations manager for Russia. And what was the other information you need? 
 
I1  0:35   
 You give it all! Perfect! Maybe...  
 
R  0:37   
I just did you want to know how long I worked in... Manager in senior role?  
 
I1  0:41   
Yeah you're, you're already asking, answering. 
 
I2  0:45   
So I've been with IKEA for 22 years. Prior to that, I was working in the UK for a retail business called 
Worse, at that time. And they no longer exist. Prior to that I'm, I was a, an engineer. A bricklayer 
construction worker.  
 
I1  1:07   
Okay.  
 
R  1:08   
Hmm, and so yeah! That's where I started. And I moved through the business in that way. And I've been 
working internationally now, for [pause]. Me and my wife and my daughters we've been traveling now for 
about 18 years! 
 
I1  1:25   
Okay, wow!  
 
R  1:26   
10 different countries, 2 continents.  
 
I1  1:29   
Wow! 
 
R  1:30   
So working throughout Asia Pacific, and Europe for IKEA, setting up logistics, organizations building them 
up.  
 
I1  1:40   
Okay, and...  
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R  1:41   
All with emotional intelligence! [All laugh]. 
 
I1  1:44   
And this, this role that you have in, in Russia is this... How long have you been in it now? 
 
R  1:52   
I've been in Russia now for... I'm a transferred employee. My job is to come in and build, and transfer 
information, knowledge, experience, and then leave an organization behind me. So I've been in Russia now 
for, for just over four years. I'll be here a couple more years. But in that time I've taken on four key roles. So 
I stepped into a position, I build it. I strengthen the people, and then I step away and mentor those guys while 
I continue taking on another role. So I've taken on this role in, which is a new organizational structure, which 
we're doing globally but, started here in August last year. So it's encompassing the services, which is all 
home delivery, installations, assembly, sowing... All kinds of services that we do for customers. That's what 
I do now. 
 
I1  2:48   
Can you, can you explain a little bit your role in more details like how many people do you manage? Yeah. 
What is it about? 
 
R  2:56   
Yes, I have, I have 16 coworkers split between specialist and operational developers. I have a matrix 
responsibility, going towards Siberia, St Petersburg, down south and of course central UK. So I have people, 
which I matrix manage over there. Most being in St Pete, being the biggest volume of activity. And then I'm 
based here in Moscow, and I have 12 people here and the rest out in the regions. And we we're growing. So 
we currently manage 36 different contracts, and we deliver, work with around about 1200 different services 
every day.  
 
I1  3:49   
Wow. Okay.  
 
R  3:50   
And then of course, connected with customer service. And when you've got so many trucks people and 
trained coworkers, working with assembling stuff...Thereis always something going on. So emotional 
intelligence is key to, in stage, [or the prowl or the phones, you just use them to keep you want]?????? We'll 
get to that in a minute. 
 
I1  4:12   
Yeah! Maybe, maybe I'll jump on that right now. How, how would you describe an emotionally intelligent 
manager from, from your experience and...? 
 
R  4:23   
Okay, so, hmm... I don't. I've never considered myself from very early days when I left construction. When 
you were in construction you very much relied on common sense. Over the years, when it comes to 
organizational development and structures, common sense was squashed and hidden. And we replaced it 
with some accord common practice. You can imagine upcoming practices if I was to talk about an 
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organizational structure. So now we're going to develop a working process in Sweden, and we want that to 
be copied around the world. So this is how we're going to set up our organization. This is how we're going to 
answer the phone. This is how we're gonna deal with each individual problem. And the problem with that, 
with, of course, sometimes it's very advantageous in order to get a consistency and efficiency and approach. 
But what you do is you switch people's minds off. Their emotions off, because now they can hide behind a 
piece of paper saying "This is my work and procedure. I followed it. Yes I knew it was wrong. But I don't 
have to think anymore because common practice checks mates". We haven't to think and deal with the 
problem. Yeah. So, very much over the years, yeah, common sense versus common practice. And then of 
course, how do you measure when to switch one off and one on? And, and that's of course a very fine line. 
And when you're dealing with, hmm... I worked in countries like Japan, China, Singapore, Malaysia, and 
Russia. And languages are very difficult, and I am not very bright.  
 
I1  6:12   
[Laugh] 
 
R  6:12   
I do not have a high IQ and I don't either profess to. However, reading people and understanding them is the 
one thing that helped me communicate without actually having to say anything. And we all know how this 
works. Doesn't matter about our background, our culture. Everybody is basically the same. We cry at the 
same things, we laugh for the same things, and we have the same needs: our family, friends, etc. So, 
connecting with people is not as difficult as you think.  
 
I1  6:40   
Yeah.  
 
R  6:41   
And sometimes we hide behind our words. But the one thing I like to teach in organizations or teams is 
some... [Pause] How to express this? Self regulation or self awareness. And, and that means, the ability for a 
person or a team to exercise control. And I had an example actually yesterday. Which I thought about this, 
this chat today. So I've been around for many, many, many years. Let's not talk about how long! 
 
I2  7:15   
[Laugh] 
 
R  7:15   
And I have had and amazing journey with everyone. Here, with a new coworker Liana, same age group. 
Hugely experienced with international partners, and Russian. Very good English. And we get on really great. 
So she sources, engages, and then I take over and develop with my team. With different stakeholders. So, we 
talked about a contract. Now, this is the thing about self regulating, it's not easy. But of course, we all have 
buttons that people can push. We can all react instantly, before we even know what we wanted to say we're 
already upset. And really we don't understand why. Emotional intelligence is not knowing how to stop that, 
but knowing when that happens. So, I spoke to Liana about a company called DBD and that I wasn't happy, 
and I felt there was some contractual breaches that we need to deal with. Liana immediately got defensive, 
and without thinking took it personally and attacked. And I wanted so desperately to burry her and her 
attack. But because that's just an initial reaction. She thought I was attacking her and her team. And then in 
order to defend herself she attacked mine. Emotional intelligence is being able to see that. And take a breath, 
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and say "You know what, you might have a point. Let's discuss it." The discussion instantly shifted. Not 
because I was smarter, but because I decided not to react. But I can tell you, after being married for 27, 28 
years, I still don't have that as a fine art. So, it's not, it's not easy. And it's about developing the habit, and an 
awareness. And most of the time to be effective with an organization...  When you're developing this, you 
need to be very careful and ask certain questions: are we defending, are we attacking, are we trying to 
investigate, support, explore the situation? Or do we want to resolve it, or labeling. And most of the time, 
our habit is to push away.  
 
I1  9:44   
Yeah. 
 
R  9:44   
And we develop a wall, and I'm quite sure some of your research will already have told you that. But self-
regulating. And so for me emotional intelligence is about starting with you first. You can only start with you 
first. If you try to teach, emotional, from the outside in, you will always come up with a brick wall. So, the 
old analogy would be the example, be the good example. That's one thing you need to do. So when you're 
talking with organizations and then of course when you're in a leadership role. What part is organizational 
leadership and emotional intelligence you're talking about? Are you're talking about the team directly in 
front of you? Are you talking about the peers around you? Or are you talking about the organization? So 
imagine yourself in an office. Now, most organizations and teams, we have huge amount of stakeholders, 
and I have stakeholders. So services is not delivered by 17 coworkers and me. It's delivered by a whole 
organization with hundreds of people, and 50, 60 different departments, each having their own budgets, their 
own deliverables, their own KPIs, which by the way I dislike them. We can talk about them later. I'll explain 
why. So you have all of these elements but in order to succeed you have to put every single one of these 
together. Now it's not because we work for the same company. We like to say we are one IKEA, or we're 
one this. Or we're one organization, it doesn't work. People get very defensive. People have different 
deliverables. We have PDT talks and we specifically rank these. You must have this KPI you must do this, 
this and this. And that's how we still work today we have development plans, yes. But we bring everybody 
back to a KPI which puts a lid on it. However, emotional intelligence, when explored correctly, when 
implemented with, with heart... And that's what we're talking about. In news, it is barriers. So teaching an 
organization to be soft work. But if you develop just your team, and then your team starts to behave in a way 
with... Because as a team you develop the correct surroundings by encouraging and sharing feedback with 
members by having personal and understand personal strengths and weaknesses. The reason that I've been as 
successful as I am in all different cultures, religious, political doesn't matter. All that, none of that matters, 
actually, when you're working with people. The reason you've been so successful is by developing the 
surroundings for people to work with and lifting barriers. So, teaching people and this might sound odd. I 
don't know if I'm going to explain this very well so please bear with me.  
 
I1  12:37   
Go ahead.  
 
R  12:38   
Resistance. The thing is is that we, we always teach people not to resist and to be open. And actually when 
you are dealing with emotional intelligence. The one thing you have to teach people to do is resist. Resist 
your initial thoughts. Like I said. Are you judging, are you attacking? So being able to resist that initial 
compulsion to, to lash out or attack or defend even your team. And you have to remember, in any kind of 
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organization or team and when they are dealing with different stakeholders. You're being weighed and 
measured, all the time. Now being weighed and measured by any kind of organization, or stakeholders, 
whether in the same company or not means that people will never see your intention. Live. When you break 
the law. [Laugh] I didn't mean I meant to do this. Your intentions are never taken into account. It is the 
action, and the result of that, but it's the same in the workplace. So being able to, to explain that to people 
and say... To resist, teach them how to resist and not to react. But also how to see opportunities. Because 
when you can get to a team... Argh, it's really difficult to, to explain into words. I've never been articulate. 
I'm more... I connect through people. But, hmm. When you get a team of people. When I took over the team 
here in Russia to take the latest example. I was asked if I wanted to dismiss everybody. It's the new 
organization instructions. I've never done that. They perform incredible now. Doing things they've never 
done before. Same people, same business. It's just a different way. Teaching people how to see from a 
different perspective, and teach them how to use their feelings. But in order to do that, their surroundings 
have to be safe and secure.  
 
I1  14:41   
Yeah. 
 
R  14:43   
Teaching people how to receive feedback. We often talk about teaching people how to give feedback. It's the 
wrong way. If you cannot receive the feedback. You.... it's the it's a trip up, it's like a catch 22.  
 
I2  14:59   
Yeah.  
 
R  15:00   
So, when you're talking about a team, and then you have to worry. Now you're in an office with, I don't 
know... 10 different other departments. But if yours is the only department you've given emotional 
intelligence to work and how to work together, and to manage their mindset. Team members but then when 
they start to talk in that way, and behave in that way with other teams... Then of course you've developed a 
wall with around your team.  
 
I1  15:31   
Yeah. 
 
R  15:33   
So emotional intelligence, if you like... Emotional... Working with heart, instead of head, which is very 
simple can for me... But it cannot be within a team on its own.  
 
I1  15:47   
Yeah. Yeah. 
 
R  15:48   
Because it's a prelude to failing. People in my... So if I teach my guys, which I do, to be transparent. Say 
what you feel. Don't say one thing and behave in another way. I don't like rambles in the room. I don't like.... 
And then of course, you heard the phrase about a "shitty first draft".  
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I1  16:08   
Yes!  
 
R  16:08   
You've heard that phrase before right. Of course! So, and it's very common. And even today if my wife says 
some when I'm walking out the door I've already got two or three shitty first drafts right. So it's, you really 
have to stay on top of it. But the trick is about making sure in an organization that the senior management 
takes that proactive decision as well. And other departments.  
 
I1  16:36   
Yeah. 
 
R  16:36   
Because you can very much segregate people and departments. 
 
I1  16:40   
Yeah, absolutely. 
 
I2  16:41   
I was, I was just thinking about how you gave a really good example about how emotional intelligence and 
your understanding of it helped kind of navigate a specific situation with a colleague, and to kind of restrain 
yourself from reacting. And I'm curious if emotional intelligence is something that is discussed, or exists 
between you and your team right now. Are other people within your team aware of this way of being or this 
concept? Or is it more about you and how you guide yourself as a manager and your behavior? 
 
R  17:24   
It's a, it's a really good question. And right now it's how I called myself as a manager. This is a very new 
team put together. However, I use these principles, whether they're aware of it or not. For now. 
 
I1  17:35   
Okay. 
 
R  17:36   
We talked about being transparent so we ease them into it. And I will take them through training courses, but 
to move somebody from, from a, from an isolated situation which they were in, into emotional intelligence, 
because of a course or training course or an awareness... Cannot, it doesn't work quite, it's never worked that 
way for me. So the first thing... The first thing I do is teach them what successful is like. Say, when I take on 
a new organization or a new team, they expect changes. And emotionally, I take advantage of that. So I'm 
the new boss, I come in. And because there's an acceptance of change that's going to happen, which happens 
all the time around us every day as you're aware. So change management is a whole another topic. So I take 
advantage of that and I decide after six or eight weeks work with the guys I identify strengths and 
weaknesses. I then share my strengths and weaknesses. Before I talk to them about this, and it's fine to ask 
them to do this. One of the reasons we build a team around us, a diverse team around us with different, 
hmm, that brings different elements into your team is because on our own, we don't have all the answers. 
I've never had all the answers. My success has never been because of me. It's always been because of the 
team around me and how we work to get the job done. And then how they make them succeed as well. So 
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when I work with them slowly I introduce them to emotional intelligence without saying the phrase 
emotional intelligence. And when the team is ready, we'll have team building, we'll have exercises and team 
development. And then maybe in six more months, I will start to talk about Brene Brown and of course, 
vulnerability and all the rest of it. Then it will, they will, it will be because... How do I say this? [Pause] 
When you grow up, your mother or parents... My mother gave me one piece of advice, which is always very 
good. And until this day I give that advice to everybody. If you've got nothing good to say, don't say 
anything. I cannot... I've never been always on top of it but it's a great advice.  
 
I2  20:09   
Yeah 
 
R  20:09   
And I trust my mother because I had time to build that trust. The one thing you have to have is trust and 
honesty in a team before you ask people to expose their emotions. It's not easy for some people, and even 
then, to some people, it can be hard work. So you need to be able to respect everybody in the team. Some 
people are amazed and love the concept, and are open to work with it. Other people can be willing to work 
with it, but always very vulnerable about it. And of course you need to be able to support, identify... And it's 
not easy to identify it. Sometimes they not, they simply don't. You can read most people through their eyes 
and body language and side moves. And when I worked in Japan, [laugh] nobody spoke English, and 
everything I was a whiteboard, a pen, and a common direction. And everything was done through touch, feel 
and understanding. So, but you can, you can meet the people around you. So emotional intelligence so when 
you're in a leadership role. Your job is not only to build the team and to prepare them, and then develop 
them, and then develop them in the way that you know, or that you feel that they're ready to take on those 
steps.  
 
I1  21:34   
Yeah.  
 
R  21:35   
Emotional intelligence is about sharing your vulnerabilities. 
 
I1  21:39   
As a manager, you mean? 
 
R  21:41   
No, in life, imagine, in life. I was taught "You, you're man, and you can never show your emotions in a way. 
You don't ever cry. You, you, you have to have a certain persona about you all the time." And, and that stuck 
with me for the longest time. And actually, when you start to be vulnerable, when you start to say "Look, I'm 
afraid about this..." Being transparent is holding nothing back. And if I talk to my guys I never say "Look at 
this KPI". Ever. If I have to talk about KPIs and the cost of things, something is missing. And that something 
is my responsibility. Because when everything were explained those things take care of themselves. So I 
share: "Guys so how do we feel about this?" I never, I never use a number to direct or feel, or even put an 
action plan together. I get the guys together and I ask them: "How do we feel about this." And slowly... So, 
the wording that you use in emotional intelligence, eventually, slowly draws people out. Not everybody. But 
transparency with everybody, being able to have the, both the understanding but also the comfort, the 
environment that allows them to share how they feel. And 9 times out of 10. [Short pause] Imagine an 
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organizational problem. It was a time that I went to Italy and I was flown over from the UK urgently to a DC 
in a place called Piacenza, which is just outside Milan, just an hour half away from Venice. I flew in and 
their organization goes, "quick we need to go to Piacenza." We've fallen out to a little apart there and we 
need you to, to take over. Take the co-workers and the management team over and turn them into IKEA. 
Because they worked for a German company, [name of German company]. So, I said okay I'll fly over next 
week. So have housing, make the family move at what, minimum six months. He said: "No you got three 
weeks." Now imagine. I flew out from the UK. I had three weeks to, to meet everybody. They, their English 
was broken, my Italian was non-existent. And I had a container queue of 700 containers. At that time, half a 
million pounds a week, the storage, at the ports. And an organization that was fragmented. Fear. They didn't 
know who IKEA was, and we were going to step in and taken them over. They, hmm, and how they worked. 
They didn't know, didn't know anything. And so I was faced ,I had a pen and a white board marker. And we 
had these huge problems. And I thought they were all going to be looking for me for answers. And I didn't 
have any, I didn't have any I just walked through the door. I liked the coffee. It was the only thing I knew. 
[All laugh] So I asked them for help. And I got everything I needed in three hours. Because I asked them. 
Because I told them that I was vulnerable, and I didn't know how to fix this mess. And I needed their help. 
And when I did that, it did two things. One, I let them know that I didn't have all the answers. Two, I gave 
them enough respect in that moment, [short pause] to help them to understand who I was. Respect is 
everything. If I had gone in there because I thought I needed to be all knowing "I'm the boss blah blah blah". 
And I could have made any decisions I want. Nobody would have held me accountable for anything, 
because I just walked through the door. But I didn't. I called the management team together. And on the 
board, I wrote "Help" and used Google Translate. And they got on the board and they true the answers. 
Because our language, the business language, was the same of course I understood. And we implemented 
their plan. And within six weeks we resolved everything.  
 
I1  26:03   
Amazing. 
 
R  26:04   
Yes, and in three weeks we took over the company. And I took everybody over, I kept everybody. We got 
the uniforms and everything else. But I had to show that I was vulnerable. And at that moment I got so much 
respect that for the next three, three and a half years I was there, [short pause] we went from strength to 
strength in the organization. But emotional... [Sight]. I don't know if it's emotional intelligence. It is a new 
phrase for me. But using your vulnerability and your emotions.  
 
I1  26:36   
Yeah. 
 
R  26:38   
Has been far more successful for me. But one of the main things of course is encoding transparency.  
 
I1  26:44   
Yeah.  
 
R  26:46   
And most everybody hides something.  
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I2  26:49   
Yeah, 
 
R  26:51   
[Laugh] If you know what I mean. 
 
I2  26:52   
Yeah. But it sounds like the situation in Italy for instance. [Pause] It kind of put you in a scenario where you 
kind of work together as a team, whether it was temporary or not, to perform. And I think it kind of brings us 
back to this team idea of, of course you had success. And what do you consider to be team performance? 
What is that in your view, when a team is performing? 
 
R  27:23   
When every aspect of that organization is working together.  
 
I2  27:27   
Hmm hmm. Okay. 
 
R  27:31   
I. People love recognition. [Pause] For sure. And it goes a long way. And being able to recognize hard work, 
good work, and smart work is very important. But when you can stand in front of an organization to say 
"Well done" and be specific about what they achieved together. There isn't a feeling like it in the world. So 
team success isn't about one single team. But if you can get multiple teams to work together to a common 
goal. And it sounds strange. Imagine a unit, whether it's distribution or customer or even a store. And IKEA 
stores, generally have between 300 and 500 coworkers. Now, each department has to hit a particular goal. 
But when a store does well, when the customers and the sales and everything works well that's everybody 
coming together. Same in a DC. If one team goes: "Fine Vic, our picking is rubbish we're always behind, our 
loading is not so..." Okay guys, you said so we don't need to do anything about [muffled word] That team is 
working well. Sorry, but that's where we start. [Long pause] Hmm... [Sight] Not so much intelligence. But 
where a team is over performing, and other teams are struggling. Generally, generally. I give you another 
example I was in... I was in Japan, and we opened a new DC, and we were quite arrogant, as a company, and 
I'm the commander, where I care. We have values. We believe in development, people, voice and all these 
things. The Japanese has history going back thousands of years. While we were still living in caves. But 
when we opened up our unit. We expected everybody to understand and appreciate and love IKEA values. 
Imagine that. We are a globally successful company, and I love the company, and I love doing what we do. 
But we were arrogant and we wanted to tell the Japanese how to think how to work. Hmm... When I got 
there. I did my usual stuff and said that we will work together blah blah blah. I did all the normal talks. I had 
to translate, a Japanese translator not Western translators, at least it was smarter to do that. But I used words 
like responsibility. Now, the word responsibility in Japan is a threatened word.  
 
I1  30:29   
Okay. 
 
R  30:31   
So, one thing I had to learn very quickly in cultures, in order to [short pause] connect and it is emotional 
connection, was first learn to respect, who they were and understand their language. Not their language, 
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Japanese, I never got very good at that... Hello, goodbye that was about it.  But respect how certain phrases 
work. So, when I started to talk to Tashi, he was my deputy back then and asked him why, when I asked the 
loaders to take responsibility about developing and getting more loads on the back of the truck. And I said, 
you know we agreed and everything was okay, and now this seems to be problem. What did I say wrong? 
And he said, "Vic, you made one loader of responsible." I said, "Yes, he is our best loader."  I made him 
responsible to show the skills he developed to share with others. He said, "What you meant was, what he 
heard, what everybody else heard was that I was unhappy with him, and I wanted him to be in a position to 
[muffling] the business. Him taking sole responsibility was a threat. When we give responsibility in the West 
to somebody, it's a privilege. 
 
I1  31:48   
Yeah, and trust.  
 
R  31:50   
Exactly. However, the Japanese needs to work as a team. Had I said to them, "As a team, I want you to take 
ownership, not responsibility to work together to develop this level, this standard." That would have been the 
right message. So, emotionally, when dealing with cultures, no matter how our intent is, we need to be very 
careful about how we communicate that emotional. So the one thing I've always been exceptionally good at 
is sincerity when I talk to teams, or people, or [muffled]. So, when I talk to him about a direction. I believe, 
hmm that's not the word I don't believe. Believe also means that you cannot believe or you areunsure. I 
know. I know what we can achieve, and I know that when I asked somebody to take on a direction, 
everything about me, my energy, my voice, my words will also portray what I meant. If I have any doubts, 
people are so savvy nowadays. Hmm smart. And you know when somebody is talking to you, he's lying his 
ass off. You know, you're in a bar and, you know, you just get that energy. It is no different in organizations. 
When you're talking about emotional intelligence it's from the most basic, to also being smart. But the most 
thing is sincerity about what you talk about. And when you talk to people. If you have somebody who is 
confidence, then make sure you have that confidence. And those things... So in Japan when I began to 
understand how to connect with them. How I needed to connect with their emotion, not what... Because my 
experience helped me get from A to B and work from continents and countries. But when I go to a new 
environment now whether it's the same language, I start from zero. I never assume that my emotional 
intelligence is right or correct. So I need to understand who the movers and shakers are, what words mean, 
what the definitions are. And if you take Russian, that's not, but if you took Russian and you took an English 
phrase, the translation in Russian is so complex. And so, not what you're trying to portray in words. So, okay 
so I can't use English words to say how I want people to engage, weight and measure companies in how we 
develop partnerships, [mumbles]. So, I have to use emotional intelligence because if I cannot use the correct 
words, because the translations are not strong enough. Because in Russian you kind of tell a story 
backwards. It's confusing... But emotional intelligence is all about how to bridge that gap and all that I use in 
order to do so. But it's always with sincerity. Yeah. But anyway, I could go on and on but... 
 
I1  35:06   
That's perfect.  
 
R  35:10   
Yeah. 
 
I1  35:10   
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I wanted to bounce back on that. Ah yes, you mentioned earlier that in organizations, emotions aren't like... 
If you're emotionally intelligent within a team and you have a competent team on that level, but the 
organization and other departments aren't aligned, then there becomes a misunderstanding or... Like how, 
how do you, how can you still be performing as a team when your organization as a whole doesn't follow the 
same inner processes as you do it in your own team? 
 
R  35:46   
Yeah, that's a really good question and an obvious one. I've been trying to write some things down earlier 
today with my points. As a leader you, you have [pause] accountability, responsibility, obligation to reflect 
that way of working to your peers and to senior management. You, you have responsibility to lead and 
influence upwards as well as down, and as well as to your side. And that can be very scary. Lucky for me 
over the 22 years, I've kind of grown with IKEA. And with that, you're able to build a reputation. So soon 
doors open much quicker. Everybody's more acceptant. But when you're not, and if the organization is not 
there, the way you are you have to be careful how you apply emotional intelligence. Because you can get a 
high performance team. But when that team has to work with stakeholders and you know, nowadays it's all 
about working through stakeholders and departments and aligning. And if they behave in a certain way. So 
somebody being transparent so like, "I feel that you're not being supportive." Ah! You're attacking me. You 
see what I mean. Yeah. So although emotional intelligence is smart, you can also create an environment 
which the guys will be attacked and then of course they are confused. Vic you want us to work this way but 
when I talk to customs, or I talk to the store they push back. Okay let's start how we start. How do we start? 
Actually this, this and this. Okay now guys, I can't be there with you every time but now I need you to do 
what we did, how we did it. So, you can use the team around you to coach. So you can... And when, and 
remembered what I said in the beginning about regulating your reactions and empathizing. Empathy means 
that you put yourself in the person's shoes, and it doesn't matter whether you're right. It doesn't matter. You 
need to get that person or that team on your side. You need them to take one step forward because once that 
one step forward happens. And they can see the results. The rest will move on their own, and they will want 
to be involved. But as a team if you're trying to work from the inside and you're trying to work out. You 
have to teach your guys in order to start in the same way. I'll speak with the guys, I'll talk to them and I 
become the person I want them to be. I am transparent with them. I ask some questions like, "How do you 
feel? So, we're here but we need to get there. I'm not quite sure how do we do what?" You would be 
surprised, if you just have the courage to ask. 90% of all the answers I need to fix anything comes from the 
shop workers, comes from the guys that do the job every day. No one's actually ever asked them before. 
"This is what I would do." That's a good idea. Jackie had a good idea or people put those two together. So 
emotional intelligence isn't about knowing everything. It's just knowing when to ask the right questions, 
being sincere about them, and respecting people's views. So, but I then take the responsibility to make sure 
my peers, and my peers similar peers love the way we work and talk together on how we drive the business. 
And some of them are coming to me and said, "Vic, you're amazing. But I could never do what you do." I 
said, "Then you don't have to." 
 
I1  39:43   
But how do you work together then? 
 
R  39:46   
Because I do it for them.  
 
I1  39:48   
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Okay.  
 
R  39:49   
And what I mean is I have an agreement. So okay, if I see something that I need you to do. "Vic please 
explain it to me and tell me how to do it." It's not about knowing, or controlling. Some people are very 
uncomfortable. Like I said, if you're going to work with emotional intelligence, you have to be able to be 
vulnerable. But you have to be vulnerable with heart. Vulnerability isn't about... [pause] being a coward, or 
soft. I'm very clear about the objectives I need to do. I have to get the organization correct. And I have to 
build leaders. I cannot, will not build managers. Leadership to me is knowing how to be inspirational. 
Managers, for me, is knowing how to work by common practice. Common practices is old school guys. I 
will always give you a limit, and always have ring or tools and reef. If you can be inspirational, if you can 
tell people to look beyond to those walls, beyond common practice, and explore. But don't explore for 
yourself. You never take credit, you never give blame. Ever. Being right doesn't mean it's okay. Emotional 
intelligence is about moving an organization together. I never moved forward. I've never taken step and I 
been bard level, I've done global, I've done regional. Boring, all of it. The real action is with people. I love 
units, I love working with organizations and I love people, and I genuinely love it. And when I talk to people 
and when we work this way, I let them know that I love it. And I use the word, love. I have no problems 
with. People are more open about it. It's not that it's new. Actually, if I had to describe to, hmm, about 
emotional, organizational, or leadership. It's always been there, and we've always known it. Now, it's 
accepted. Its recognized. Now, more and more. And, yeah, that's me to be productive. The team that I have 
now is 16. The team that was here before was 26. 
 
I1  42:18   
Okay. And you're so you work with the Norbert right? 
 
R  42:23   
Yeah Norbert. We actually... Many years. 
 
I1  42:27   
You, you, you both went through a workshop recently this year and now are bringing more people from your 
team to more workshops. Is that right? 
 
R  42:35   
Yes. Yeah. 
 
I1  42:37   
So it seems like you're quite convinced with the, the powers of emotional intelligence. But how do you see 
it? Or how do you, how does it, in your opinion, affect team performance? Like, what, how does it play out? 
You touched upon it in many ways, but I think we, maybe we were trying to also get more... 
 
R  42:58   
Look at the phrase "Guys I need 110%." You've heard that phrase before. Yes? 
 
I2  43:03   
Yeah.  
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R  43:09   
How do you get 110%? Is it because of salary? Or the contract you signed? Or because people want to? The 
answer is right there in front of you. People will give you... 26 people down to 16. We have more contracts 
we deliver more services. We address more customer needs and wants, which by the way is going crazy but 
nevertheless. But less people.  
 
I1  43:34   
Yeah.  
 
R  43:34   
Why? It's because emotional intelligence is about connecting. I have some of my team, and from day one, I 
never checked their clock-ins. What time they clock in or what time they clock out. I don't! You can go 
through life trusting people around you or fearing people around you, or thinking somebody's trying to cheat 
you or whatever. I left that behind many years ago. The people that cheat... Whenever maintain your team in 
the first place. So let them get on with it, and that will resolve itself eventually. But the people that stay... I 
have people come in at 10 in the morning 9 in the morning, 6 in the morning. They do more than they need 
to. They give more and it's because they want to, not because they have to. But I always never take 
advantage either. Remember, I said be the good example. So I will always be the good example. And if, like 
recently I had to work so much with commercial, and business planning, and budget for fiscal year 21. The 
last few weeks I've not been connected with the team so I had a virtual team meeting... Monday or Tuesday. 
And I'm calling together to apologize. If something comes into my mind. God I haven't spoken to the guys 
for two weeks. I've been so, hmm, there. But I got no phone calls or emails about anything going wrong in 
the business. So I called in the guys just to say thank you, and to apologize. I was working on... And that will 
continue for another couple of weeks.  
 
I1  45:16   
Yeah. How was that taken? 
 
R  45:22   
It's being respectful. They were surprised they said, "We know. You didn't need to tell us." Of course you 
do. 
 
I1  45:28   
Sure, of course it's like we know that you care about, or you know, people might know that you love them as 
colleagues, but if you don't tell them, tell them it's so... 
 
R  45:38   
Absolutely. I've been married 28 years. And I have the same everyday. Flowers every week, for my wife. 
And it's not, it's not actually it's strange because you would think because I have to tell it because she needs 
to know. Actually the reminder is for me. It's for you. Remember what I said about reflecting in it. You can 
buy somebody some flowers or some chocolates just out of the blue. But the biggest gift is not gifts that 
you're giving it to the person you care about. It's to yourself. Your inner voice is so [short pause] powerful. 
The action of giving is more about you receiving yourself, making yourself aware about how much this 
person cares, how much you feel that you want to appreciate them. And that sincerity... I can't explain. I 
don't have the right words to explain what that means. Emotional intelligence is gotten me around the world. 
Is my daughter... We adopted her when she was three days old. And I would never have taken that journey, 
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I'd never, or she would have never have found me or me my wife, had we not taken that journey. Had not 
been afraid, if you know what I mean. Most people leaving home, leaving their countries, it's a big step. But, 
but, yes. So, there are so many rewards and taking a breath and learning how to see them and how to 
communicate those. Emotional intelligence isn't a secret. It's not a hidden magical gift. It's simply being 
human. 
 
I2  47:25   
Do you think that emotional intelligence is something that, like you're saying it's not something new. And 
it's been there and it's really about activating it but do you think that, in your opinion, everybody has the 
capacity to be emotionally intelligent or does it differ from person to person? Your ability to be able to...  
 
R  47:59   
Fantastic question! And I have the answer for you. 
 
I2  47:59   
Okay! Excellent! 
 
R  47:59   
How does somebody switch [muffling]. There is no on switch or off switch. Now I'm going to make it very 
simple, simplistic, in its basic form. And you guys need to... So emotional intelligence contains, what 
happens beneath you. The persona that you portray. You can constantly weight and measure those things as I 
mentioned to you earlier. That's what people see and how you, you want to behave inside. But it's a habit. 
Let me explain.  
 
I1  48:37   
Absolutely, yes. 
 
R  48:39   
When I was in the throes like I've mentioned to you when I was talking to Liana just yesterday. And not so 
long ago, I would have absolutely walked out on top of that room, across Liana, the Department 
everything... No problems and being a complete ass. [Short pause] And would I have felt good after that? 
No. I needed to change something in me. I needed to change a habit. And my habit was a reaction. And then 
I needed to learn how to resist that reaction. Not to come up with the answer but just to take a breath. There 
is a cue, there is a response and there is a reward. Those three simple steps. And I'm sure habit, you can look 
into them, and that's what it is. It cue is... And you need to feel that whether it's reaction to, defend, attack, 
kill, support, or blame, whatever. If I will have an energy. When you see something you love. Your heart 
melts. You are or you see somebody with a cute ass... You know what I mean. [All laugh] But if you see 
something that gives you that power in your stomach where we really want to hate or attack. That's the cue. 
That's when you need to learn to take a breath. You need to measure your own response, self-regulate if 
that's a phrase, to look inward and then take that breath. And then resist that initial reaction. And then 
empathize, if you can. It's not always easy. It was easy for me with Liana because I love her. She's great. 
She's only been in the company for six, five months and she's doing a great job, so. So it was easy for me to, 
to recognize the cue and to change my response. And the reward was, hope at the end of it. And we have 
figured out a way forward. So, but it's habit. And it's but it's a conscious habit to make these changes. Some 
people can be over emotional. Some people can be too vulnerable when you start to use the word emotion. 
Some people are just hardwired that you want to talk about my emotions you... Crazy! Let's talk about 
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something more tangible. Let's talk about how we, how we want to change just one habit, identify one cue 
and change that one response. I can remember countless of times having to sleep on the couch, because I 
was an idiot, and I reacted in the wrong way. And then... And how many times have you done or said 
something and two seconds later you feel like crap, even though you were to lay on top.  
 
I1  51:40   
[Laugh] 
 
R  51:43   
There's your cue. They is your response and your reward. So it's not, like I said it's not about magic. It's a 
conscience, conscious... Hmm, consci.... Being conscious about how you want to react and I love, love the 
phrase "courage over comfort". The courage isn't about what you show others. Courage over comfort is how 
you deal with you, and how you deal with your inner self. And you read them through all different books, 
and I'm absolutely against all religion books written by men for men. But, but for my perspective, "Turn the 
other cheek" is a great phrase. "Before you [mumble], turn the other cheek, take that moment." There's so 
much wisdom out there that surrounds us that helps us be a better person. It doesn't mean that I get it right all 
the time. But I do take the time when I'm in my car driving home to reflect on the day, and how I could have 
behaved smarter or better, or what cues I need to account for. The one thing I can say to you guys when it 
comes to emotional intelligence, there's nothing more powerful than your energy. I love injecting energy into 
a project or a situation. And I'm the best person in IKEA when it comes to process. [All laugh] I, and the 
energy, the sincerity, that you can energize a room, you can pick people up, because I know that whatever 
the situation is , there is always a solution we just haven't found it. People perceive that. Your persona, your 
character, whatever you want to call it that, energy. But you know what I mean. When you're in the class and 
you're doing your speech, and when you believe when you know what you were saying, and you believe that 
people pick up on that most of all. You can have the best speech in the world. And you can take a look at all 
the historical people in the world. But if you look to them on paper, you read about their back bend and 
nothing special. But when you listen to them give a speech. The energy. It's just amazing. So, emotional 
intelligence is not so much your portray is about how you balance yourself, how much you're willing to 
expose yourself. And it's back to that vulnerability element of course. But organizations have always, 
always, without fail [mumbled], race, creed, color, look... Will always over perform because they want to. I 
had a DC. And it was still when I was in Singapore then I had to take over a DC in Malaysia. Of course it's a 
Muslim country and so we had some major issues with team and up blah blah blah. But we went from the 
worst distribution center in IKEA at that time. We had 33 distribution centers around the world, and at that 
time when I went to Asia Pacific, it was the only distribution center for the whole of Asia, Asia area, and 
oceanic region. So it's very key for us to secure supply. And when I went there, it was the worst of all that 
we had. Security guards were stealing at night. Just blah blah blah. Anyway, so over a period of 12 months 
we cleaned it, and tidied everything up and sorted everything, and within two years, we were the third best 
performing distribution center in IKEA world. Six months after achieving it I had to meet with every single 
coworker in the organization and tell them that I was going to close the unit. 350 people out work. [Pause] 
More so then I had to go to the government to tell them as well, but... So, how, how does anybody handle 
that? So they did everything I asked them to do. We became the best. We... Everybody was just amazing. 
But we strategically decided to build a unit in Japan and we had to close Southeast Asia because of course 
the Australian China [mumbled]. So then I had a problem because the two DCs, the one in Japan and the one 
in China which is going to take the volume off of Malaysia wasn't going to open for another six months. But 
in order to fill the legal requirements I needed to communicate and work with everybody in the DC and 
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notify them that we were going to close within eight months. And that I needed them to continue to perform 
at their highest standard. So... [Long pause] Facts are, it was gonna be a disaster.  
 
I1  56:52   
Yeah! 
 
R  56:53   
Emotionally, and the connection that we had... We had parties, leaving parties, to celebrate each phase. We 
set up a process where we helped them to build their resumes. We trained and educated everybody that was 
there so all of the companies wanted our team leaders and wanted their coworkers. 97% of every coworker 
found another position, and everybody worked their hardest and went through that process and delivered the 
business. We had leaving parties as each section would leave. We had speeches, we have recognitions, we 
have awards. And we genuinely as IKEA said thank you, with sincerity. There is nothing to do with saving 
cost, saving money. We genuinely celebrated what we achieved up until the end. And that was probably one 
of the most powerful emotional intelligence tests, that I had. And it was something in the structure that we 
did there survived in the process to IKEA to this day. Not that we've closed so many units but, yeah, that's a 
process. So what we did was instead of giving them bad news, we turned it into an opportunity. We brought 
companies in, we presented the teams to them, we turned it around. And they wanted to leave on a high. And 
I asked them, and I said:  "One day guys, I don't know when IKEA will come back to Malaysia." And we 
opened a new DC just 6 months ago. Before I closed the old DC 10 years ago, and half of the managers that 
I had work in new DC today.  
 
I2  58:40   
Wow.  
 
I1  58:41   
Well done! 
 
R  58:41   
We kept our promise. So, and my deputy is now the DC manager there. He was my deputy in the DC in 
Malaysia. So it left on a high. Emotional intelligence is personal. Not professional. Building partnerships is 
very personal. [Long pause. All laugh] Guys want the room. So it's very personal. So I built partnerships 
with companies and their partners. [Long pause] Okay guys, I'm gonna try and find another room. 
 
I1  59:23   
Ah, you have to take off! 
 
I2  59:27   
Alright, well I think... 
 
R  59:28   
Let me just find another room. Or was that it? 
 
I1  59:31   
Well, we didn't have more questions but only if you had more things to add, to add to what you were saying, 
and then we're happy to continue. 
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R  59:40   
No, I didn't have more things. But reflect on what I said and if you have any more questions or anything you 
want to go deeper into, please by all means, email me back. 
 
I2  59:50   
That's amazing. Thank you! 
 
R  59:53   
And then let's see where you want to go with it. I can talk about this every day which is probably why Johan 
asked you to call me. [All laugh] I'm very happy to share. Okay guys... 
 
I1  1:00:03   
Your insights were super amazing.  
 
R  1:00:05   
Good luck with your thesis. 
 
I1  1:00:06   
Bye.  
 
-- Interview end -- 
 
Appendix J: Interview Transcription (I4, Louise) 
 
 
Interviewee: Louise 
Interview Date: 6/3/2020 
Transcription Date: 10/3/2020 
 
I1= Rona 
I2= Constance 
R= Respondent 
 
 
 
I2  0:01   
Okay and now we're recording.  
 
R  0:05   
Great. 
 
I1  0:06   
Um, so just for organizing information for the interview, can you please, again, just state your name, the 
organization you work for, your position in the company, and the country that you work in. 
 



Appendices 
 
 

   
 

CLXV 

R  0:22   
Yeah okay. My name is [her pseudonym is Louise]. I am working at IKEA Russia, IKEA Retail Russia and 
my role is Deputy People and Culture Manager for Country. People and Culture means HR. 
 
I1  0:39   
Yes. 
 
I2  0:41   
New name for it, I guess [laughs] sounds better 
 
I1  0:46   
And can you explain your role and responsibilities at IKEA? 
 
R  0:52   
Yeah, it's pretty simple. We have quite a big function, people and culture function, former HR. And it's 
basically the whole spectrum or the whole bunch of HR related activities. And the country manager is, of 
course, overall accountable for all, but the deputy, would kind of plays with him the responsibility because 
it's very big. The whole structure is divided into two parts. One is centers of expertise and the other is 
business partners. So basically, my role is, I'm head of all the business partners. For retail, it's for offices, it's 
for some special functions like distribution centers. So all the HR business partners are there on the, on the 
my, in like my team. And that also includes stores and shopping centers which belong to IKEA, as well. So, 
and then there's like more expertise part which belongs too and they all report to my manager actually. So 
we split with him, this big bunch. So my main idea of this deputy role I think from start too actually. It's one, 
if the country is big. And we have 16, not very many stores in Russia, but we have quite a big business-wise 
and also we are already 20 years in Russia. So it's um to, how to say to, lead this business part. So, to lead 
them to collect and distribute and also communicate the needs of the business. via HR partners or people and 
culture partners to the centers of expertise. Because centers of expertise, they are good by itself, but also 
they communicate with the global organization. And global organization provides with all the related, you 
know, global policies, approaches, everything. So my part is business and I'm the one to, to be the, as 
management says all the time, business voice to the office. So, I'm representing all the business of HR. 
That's it. I have a team of six people, direct report. And then they have already big areas under them as well. 
So it's, the whole of Russia is divided, divided into like areas and then there are units in each area. Like 
stores and customer contact centers and something else. So it's like everywhere is HR. So that's how it's 
organized. Yeah. 
 
I1  3:36   
Okay. And how long have you been a manager at IKEA? 
 
R  3:40   
I actually joined IKEA not very long ago. It's less than one year. But before that I worked in, Ikano, which is 
also part of my IKEA company history. It's more family business over the contract family. So I worked there 
and then before, I work in Leroy, if you know it's a French retailer who is engaged in DIY. Yeah, and then 
before I work. If you ever been in Helsinki in your life, there is a big department store, as a landmark in the 
very center called Stockmann.  
 
I1  4:15   
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Yes! 
 
R  4:16   
Yeah? So they also have the international chain, so I worked actually major part of my life there, 20 years 
plus. So, I've been always to retail, always managing teams, and always been in HR.  
 
I1  4:32   
Okay. And, of course, we are connected to you because you also have participated in a workshop. And we're 
curious, did you suggest, or request participating in a workshop? Or was it a recommendation made for you 
by a manager, for instance? 
 
R  4:55   
Hm, which workshop do you mean?  
 
I1  4:59   
Not a specific workshop, but within Entira, in general.  
 
R  5:07   
Ah, yeah, I think we had a training with them. Both Johan and Marie-Luise. It was by the way our team. All 
of us together, we had this Dare to Lead. You know this um, what's the woman's name? I don't remember.  
 
I1  5:27   
Brene Brown? 
 
R  5:30   
Brene Brown. Yes, exactly. So that's how I, I knew actually the guys and they knew me. 
 
I1  5:37   
So when you participated-- 
 
I2  5:38   
I didn't, no. I didn't request. They, they actually approached me. Saying like, can you participate and give 
some ideas. 
 
I1  5:50   
It was requested by Johan and-- 
 
R  5:54   
Yes. Mm hm. 
 
I2  5:56   
Okay. And this was when you were at IKEA right, not in your previous job? 
 
In IKEA. It was very recent. 
 
I1  6:05   
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And can you share, was there a particular reason that it was requested that you would be, as a team, in a 
workshop? Was there some sort of team goal or organizational goal or incentive to participate? 
 
R  6:22   
I think they, I haven't... honestly, I will be very honest. I have no idea what the grounds, why it's me? But I 
think we have the common... um very big process of, not only the employees but also this team 
development, if you know what it is in IKEA. It's a special approach, how we develop teams. And it's even 
written in some books as a method. So, I think maybe because of that. Or maybe because somebody else 
couldn't do it. 
 
I1  7:01   
Okay, so it sounds like everyone in your team that participated was doing it to collectively work better as a 
team, through this? 
 
R  7:11   
Yes, our team is very young. IKEA has been through a transformation. That's how I joined. So my, actually 
my role didn't exist before transformation. So, the whole People and Culture organization was new from first 
of August last year. And the team is totally new in People in Culture, Russia. So, we are going through all 
these, you know, benefits of the team, which has been developing, like developed, or I don't know. It's like, 
lots of, lots of challenges and lots of misunderstanding. Our blueprint is not helping us. It's very, so we are 
basically testing the whole thing. And the roles and responsibilities are not very clear, people are not happy. 
Even in on this team level, like, which is quite high, like minus two up to the CEO. And that's why we had 
this team development. So we will be badly needed this, how to say, kind of looking for common purpose 
and trying to enjoy being in one team with each other. That's very straightforward. So, and we are still there. 
So I cannot even tell that we have progress very much. Small progress has been but we are far from ideal. 
 
I1  8:49   
Okay. 
 
I2  8:50   
Would you say you said that roles aren't clear and it's, it's really the direct consequence of the transformation 
and reorganization? 
 
Yes, I think it's a direct consequence. Yeah. 
 
I1  9:05   
And we had a few people mention the transformation that IKEA is going through throughout our interviews, 
and I think maybe just for the sake of clarity, maybe you can kind of touch a bit upon that. And is it a 
transformation in organizational direction and strategy or what exactly is it? 
 
I2  9:28   
It's, I think it's with a very good purpose. It's to make the organization a little bit more agile because it's quite 
conservative and quite many levels. So I think the whole thing was meant to improve the processes, to make 
it more quick, be closer to the customer. So, to actually to adapt quicker to the customer needs which change 
all the time. And now IKEA is also focusing on a new strategy. We start to open doors in the city center. So 
it's like, you have to adopt new ways of working. And the big dinosaur of the organization, it's very difficult. 
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It's like, it's very conservative with people-oriented, no doubt. It's everything based on values and 
everything, but you have to be able to, to make the changes very fast. That, that was the purpose. So I think 
it was some very nice consultants who were working with our management and they suggested this. And I 
think, actually the transformation is only one part of the whole thing. It's um, it's when you take off the 
restricting structures and put on enabling structures and then you take care of the people. That's the agile, 
actually, concept. But in our case, that was tough for people, especially. And it's not only People and 
Cultural. Of course, it's in the whole organization. All function, except for stores. Stores are okay and we 
don't touch them. But in the functions, in the enabling functions, everybody like finance, legal, marketing, 
sales, everything, logistics. They are all transformed. Some of some of them are less painful some more 
painful. But now he's already in a civilization phase, I think. So, we will go through it and hopefully we can 
deliver after that. 
 
I1  11:41   
When was this transformation implemented? Because of course it caused reactions and then there was 
training necessary. So when was it actually implemented? 
 
R  11:51   
It was implemented in a few stages or waves. So it was, we were in the wave one and then some functions 
were in the wave two. So it was actually only recently finished. So it was like gradually throughout the year, 
last year. And some was finished, like after, after the New Year. 
 
I1  12:15   
Okay, so-- 
 
I2  12:18   
Now everything is in place, I hope. 
 
I1  12:20   
Okay, but the first wave is in 2019 then? 
 
I2  12:25   
Yes. But our top managers say that we have to be, how to say, we have to understand that this kind of 
transformation is never ending. So it's eternal, actually. So we will be adjusting all the time. We'll have to 
even adjust to be adjustable, you know? Like to grow this muscle, it's not that, you know, big issue. But we 
have to be able to adjust the organization and its units very, very fast. 
 
I1 12:55 
And in this team development or... I can't remember how you called it. 
 
R  13:00   
Team development. 
 
I2  13:01   
Team development. Was like, it was meant from beginning to assist you in that transformation or it just 
came as an emergency tool because things weren't working. 
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R  13:11   
No, it was not meant to assist. You know, it was not in the portfolio of transformation. But it's an approach 
in IKEA where you um... you are, you have the tools which you can use if you face difficulties. So when we, 
we understood that this can really help us to build stronger relationship between us in the team, and it was 
decided to use it. So, I think that and it's not one, one action. It's always a process and we will have more 
iterations, I think. So that's how it was. 
 
I2  13:55   
Super, that's good for us to understand context. For sure. 
 
I1  14:01   
And now moving on to a bit of a different topic. But how would you describe an emotionally intelligent 
manager? 
 
R  14:13   
To me it's the one who can, who can feel and understand others. Even despite, despite maybe being very 
different. Who could, you know, lift up or lift down between different emotions and, and see how he can, 
you know, I don't know, not to use it but, but how he can actually be in the context of the person when you, 
when you have to manage difficult or even almost difficult situations. You have to be able to, to understand 
also the other, other person's side. So that's how it's, to me, in very plain. I know the whole theory and I 
know how always it's structured. But hopefully, hopefully you don't examine me because I probably will not 
recall the rest. 
 
I1  15:08   
No, no. Not at all 
 
R  15:10   
But that's how I understand. 
 
I1  15:12   
And that's exactly what we want, from your perspective. 
 
I2  15:15   
We're not looking for a definition. We're trying to understand through your experience and what do you 
think it means. Yeah, so no right or wrong answer at all.  
 
R  15:26   
Okay, good. 
 
I2  15:27   
And maybe as a, like, please feel free to use examples to illustrate your points. Because that also helps us get 
more meaning out of your, your idea. So, as much as you can use examples. 
 
I1  15:43   
But, so, how or... yeah. How do you use emotional intelligence to guide your own behavior in a work 
environment? 
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R  15:56   
Um. It's very hardly that, how did you do use? Usually it's quite unconscious and it comes with it also with a 
lot of experience. And I think it's also, that I'm quite a mature person. So I think it comes also with a kind of 
wisdom in itself and also with a lot of different situations you've been through at work. And I think it grows 
on you with time. That, that you have to understand another people's point. And you have to be able to tune 
in and be able to stand and see yourself in the other person's shoes. Even if you totally and utterly, you 
know, don't like to go into fear, and you don't accept it and, and this has because... quite a lot of time in my 
life this type of situation. With a very different people at work. Especially the ones with the strong ambition, 
strong point of view, this kind of pushy, you know. And it depends who you are yourself. You have to 
understand yourself, as well. Because of course I know myself quite well, I'm an adult woman, I have kids, I 
have, you know, life. So, for young people it's, it's, I think different, maybe. But if we go, if we compare this 
behaviors, if we, if you, if we say, oh he doesn't have any emotional intelligence. It's just because we think 
that person cannot accept, or, or even, you know, kind of, even embrace the whole situation from the other 
person's point of view. I don't know. Difficult to explain but, I think there's IQ and EQ. IQ is your ability, 
how you can intellectually perceive the situation or even perceive this is situation. And then emotional EQ is 
much more important, I think. With no EQ you are not, you're not existed. This device, survival thing I think 
I at work, or in life. So, to me it's much more important than IQ. 
 
I2  18:30   
And you would say that in your work you use it to quite, quite...you said, it's an unconscious thing, but can 
you think of specific moments or can you recall moments where you you were aware of that. That you were 
using it in a particular way? 
 
R  18:49   
Yeah, for example, I have one very challenging situation in my team with one of my subordinates. Right, 
whatever, leading my team. And my problem is that I came to this team when it was hired already. Same as 
my manager. So we got a ready team. We didn't have a vote-- chance to select the people. So all the team 
members they were selected by a former manager. And we are like, got it as a, as a setup already. And I have 
personally one very challenging situation with one of my team members. Which is, um, still very 
challenging and ongoing and I think I went through all the stages from from.... now my English will get in 
the way. From rage to hesitation and back to rage. Then probably I thought oh, I'm such a, such an awful 
person. And, you know, this guilt and then come back. So I've been through this whole spectrum of human 
emotions. And I noticed that I would, I try to really withdraw myself back to the like safe ground and I think 
very, you know, soberly about the whole thing and trying to, to not to make fast and not thought over 
decisions regarding. And then, I'm trying to adjust. I'm trying to build this bridge, you know, and even I hate 
it and I don't want it. But to work together, we have to somehow try to at least have a chance. So that's where 
I constantly actually catch myself in this emotional intelligence. I try to be as much as I can be emotionally 
intelligent, but I don't know how much I succeed. But at least I'm being present about this. I know that I have 
to and I recognize it. And um, I can tell that if I would be less aware of that this is needed, to try to not only, 
you know, follow your feelings but also only the figures and everything but, but also they can be a little bit 
more emotionally intelligent. If I was not aware of this I would probably already make up some very tough 
decisions. You know, we have been. But I think our, it's um, I don't know how consciously people use it. I 
think some people or managers, they are more prone to gain this emotional intelligence, like in their life as a 
tool. But some of them, to me, are like not at all agreeing to this. There are a lot of people who are just 
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saying this is a fluffy, something, you know, soft which you cannot touch or you cannot measure and, and 
just dismiss it.. 
 
I1  22:10   
And it's interesting that you say that it's something that managers are more prone to really being aware of or 
gaining an understanding and skills in, and, and you're saying that it is something that you practice. And 
maybe not consciously but just in your behavior. Is this, do you think that is emotional intelligence 
something that you discuss within your team. The concept of having an awareness, or, or is it a concept that 
they're aware of, to your understanding, or is it just something that you practice as a manager? 
 
R  22:49   
I think we are quite advanced. I mean, maybe not in saying this in proper words, but using this. In IKEA, of 
course it also depends on the environment where you work. Of course IKEA is a people, people company. 
So, it's being always promoted this kind of people approach and that you have to manage your emotions and 
you have to be in charge of yourself, you know. Especially if you're a manager. So in IKEA it's much more 
easier to, you know, to use this skill and to somehow even discuss it or even say it between in the team that, 
how come were so unintelligent emotionally now in this situation. So something like this but if you 
compare, for example, if you would ever interview anybody from the Russian company... Russian, Russian 
[emphasis on the word Russian], there you would get hopefully a lot for your survey. Because in Russia it's 
totally not the culture. It's very hierarchical, very tough. Emotion? You go home if you have emotions. It's 
like, what is this emotional intelligence? Who cares? It's like you have to give results, you have to bring 
money, you have, blah blah blah. So it's totally another thing. So I think it's more for these kind of 
companies like IKEA. Good people approach. That's why it's cultivated, in a way, all this. So we are using 
this, I think. And I can say on behalf of all of my colleagues if we think of how, what is like, what is the, the 
culture and the culture of how people interact... it's quite emotionally intelligent. And it's in the DNA of 
IKEA... to me. And I can compare even with the French companies. French companies are also more 
hierarchical and more like buff, buff way of doing things. 
 
I2  25:00   
Absolutely. That's really interesting, this, the context you're talking about. This is a bit like off track maybe 
but I'm really curious with the, I have no understanding of Russian culture. But I wonder if such a people 
approach, is it something... you said it's not common. Then, the people who work or come into an IKEA 
culture that is very different from Russian business culture, do they open up quite easily or is it like, it's like 
too much, too far off the norm? 
 
R 25:37 
No. It's IKEA culture, of course we select people who share the value. IKEA values. And that's how we filter 
quite much, the personality wise. So, if you join IKEA in the very beginning, you were screened to be 
matching our, like you know, culture. So, of course, it all depends on the personality. And in Russian 
culture, it's more... how to say... you know all this red organizations, orange organizations, Lalou.  
 
I1 26:13 
Yes 
 
R  26:15   
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So in Russia it's this very authoritative way of doing business. There is a boss, they have subordinates. They 
have to do with the boss says. So they probably sometimes don't even have courage or, or even they don't 
have a mandate to speak up. It's more or less a little bit like military style. I am a little bit exaggerating not to 
carry off, but it's more result-oriented, more performance oriented in Russian culture, companies. And there 
are a lot of companies that are mega successful, super successful Russian companies. But still, it's very 
hierarchical, how it's all being managed. And in IKEA, so when we select people, we already in the very 
beginning we're screening this off. So if we see, because you can see this, with a different cases, different 
exercises in the interview, in the assessment center. You can see immediately the type. And IKEA is looking 
for different personalities. The ones who care about people, about themselves, about people around. This is 
not like very nice words, it's real. So in a way, we screen off all the authorative types. But we screen in a lot 
of, like, more open people with a friendly manner. With very big motivation to be useful, to work together in 
a team. So it's totally different. That's why in IKEA I think emotional intelligence is, is very much present. 
It's quite okay to talk about this and to use it. 
 
I1  28:09   
And you talked about how in Russia, it's very performance-oriented. And it just kind of brings me to the 
thought of teams, and performance and what is your understanding or, or... what do you consider to be team 
performance? 
 
R  28:32   
I think we also have this now, especially now after the transformation, we also want to have some results for, 
you know, performance,. So it's not only when we don't exist in the company-- I mean, teams of different 
kinds, not only People and Culture team but all the teams-- we don't exist just, you know, to be nice and to 
be very value-based. Of course we are selling goods and customer are very willing to buy those. So, our 
product is sales. So we need to, need to always strive for results, you know. And we also want performance 
culture, but with people and not without people. So that our people would be contributing and feeling part, 
themselves, feeling themselves as a part of this success. And a successful team is the one who can work 
together to make results, in my understanding. It's not only the team who spends a nice time together. It's the 
team, who would come to the result, good result. Okay, the team, which will probably be understanding 
some mistakes and accepting those and then trying, testing, trying something else. But then, in the end, 
successful team is the only team, is the team which reaches some results. To my understanding. And-  
 
I1  30:00   
And. Sorry, go on.  
 
R  30:03   
No, I already, I'm speaking too much I think. 
 
I1  30:06   
No, no. I was just also wondering... how would you explain results? What does that mean exactly? Because 
it can mean very different things. 
 
R  30:17   
Yeah, that's very, a very good question. In different teams, it is different. In sales teams, result is money and 
profits, yeah? In, in the design team it's how customers love the products and they are there, you know, 
spending time coming with their families and come in every, every week and all this. In, in People and 
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Culture it's that we ensure that our processes are people-related. Are working so well and our employees and 
coworkers are so happy at work, glad to be a part of IKEA. So our results would be the climate indicators, 
you know, that people think that IKEA is the best place to work. Our results would be also a succession rate, 
a lot of KPIs. So the results, we have like a bunch of KPIs which we should follow IKEA as well. It's like, 
equality, gender equality, and these are all topics which people and culture handle. Well-being, rewards, 
everything. So, if we are like barometer we have to make, we need to see the happiness of the business 
through happiness of coworkers. So, no happy coworker no healthy business.  In Russian companies, by the 
way, if we compare, because they are also successful here but don't know much about well being and all this, 
you know, soft things. But what they do, which is not common for IKEA and for big international retailers, 
as well, they're motivate with tangible benefits. So it's your salary level, and it's your commission or bonus 
which connects very strongly to your performance, how sales are growing. So that's how. Because we we 
don't use it on purpose. We think that it's something which is not helping us or contributing to building long 
relationships with employees. Because, yeah, money is good, you know, but very many people in IKEA they 
work with less than medium, for example, salary. But with a lot of long-term benefits like a healthcare and 
pension plans and all these kind of things that are just mega important for you if you think of long-run. So, 
this is the difference. So that's the result in IKEA. 
 
I1  33:17   
And just to kind of link the two ideas. In your opinion does emotional intelligence affect team performance? 
 
R  33:28   
Can you repeat please? 
 
I1  33:29   
Does emotional intelligence, have an effect on team performance?  
 
R  33:35   
Yes, it has a lot of, in my opinion, it has a huge effect.  
 
I1  33:41   
Okay. Can you maybe give an example of this connection or this impact? 
 
R  33:48   
[big sigh] I don't know how to explain but if we think very simple, yeah? It's like in the team where you 
don't care and your emotional intelligence confidence is low, and you basically don't give or... nothing. You 
don't give a thought about anything. What's going on with your colleagues? And how is it for them to work? 
And this kind of team, I think, is very cold and result-oriented and maybe even the climate is such that you, 
that you are enjoying the failures of others. And you are backstabbing, channel... how you call it, there is a 
term also in Dare to Lead. This was back channeling or something, you know? It's these kinds of teams... I 
think they maybe are good for short periods of time, if... in case they need to, you know, quickly, collect 
themselves to do some short-term achievement. Like, I don't know, one year or even less. But if you plan a 
sustainable approach to this team... teamwork. At least a couple of years or even more strategy, yeah? Then 
you'll have to be, you have to ensure as a manager that your team is having psychological safety, which is 
also my favorite topic, and also the emotional intelligence explained and used and like overall exists in the 
team. Like ways of working. And to my understanding, I have never been actually in the team and this is the 
other side of working only in international companies. I've never been to these different, different kind of 
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teams where you are just, you know, you’re like at war. But I know a lot of friends and a lot of colleagues 
and my husband and a lot of stories around that. But I cannot totally demonstrate to you. In our team, I think, 
even if we're not perfect and we're still finding the ways how we're doing work and how we should work 
together, in our team we're still quite emotionally intelligent. And because this is the culture. It's the entry 
ticket to IKEA. So it's like a little bit prerequisite and this like guarantee that people in IKEA mainly, I'm 
sure more than 50% or even more than 70% are pre-equipped with this kind of approach to be together, to 
work in teams. If a person saying something you don't like or you don't agree, you have to really not shout, 
or like freak out or shout or make a scandal. But you need to a little bit, adjust your emotion and see how 
you can actually see the, the point of view of the person. So I think that's, that's probably not with any 
concrete example but I think that's how I feel it is at the moment. 
 
I2  34:17   
You said, this is a bit like back, going back to what you said earlier. That you hire people to enter IKEA 
based on this culture or openness. You said then people are more prone to be emotionally intelligent, but 
how do you sense that when you hire someone. Like, what, because you like for example your team still 
went through a workshop to develop it even further. How do you know that someone has it? And then 
apparently that's still not enough, right? 
 
R  38:23   
Not enough. Is it ever enough, I wonder? I think not, yeah? But how do we select people? And we cannot 
say everyone who we select are already on the, you know, highest level of emotional intelligence, no. But 
they are like prone to. They can be. And also the environment, the working place, so the atmosphere, 
everything will help them to even, you know, get more. But of course it's not everyone. Of course we are 
people and all are different and with personal concerns and personal, personal interests. And always, you 
know, something which is more closer to you. And in IKEA we use this value recruitment. So it's a special 
approach. I don't go deep but it's set of tools in the interview when you, you check the value part. So, that 
person actually share the value, which we have in IKEA. For example, taking care of people and planet, and 
togetherness, is the word and also like leading by example. All these kind of very simple and basic things 
but we check it. Exercise it, actually. Like embedded in the interview flow. So, of course, and you can, I 
think you can easily screen off not half, but maybe 30%, which will not correspond. The person who comes 
and says no no, I only come to make money. Don't make me this family thing, my family is home. I'm not 
going to be a family here. So all these kinds of things. But then, when team builds up at work, then IKEA 
uses a lot of um, all these, it's not any more called team building, which is also good. But this team 
development, when you go through all these stages of team development. Johan and Marie-Luise, they know 
it very well. it's all this, you know, team purpose and looking for a team mission. And what do we do 
together? Also what can we bring to this organization which nobody can bring? So you know all these kind 
of things? It's very interesting and I actually met... I have this honor to know the owner of this concept. One 
lady who used to work in IKEA as well. And she... the book is here, just a moment. Let me show you [shows 
us a book in her hand]. 
 
I2  41:18   
Teams in the spotlight. 
 
R  41:21   
Yeah, it's a handbook for team development. This is a very good one. It's the IKEA... I can mail it to you if 
you want, so. This is this is exactly what I'm talking about. And this is a very good instrument and developed 
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by IKEA for IKEA. So it's like internal but it has gone already out of IKEA world. Um, what else? What can 
help me be more concrete but maybe some, I don't know. So far, so good. 
 
I2  42:00   
No, it's perfect what you're providing us with. Don't worry. A more like, a bit like a more general question. 
What do you see as facilitating factors for team performance. So beyond just emotional intelligence, do you 
see other factors that enable performance? 
 
R  42:29   
Psychological safety is my favorite topic. It's, I think it comes even before emotional intelligence. If you 
don't dare to speak up in the team. If you don't dare to, to look vulnerable. To, you know, to to be mistaken. 
If you don't dare to be yourself, it's not a team, even. So there is no use. And for us, it's a big issue. I tell you. 
Now maybe a little bit less because we still we've been through half a year, which is good for the team. But 
in the beginning. It's very valid. So, how much you can tell to your colleagues, how much you can tell, 
stupid things in the meeting, how much you can, you know, really because everybody is, somebody is very 
new. Somebody is 20 years in the company. You know, how much you can be bullied. How much you can 
be, you know, mocked. And then it's all... a person, a human being should feel first of all safe. And a team 
man manager should encourage and not only encouraged but to always try to create the psychological safety 
before even enabling the team to perform. Because otherwise, people will perform individually, of course. 
But in IKEA, it's very difficult. Because it's not individualistic world. Somewhere probably in other 
companies, it's okay. If you are like, researching or if you're making some product. You know, coding. I 
don't know but not in IKEA. Everything is done together. It's in the DNA. And then you, you need to, to, to 
learn how to perform together. To perform together is to be able to work in one room, you know, to share 
their opinions, to help each other, or at least not to disturb each other, or, or, like, you know, play against 
each other. All this, you know, many things can stop performance. And this is, if I'm very honest, I can say 
that we are finding our way to perform at the moment in people and culture team Russia. We are performing 
to some extent, but it's far from what businesses are expecting from us. So we need to really go through this 
route or path as soon as we can. And I don't know. I hope by end of this year we probably could declare 
some results. 
 
I2  45:20   
And then this psychological safety, how do you think a manager or maybe you as manager, how would you 
create that space? 
 
R  45:29   
It's very difficult. It's creating trust with unknown people. I mean how can you trust me if you don't know 
me? And I think it's very a thorough and detailed process every day. It's creating this um... maybe trust is  a 
very big word, you know, to start with. Maybe first to create some understanding, context, try to listen to 
each other. Also, don't judge. Make sure that people understand that they can say out loud to the things and 
they will not be mocked or killed or punished or whatever, I don't know. And then this is the big thing. Then 
of course, during 1 working day there's 1 million situations when you can show this... that you can rely on 
me as a manager. Because people, people work, but they also have a life. So, life always interferes at work. 
So you can always see where you can be helpful in some personal situations, in some professional situations. 
Where you can maybe a little bit coach, a little bit support... in front of everyone. Give a give a hand. I 
mean, all these kind of small things but it's, it's not easy. It's, it's a process which takes time. And sometimes, 
it was successful, but to me, I'm... myself, I'm very convinced that you can actually create good trustful 
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relationship with everyone. And even, even the people can be from Mars or from Venus. It's like, it doesn't 
matter. If I am, like a human being myself, feel that in this manager, my manager for example... that I feel 
you-- because you cannot, people use it unconsciously as well. So it's not only, it's not only the visible, 
verbal, or it's like you feel it in your gut. So I don't know. That you can trust or you don't trust. And there's 
also one thing that which is also my motto in life, it's that trust you can lose only one. And then, its... you 
never gain it back. So it's... psychological safety is, is an absolutely necessary thing and not very easy to 
create, but absolutely a must... for me. And I think that this, especially after this kind of transformation 
which we've had, it's a must to, to, you know, to let people feel joy when they come to work. This is like so 
simple, as it is. I mean we can think about 1 million things. But it's like you hate people or your love it, or 
you still didn't make didn't make up your mind. Either you hate it or you love it. But in IKEA it's basically 
everything is, is, is built that you will love it. Sometimes it takes a little bit more time. But you will love it in 
end. Because basically people are... company cultivates this people... people... people... people... their needs, 
their well-being, their health, how they feel, managers. It's quite, quite a strong thing in company. So it's not 
just words or anything. But still if you make money and feel products are very wanted. Especially in Russia. 
 
I2  49:31   
All the people we've interviewed are from the IKEA group like you, the retail at IKEA. And it seems like, I 
don't think we've had one person, not be in the company for a very long time. Maybe you're the first that has 
been there for shorter. But it seems like there's really this. Yeah, this...  
 
R  49:51   
Brainwashing [laughs]  
 
I2  49:54   
Or yeah that, or some sort of like hook that makes people want to stick around and have an opportunity to 
grow and develop and, and I don't know if this is just a generational thing? Because also the age group that 
we had was a bit older and I wonder how it plays out for people maybe coming out of school now?  
 
R  50:15   
Younger? I think we have a lot of young people. 
 
I2  50:18   
And do they stick around? 
 
R  50:20   
Yes. And of course younger people go faster sometimes. Somewhere, they can change their mind. And I 
don't think nowadays, you can rely that if you have like young girls like you joining the company that you 
will stay 10 years. I don't know what should happen in this company that you would say, of course it's more 
for X generation, or even Y generation. But for example my daughter, she's 16. And she loves IKEA. She 
loves the brand, she loves all the, you know, pillows and all these things and everything. And she is super 
proud I work there. And I think that the love, I don't know how I can manage this. It's also a big secret to me, 
how IKEA manages to attract also young people to this philosophy, or this customer experience. Or is it that 
the product is so, so attractive or so, more, I don't know, it's something, something there in this brand 
identity. But young people of course, they go faster. They can come and go, but then they can come back, as 
well. A lot of cases. They go, try something else, come back. So, it's also and if you see them, there is this 
research you can probably... I don't know the latest result this... universum? You know this one? It's um, top 
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10 companies where graduates want to work. It's this universum and I think IKEA, there is even among 
retailers, is one of, I think, among their, among their top, top 100 in the world. 
 
I1  52:29   
Okay. 
 
R  52:31   
So, that's good. I think always, you know, in the bunch of high tech companies and, and big McKinsey 
things and, you know, but IKEA is there. I mean, I don't know anything. 
 
I1  53:00   
Okay, so this is a bit of a personal wrap-up question. But how has your understanding of emotional 
intelligence had a deeper impact on you and your life outside of work, for instance? 
 
R  53:22   
I think I heard the term quite long ago. I think it was, maybe even 15, 20 years ago? I don't know when it 
appeared, but I was still with a Finnish retailer, with Stockmaan around that time. And that's when they 
introduced the whole concept at some common event. I don't know who was the speaker. I don't remember. 
But that was presented as some, some kind of trend in the society, and that people, you don't only make 
decisions with your brain, you also make decisions with your emotion. And to me, I think I am such a 
representative of more emotions than brains person because I'm working in HR of course. But for me, it's 
great that, that also business gurus and speakers and business managers in general start to understand it. And 
that they can properly use it also for their larger, bigger purposes to make money, you know. Of course, 
emotional intelligence helps you to, to enable human being, like, his, you know, insights. His, his, his, fear, 
either change or something, you know, to, to want to work for you in a way. I somehow think this connects 
with me like this, and I think... I don't know if I ever used it actually consciously. I know the concept and I 
know what is behind that. But to me it was a little bit more like... oh, thank you, finally. And thank you for, 
like, legalizing this emotional intelligence. Which we used to call gut feeling or all this kind of intuition or 
soft manager skills. There are a million of names, where it can, you can relate emotional intelligence to this. 
And I think maybe it maybe I'm speaking a little bit narrow of the whole impact but to me it's, I am as I am. 
I'm the HR person, or leader... been in HR like 30 years. So, to me, it's more already a professional... how to 
say... every... I don't know how you call it, it's like, it's me already. I cannot just divide myself within 
emotional intelligence or without. 
 
I1  56:37   
Okay, that's great. So it sounds like it just kind of connected with a way that you maybe thought or felt 
already and it kind of... hearing about it, it's like okay this is actually something that's being acknowledged 
by other people and that maybe now, you can put a name on it.  
 
R  56:55   
Exactly. Exactly. If I would, if I was a little bit more like a different type of person. More, you know, HR's 
usually are not. But okay comp and benefits specialist or somebody. Then probably I could see more, how to 
say, change in myself when you use it or you don't use it. But when you are, as a person, very how to say, it's 
natural for you to listen to others and to see through emotions. When you are emotional yourself and you can 
see yourself sometimes really bad in emotions. It's like, it's a more like a normal stuff, it's not, it's not 
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something extraordinary that you would be like, oh my God, how I could be so, now, emotionally intelligent 
and equipped with it. It's more natural, to me. 
 
I2  58:01   
Okay, that was our last question we had. But, do you have, do you have any questions for us or any thoughts 
or things that you want to add? 
 
R  58:18   
What is this, your thesis is about how emotional intelligence is impacting the team? Or the individual? What 
is the meaning, yeah? This is just interesting. I'm thinking like, what kind of revelations you can come to 
through your work? 
 
I2  58:40   
We were told by our supervisor to stay a little vague as to our topic so we don't influence too much your 
answers, But know that you shared with us maybe we can tell you. But we're interested in understanding 
how emotional intelligence affects team performance and especially the manager's emotional intelligence. 
So maybe looking at it from the manager’s perspective. How do you create, maybe an environment or what 
is it really that's happening that creates performance in your team? 
 
R  59:12   
But it's influenced a lot. So I hope you learn for the good. 
 
I1  59:16   
Yeah, and our approach is really through interviews and being able to speak with managers like yourself and 
to, how do you understand that it's had its impact or how does it play a role and then maybe kind of connect 
some dots and see what it is based on perceptions. 
 
I2  59:37   
Yeah, we're trying to find patterns basically in all those interviews and analyze that. Comparing it to 
literature that already exists on the topic. 
 
I1  59:51   
That's where we hope to kind of be enlightened and say okay, we had this idea, based on what we read but 
when we actually spoke to people we learned something new. That might be completely different. So i think 
that would be very interesting. And we thank you for sharing your thoughts and your perspective and your 
experience because it's very insightful for us. 
 
R  1:00:19   
You have different personalities. You need to you need to find somebody who is totally not friendly, you 
know? IT person. These will bring a lot because they will probably say what's emotional intelligence about? 
That's, that's very valuable. 
 
I2  1:00:48   
With the current study we only interview emotional intelligent managers that have been through the dare to 
lead workshop for example. Because we only have contacts through Johan and Marie-Luise and we already 
know that you have an understanding. But it's a great limitation tour study that, okay how does it compare to 
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people who have no no clue, no training. But with the time we have for our thesis, we had to set some 
limitations for it. But that's a very good point that you're raising. 
 
R  1:01:23   
Yeah but it will give you more harvest 
 
I2  1:01:33   
Yes, that's it for us. We are happy to share our findings with you 
 
R  1:01:40   
Yes excellent. 
 
I1  1:01:52   
But if you're interested, we'd be happy to share that with you in a few months when we complete our paper.  
 
R  1:02:04   
Excellent. I wish you best luck and I'm sure you will get results with your emotional intelligence. 
 
-- Interview end --  
 
 
Appendix K: Interview Transcription (I5, Trine) 
 
 
Interviewee: Trine 
Interview Date: 10/3/2020 
Transcription Date: 14/3/2020 
 
I1= Constance 
I2= Rona 
R= Respondent 
 
 
 
I1  0:01   
Okay. So [her pseudonym is Trine], could you, I know I already asked that by email, but could you briefly 
introduce yourself again and state your name. The organization you work for your position in the company 
in the country you work in, just for our, us to organize data. 
 
R  0:26   
My name is [Trine]. I work for IKEA in Moscow office. I am a sourcing manager for customer fulfillment. I 
have a team of 3 and we are responsible for sourcing service providers for delivery and assembly, Furniture 
assembly, for the whole Russia. In Russia, we have 15 stores. Actually it's a pretty large volume. We are 
contracting and our job is to secure services availability wherever it happens on the market. And so, this is in 
a few words, the scope. Okay? 
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I1  1:31   
And yeah can you explain a little bit your role and responsibilities in IKEA and within that position? 
 
R  1:40   
Okay. So I'm managing the team responsible for sure availability of services for our customers all through 
Russia, Okay? 
 
I1  1:55   
And how long have you been a manager at IKEA? Has it been a long time that you work there or? 
 
R  2:01   
I'm quite new in IKEA. I joined in April last year. So beginning of April it will be just one year. Well 
actually, the management team, we're all new in our roles but some people are not new to IKEA. Some well, 
I think you have interviewed [names an employee]. He has been, for many years with IKEA, but came from 
a different market. We have people from different markets, from different businesses, and from different 
functions. So, we all were new, more or less. And within our team, people were half new, half old, I can say. 
 
I1  3:15   
And how many people are you managing right now? 
 
R  3:19   
Three. I have a team of three.  
 
I1  3:21   
Okay. And those people are new as well like you or old IKEA employees? 
 
R  3:31   
Two are old. One is new. I recruited her last summer in June. 25th of June. 
 
I2  3:41   
By old we meant like, had been there their tenure. They had been there longer.  
 
I1  3:46   
Not like age-wise.  
 
I2  3:48   
Just about how long they've been at IKEA. So just to clarify that. 
 
I1  3:52   
[laughs] Thank you. 
 
R  3:53   
Well four and five years, by now. 
 
I1  3:57   
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Super. So, we, we got your contact through Norbert and we know that he participated in the workshop with 
Johan and Marie-Luise with Entire. Have you already participated in that workshop? 
 
R  4:16   
Yeah yeah. We all participated, Norbert's direct reports. Yeah, we were six. Norbert plus his team, his direct 
reports. We were all there and had some brilliant several days with Johan and Marie-Luise.  
 
I1  4:34   
And so, who requested the workshop? Were you, like suggested to take part in it or was it your, your desire 
to join it? 
 
R  4:49   
There was no better recommendation. Because um, well he was acquainted to Johan and Marie-Luise before 
and so he said [Norbert said] guys, I sincerely recommend you this course. He had his good reasons for that 
because we had a new team, new responsibilities, new processes, new environment, new everything. This is 
where as a manager, you work for full scope. Because managers are paid for managing ambiguity, for doing 
things which nobody knows how to do. And we are in approximately this situation, yeah? And to change 
processes and start new processes. When everything has been set up and works, manager is not needed in 
this situation. It's clear. It's work for a specialist. But if you need to reorganize things in a different way, until 
you have your reasons to do that, this is where managerial scope really is. And last summer we were in, the 
whole of Norbert's team, we were in such a situation when we could change things when we, if we needed 
them. If we had good reasons for that. And we could reorganize. And it was clear that it will be set up into a 
new way. And we had our new teams, all of us. And we, as a team, were completely new and we're just 
learning each other. And so that was the perfect situation for that. I appreciate we had it. 
 
I1  6:58   
Yeah. What, so what were your... did you have any personal goals or incentives for participating in it? 
 
R  7:14   
Well, as a manager, you are in a situation if you run fast, you can stay at the same. Yeah? Like Alice in 
Wonderland. Yeah you remember?  
 
I1  7:30   
Mm hm. 
 
R  7:31   
To be the same, same speed you need to run fast. So you needed to find ways for self-development. 
Otherwise you're lagging behind. So for me, such trainings are big events cause they widen the 
understanding. They show, same things from other perspectives. And actually they can give a kick for self-
development for starting thinking about, well thinking a different way about same things, but a different 
perspective and looking from another side. And well, that was a, for me, an opportunity to look at the same 
thing from another perspective. Because, of course, while we were discussing generally things using 
empathy and their vulnerability, and managerial courage. But, for sure, Brene Brown, she has made the 
fundamental very big and fresh research and through that research Johan and Marie-Luise brought us some... 
better, probably, bigger understanding of what that means for, for a manager. Vulnerability, what it is. Why 
it is needed and why managers should learn how to use it. Because for sure, as a manager you're expected to 
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be more decisive than empathetic, more courageous than vulnerable. Yeah? This is one side. The other side 
is, you can't be courageous and decisive in the right way without being empathetic and vulnerable. So, I treat 
them as two sides of the same metal. Well, one thing is, what you are expected to do and or what others, how 
they expect you to behave. You are a manager, you decide. You are a manager, so you should take courage. 
Okay. The other thing is how you feel inside. Do we always have enough information, enough reasons for 
100% correct decisions? No. Do we always have a comprehensive view of the situation to take courageous 
decisions? No. [laughs] So it is always the thing about finding the right balance. Yeah well, the best 
possible. Yeah? Well, why do we need empathy and vulnerability? We learn why, we learn how, we learn 
when, just for when needed. We could do best possible, although which will not be 100% comprehensive. 
That's for sure, no? By the way, the current situation we are now in with this corona virus. This is perfect 
example. Reasoning, why thinking and speaking about vulnerability now. When we, uh, well our providers 
come to us and ask, do you know if corona virus will influence IKEA? I would say, of course yes. Do you 
know how? Well, how many employees do we need to add or decrease the number? How many orders? We 
are open to shame, we don't know. If there will be influence? Yes because it influences the whole world. But 
it's, we do not have the full information on how that will influence our volumes. Will they be increased or 
decreased? Are we going to close stores like our colleagues did in China? For three or four weeks stores 
were closed together with factories and ok, what to the situation with product availability will be Russia or 
the markets, yeah? Now we know that approximately a half of our products are coming from China. And 
okay, factories have started working again and that's fine. But seaports are stuck because for 4 weeks China 
was not receiving or sending all those products and you saw many of seaports collapsed. And some of them 
will be now more successful or less successful going through this situation. But, for sure this will influence 
the general thing and the product availability and our sales and number of choices we're going to order. 
Although we do not know what scenario is going to happen, yeah? Every market are now preparing a list of 
possible scenarios. Now, when stores are closed, for example, number of orders can increase because our 
customers will go shopping online, and we will need to pick up. Or it can decrease and then our providers 
lose their jobs, and we will need to find a way how we can maintain capacity. Their employees are still with 
them, so that our contracts are well secured. So lot is going to happen and this is exactly why I am 
describing the situation. It is exactly about pure managerial scope. Well, this is where leadership is needed. 
Drives the situation, manage the team through complete ambiguity. We are in approximately the same 
situation a little bit lighter one a year ago when we started new teams. 
 
I2  15:40   
But speaking of a manager, um, how would you describe an emotionally intelligent manager? 
 
I1  15:50   
And not just in the situation of crisis like coI2. I know it's quite topical right now but just in general? 
 
R  16:06   
When managing people, you can't do that successfully. Well, you can do it at all without understanding 
reading what they mean, even if they don't say it. And this is how you practice your empathy. And, well, 
when engaging your team, you can't do it without letting them understand you. And this is vulnerability. To 
keep your team or cross functional team to keep people engaged around your path, the tasks of your project. 
You need to put your ideas, clear for them and for everyone. The way they understand you will be sort of 
different and so clear for one person might be completely unclear for the other and might mean something 
different for, for the third person. When you are sharing information and are explaining and clarifying, and 
trying to engage people around, you are vulnerably showing actually more than both empathy and 
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vulnerability. They are sort of beyond the comfort zone. Sometimes you are showing more than you would 
like other people to see. But the benefit you get is, you if you are understood by other people at the end. You 
are clear for them. They are, they see you are open and they open themselves just so that you can 
communicate directly. And this is how you engage people. You can't do it otherwise. Directive managers... 
okay. That might work, but not in a usual business organization, I would say. Directive managers, it is more 
army, or when it is, one and the same process run for years and decades. Again, if they change the processes, 
they still need to open up. Being vulnerable you learn how to open up correctly. And you definitely need it. 
 
I2  19:22   
And when you say directive manager you mean, just a manager that tells you, or what do you mean when 
you say that, as opposed to an emotionally intelligent manager? 
 
R  19:35   
I mean, yeah you understood correctly. An officer in the army, the manager just telling the others what to do. 
Sometimes you need it but in the business, you have a really narrow area where you can use this directness. 
 
I1  20:01   
Do you feel, how about your own way of managing? Is it, do you not use at all like directive management, or 
are you vulnerable yourself, or where do you stand with all these, these concepts? 
 
R  20:20   
I believe that all instruments are good. If every instrument is used in the right way. In my team, I have, one 
of the members of my team, his background, is army. Five years ago, he used to serve or work for the army. 
I see that he expects clear direction. Yeah, just, okay today you are doing 1-2-3. Clear and go. Very often it 
works. It's a, well, quick fix if needed. But with him, we learn to think of situations in a more comprehensive 
way So, within, we have set a development plan, we may call it, for him to find ways himself. And he is 
learning how to plan strategies and implement them. And, well, he admits that this is what he needs. 
Normally with other people...well to others in my team, they are thinking for themselves. So this is the better 
work in route, when they come to me saying [Trine], well I think with this situation, the plan would be, this, 
this and this. So, I would like to align it with you and well probably will recommend something and if we 
are aligned and I go and implement this plan. So, this is a more...  I would say, sustainable way of coworkers 
to behave. This is how I would like my team to work as well. Physically, well, I can't decide for every of 
them. And I would be wrong from my side to do so. Of course with their own area of responsibilities they 
are much more deep into detail and they know the situation in a more comprehensive way. And, well, I trust 
them. If I recruited them, I trust them to take decisions on their own. If they need to get aligned they come to 
me and I make sure that weekly, we have reviews with every of them and we fine tune their directions. But 
the most sustainable way, if they make strategies and implement strategies within their own scope on their 
own. 
 
I1  23:44   
And is emotional intelligence discussed with within your team? 
 
R  23:51   
Um, not as a separate topic. While we're at today's meeting, is vulnerable. It doesn't work like that. But we 
have personal development plans with them. When we discuss them, of course we touch vulnerability and 
empathy and decisiveness and managerial courage. These are not easy things to discuss. Because you touch 
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upon really different background and you pull their own way of understanding. You just put it on the table, 
you calibrate it in this or that way. You make sure that, well, your way of understanding and other people's is 
more or less about the same. Cause you're speaking about soft things. It's not [short pause] well, you will 
find that people understand vulnerability and empathy and courage in different ways. Slightly different but 
but it matters. And of course, I touch upon such small things, such vague and, but very important things, soft 
ones, in a one-to-one discussion. Not for the group cause well, I admire how Johan and Marie-Luise do that 
during their trainings but, well they are trainers. I do understand and I appreciate it. It's hard work. But well, 
me personally, I calibrate understanding in my team. 
 
[The connection freezes briefly from 25:30 to 26:15, and then we resume the conversation] 
 
R  26:42   
Just I hope you heard my response.  
 
I1  26:47   
It cut off a little bit. 
 
I2  26:49   
I was actually curious just, if you could, because we were talking about an emotionally intelligent manager 
and if your team is aware of it but also, can you give an example maybe of when you personally have had to 
use some sort of emotional intelligence for... yeah for a situation where maybe you needed to read somebody 
else or have to respond differently? I think that would be kind of nice from your perspective. 
 
R  27:23   
Um, I often practice saying... honestly, I don't know. And it is interesting to see the reaction of my team 
when they hear their manager saying, I don't know. I am often to say what you are asking me, I don't know, 
this is a start. Now let's think how we'll all do it. Okay, at least there are several ways to do that and they 
enumerate okay, this can be one scenario, this can be second, this can be third. And there are, of course there 
are reasons for choosing first, second or third scenario. If we discuss them and agree together which one is 
the best from our, today's understanding... of course tomorrow can be different. Then we agree on the way 
how we treat the situation. Well actually there's a very open discussion in our team cause we... contract 
providers, we change providers in regions for this or that reason and a lot of changes have been 
implemented. And so far successfully. Just because, through this open, I don't know. I ask them to share 
their understanding, their opinions, and this is how the team learns to think and make strategies themselves. 
Especially this experience is precious for the one with the army background. With him especially I practice 
that. Yes, probably you told me that but I forgot. And that was another surprise for him. A manager, a 
manager... forgot! Yes. Because well, sometimes I feel that I'm overloaded with information. Certain things 
just, I hear them and forget. And, well, first times I told him, Jeff, I appreciate you told me but I forgot. I saw 
his reaction and it was a completely new world for. Now we are okay. Once I found a situation when 
definitely I told him and he forgot. And I said, Thank God, at last! There is vice versa. So, it helps people 
within the team and better understand each other. And I appreciate that. This, ‘I don't know, let's discuss 
together. Okay, I admit I might have been wrong.’ These things are very precious for, I would say in the 
family it is the same, very precious for getting closer and for getting to understand each other better. And 
saying to him, just... if he, you are performing not as a manager and your direct report. You are 
communicating as a person-to-person. And this works, and your team would for sure appreciate that. 
 



Appendices 
 
 

   
 

CLXXXV 

I1  31:30   
Maybe talking, talking more about team performance because that's one of the aspects of our research. How, 
how would you., from your perspective, what does it mean when your team performs? 
 
R  31:44   
What does this mean, the team performance?  
 
I1  31:47   
Yes. What does it mean to you, team performance? 
 
R  31:52   
How successful it is or team performance in general? 
 
I2  31:56   
Good team performance. 
 
I1  31:58   
Yea. Good performance. Exactly. 
 
R  32:02   
Well if you ask me personally, yeah? I have been for many years the girl with A grades everywhere. For me, 
successful performance, my own, and my team's, used to be and is highly important for my well-being. And 
at a certain point, I understood it as my weakness. Cause you can't be successful 100% of your time. You 
can't make hundred percent of your projects, really successful. And that shouldn't be, that shouldn't cause a 
personal problem. And it shouldn't make you unhappy. So this is what I am working on, and. And this 
turbulent year with a new team has brought me a lot of learnings. And some of our projects turned a failure 
if it, well it can be treated like that. For example, we were awarded provider for delivery for the biggest most 
to store. It was a highly important, very visible project and we were awarded, even awarded, for the high 
level of this performance through tendering work, for being on time for all parties informed. After all that 
was finalized, the provider came to us saying, you know, we made a mistake. And now, the pricing is... I do 
not remember, some 46% up or something. Incredible. Yeah, it can't be true. Okay [laughs]. For us, that was 
a failure or disappointment in my team and it was a really uneasy situation because a lot was said about how 
well we did that. 
 
I2  34:52   
But when you're assessing team performance, as a manager, are you... what really defines that your team is 
performing well. Is it, and I'm just giving some examples and then I'd love for you to clarify if it's external 
recognition, being awarded? Is it how the team works together? Is it figures and hitting certain numbers that 
you can measure? Like what do you consider when you say okay, my team is performing well, because these 
things happened? 
 
R  35:29   
I am managing a sourcing team. Our work is very much about money and the results can be calculated into 
figures very easily. A successful project brings savings with quality and service availability secured. And the 
more savings we bring, the better our performance is. There are also some KPIs on how providers after they 
are implemented, after they're awarded. They perform, in terms of service quality, in terms of being on time. 
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Less complaints and so on. So there's a list of KPIs and so. I am in a happy situation that I, when evaluating 
team performance, I can operate with figures. So it is really very fact based. And that's why I brought this 
example. There could be a certain saving and then the provided failed and we organize the plan B, and so 
hopefully now the new provider is being implemented who replaced that failed one. And we sort of fixed it 
and I am happy for that. But, well, leading through failures, together with a team is a precious experience 
which brings team together. Makes them the real team when they support each other when they treat the 
failure as an opportunity.  
 
I1  37:31   
But how do they turn it into opportunity? Is there, like what's the process for doing that? 
 
R  37:41   
Generally in life, everything has a positive meaning, even if you think it is something bad is happening. You 
can find the different perspectives looking from which you see. That this situation brings more opportunities 
than negative. And, well, finding these opportunities is good teamwork. It is, it is a very important tool, we 
may call it project, full of learnings. How you can take as is situation and turn it to an opportunity to create a 
better one. Better situation, better saving, better future. So, and again here to look at the failure as an 
opportunity, you need to open up and say, oh okay we failed. Fine. And however, emotionally hard that can 
be but we better think of opportunities to turn in to a better future. In a way. It can be another provider, it can 
be another setup, crowd sourcing solution or an in-house, when we have a store where delivery is done by 
our own worker, not the providers. Which is a completely different scenario. And again it was started for a 
good reason in order to find the solution after failure. And now we turned out this in house project, it turned 
to be more a laboratory for testing new quality criterion, and now it is an opportunity to bring the services 
quality to a new level. So opportunities are everywhere. And where you have a failure, this is the place 
where for sure you can find an opportunity. 
 
I1  40:41   
It's definitely a mindset. In your opinion, how does emotional intelligence affect team performance? 
 
R  40:55   
Okay. Emotional intelligence. Well, the degree of how well it is developed. Because emotional intelligence 
is always there. It can be lower developed or developed in some better way. 
 
I2  41:19   
Do you think that it affects performance though? Just it being there within the team, does it make a 
difference or it doesn't, to you? 
 
R  41:31   
Emotional intelligence influences life. Whole life. It changes circumstances, environments, people behavior 
all around you. And of course it influences team performance. And actually, this is the reason why managers 
are trained on emotional intelligence, because it influences team performance a lot. Ten years ago I was a 
beginner as a manager and for me emotional intelligence, oh my God! That was, looked to be a very difficult 
thing. Managerial experience takes you up and up with emotional intelligence anyway. And if you are 
specially trained, it can bring you to next step. Okay, through training, you can get insights in a way, why 
you need it, how you can have developed, yeah? Emotional intelligence and well, realistic steps. Well, next 
step you can take to grow with emotional intelligence. 
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I1  43:10   
And so, can you give, do you have an example in mind of maybe a situation where you clearly saw that your 
team's emotional intelligence or your own emotional intelligence, increased your team's performance? 
 
I2  43:28   
Or affected it in a positive or negative way. Yeah. 
 
R  43:36   
You mean it can be negative way? 
 
I1  43:38   
Yeah. 
 
I2  43:39   
Well it could be that a lack of emotional intelligence led to poor performance, in a certain situation. But 
really, it's your understanding of it. Yeah. 
 
R  43:54   
Hm, good question. Well I would say that there are many small situations. Let me think of something. 
vividly showing that so that I could describe something really... wow. 
 
I1  44:22   
It can be also very simple and we can we can get a lot out of a very basic example, actually. So it doesn't 
need to be so big, like so wow like you said. Because maybe for you it's not but for us it is [laughs] 
 
R  44:40   
Well yeah. Actually I would say it is day-to-day project work. And small situations which make people, 
better understand each other. And through understanding better, well make projects happen and make them 
happen in a short-term, more effective, more successful way. 
 
I1  45:24   
If anything comes back you can you can always let us know. Maybe yeah more, on a more general basis, 
what do you generally see as facilitating factors for team performance? So anything other than emotional 
intelligence. 
 
R  45:49   
I strictly believe that enough work and real projects are really drivers for team development. Cause in big 
organizations, you spend a lot of time and the effort for supporting the process. And if as a manager you are 
okay with that, it can be 100% of time supporting process and then you are acting more... well, in the passive 
way. Yeah? There is a process and you are supporting it. And you're not changing life, proactively. 
Changing your team's performance, the area of responsibility, you are not taken to a better level and there is 
always a better level. So, part of a manager’s work is to thoughtfully take the team out of comfort zone. You 
support a process, I appreciate that very much. Let's think what is, what can be the main change? What, what 
is the opportunity where we can make it even better? And they bring you some ideas, and then as a team you 
decide that where you spend time and effort. And as it is one of their teams, they are already engaged. After 
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you have, you have made a project. Well, then, as a manager you shouldn't forget to celebrate success so that 
they get their recognition, their awards. It is important that team has experience of working successfully. 
And this is emotionally the best driver which helps them to come to work every day. Come to the office in a 
good mood. This is the right place to be because here I can get be successful. Here I can achieve. And here, 
if I need help I ask for help and people provide it. And this is how through successful experience you bring 
them to, to a situation when they are ready to spend the time and effort and actually well, precious time of 
their life. For doing this job for you. Cause as a manager I'm responsible for all this area. And the only way I 
can work is within my area of responsibilities, through my team. No other way because I'm, as a person, 
would never cope with the full scope of course. 
 
I1  49:38   
Okay, that was our last question. So, if you have, do you have any questions for us actually? 
 
R  49:54   
Emotional intelligence, for me, is really... I wouldn't say a clear enough topic. I have a feeling the more I dig 
this, the deeper and deeper it is [laughs]. And probably, I would ask what are 1 or 2 your most interesting 
findings about emotional intelligence? Just, these would be the hints I use in the future, for sure. We are 
digging the same thing and we are different people and we're doing it in different ways. 
 
I2  50:46   
It could possibly, maybe what we could do, something we've been considering doing is... it's, of course, we 
wouldn't expect you to read our entire thesis because it will be quite long. But towards the end, we have a 
section where we kind of discuss some theories and also our learnings based on our interviews. So maybe 
that would be something interesting for us to share with you, where it's not very lengthy but you can also 
kind of understand how you played a role and maybe also learn a bit about emotional intelligence. Because 
we're learning in this process as well. So it's very interesting for us to 
 
I1  51:24   
Yeah, it's very good for us that you, you don't have a particular idea of what it is. Because it's through your 
experience that we're trying to make sense of it. So it helps a lot but yeah. 
 
R  51:25   
Would be nice. 
 
I2  51:38   
So we submit mid-May and we defend in June, so I think sometime at the end of May or June, we're gonna, 
we can definitely email that to you and send it to you.  
 
R  51:50   
 You are on your last months already.  
 
I2  51:52   
Oh yes, it's flying by. It's kind of scary.  
 
I1  51:56   
Yeah. 
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R  51:58   
It's scary but on the other hand it's coming soon. I think it's thrilling time. Everything is going to be 
finalized. 
 
I2  52:11   
Yeah, exactly. A lot of emotions actually, going on. But thank you so much for volunteering some time and 
sharing your thoughts with us. It was really nice and we really appreciate that. 
 
I1  52:28   
Yeah, thank you again R. It's very kind of you to help. 
 
R  52:33   
Thank you. 
 
R  52:35   
I wish you a successful couple of months, coming. So that you finalize it and have a beautiful summer.  
 
I1  52:59   
Thank you. Bye. 
 
-- Interview end --  
 
 
 
Appendix L: Interview Transcription (I6, Oliver) 
 
 
Interviewee: Oliver 
Interview Date: 10/3/2020 
Transcription Date: 11/3/2020 
 
I1= Rona 
I2= Constance 
R= Respondent 
 
 
 
I1  0:07   
And just for organizational purposes for us. Can you just state your name, the organization you work for 
your position in the company and the country that you work in. 
 
R  0:22   
Yeah. So my name is [his pseudonym is Oliver]. I work as the review manager in the market support 
organization, which is part of IKEA retail services. You could say the global organization, connected to, you 
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know, IKEA retail. And my work is based in Sweden. The group I work with is based in Sweden. I live and 
work in the United States and travel to Sweden on a monthly basis.  
 
I1  0:57   
Okay. All right. And can you just explain your role and responsibilities a bit more for us to have an 
understanding? 
 
R  1:07   
Yes. So across the organization, hmm, historically, it started with stores. But today it's many different 
customer meeting points. We have exercises, processes, whatever you want to call them. You could think of 
them as audits, although that is a little bit misleading. There are processes where we go into stores to, or 
customer meeting points, to secure that they are living up to the IKEA retail concept, and operating 
according to our proven solutions and best practice. I think what's different if you think about an audit, 
where you know there's different things you're looking at that are very black and white. This is all connected 
to home furnishing, life at home, the way people live. But still very much connected to what we know is 
good about our business, what we know is good practice for our business, what we know is good for our 
business and good for our customers. So when we go into a customer meeting point and work with the team 
in that particular unit, we're doing it with a coaching-leadership approach. So we're not going there to 
evaluate a punch list of points, and to tell the... Our coworkers or our leaders what they're doing right and 
wrong. We go there to trigger a conversation, and together to evaluate what they're doing well and what their 
business opportunities are. 
 
I1  2:54   
It's interesting. 
 
R  2:55   
Does that makes sense? 
 
I2  2:56   
Yeah, absolutely. 
 
R  2:57   
I know it sounds a little abstract but, hmm... 
 
I2  3:00   
It helps understand the context in which you're working. 
 
I1  3:03   
Yeah. And how long have you been a manager at IKEA? 
 
R  3:09   
I mean I've been a manager at IKEA... I mean I started my work with IKEA in 1985.  
 
I2  3:16   
Wow.  
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R  3:18   
But I left the company for 6 years between 2001 and 2007. And then I returned. But I've been a leader in the 
organization since I was hired actually. This particular role I've been in for two and a half years.  
 
I1  3:40   
Okay, nice. And so of course our connection is with, with you is through and Entira. And so, did you 
personally participate in a workshop there? 
 
R  3:51   
Hm, I've never participated in a workshop at Entira. But going back years ago, I would say to about, 2010- 
2011... IKEA was providing a [short pause] training in coaching leadership to a select number of leaders. To 
be very transparent I was not one of those leaders identified. But when I knew about the program, I fought 
my way into it. So I did get into the program. And in that program, Johan was one of four facilitators. But 
that's when I met him for the first time. 
 
I1  4:49   
Okay, so you actually requested to participate. It was from your own desire. 
 
R  4:56   
It was from my own desire but it wasn't just about desire, it was about... What the tools that I felt I needed to 
do my role in the best way possible. 
 
I1  5:05   
Okay. And actually what I was going to ask next is... What was, did you have any personal goals or 
incentives? It sounds like tools may be a part of that, that you were able to gain through the... 
 
R  5:17   
So I mean, today I'm, you know... My, my role and my scope is in the global organization. But if you can 
imagine that in each of the 30 countries that the global organization supports, there's somebody within the 
country that I support as a matrix relationship. So before stepping into this role two and a half years ago, I 
held that sort of counterpart role in the U.S. organization. When I stepped into that role in the U.S. 
organization, this whole work called commercial review, had a very mixed reputation within the US. And I 
realized that the only way to change that perception is through the behavior of those people that are going 
into our stores or customer meeting points and leading these processes. And we needed to kind of shift the 
mentality from reviewer, if you will, to a coaching leader. And even though I kind of felt that I was a good 
coaching leader, I didn't really know because I didn't have any formal training in coaching. So, the reason I 
wanted to fight my way into that program is so I could really gain knowledge about coaching leadership. But 
then also bring that to the community of reviewers at that time in the U.S. organization, and give them the 
tools they needed to shift from reviewer to coaching leader. And if they couldn't, to be very open and 
transparent about the fact that under my watch, they could no longer do that work. And everybody does it as 
an addition to their regular assignment. So it's not like I would be, you know, firing people from their work. 
But if they couldn't make that shift, from a reviewer to a coaching leader, then I couldn't afford to have them 
out there, out in the stores pissing people off.... 
 
I1  7:41   
Hm hm. Yeah,  
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R  7:42   
... With their approach. And some people, there were probably about, I mean, of the maybe 80 people 
probably 10% could not make the shift. But they had all been through, you know, my workshops. So after I 
went through the training I developed my own workshops to bring sort of a diluted version to, you know, to 
my people, you know. What was really needed for them? I mean I'm a certified coach. I didn't have the 
ambition to turn them into certified coaches, but just to be better coaching leaders in their day to day work, 
and definitely when they were out in the units doing reviews. And by the time they went through the 
workshop, they had a very clear understanding of what was expected. And if they couldn't make the shift and 
for some people, it was really hard, they actually came to me telling me, "You know, I know I'm not 
delivering to what you expect. And I'm very aware of the challenge, and I think my habits are just so 
ingrained. I can't make the shift". And I was like, "Thank you very much, nothing to feel bad about it is a 
hard shift to make. But if you can't make that shift, I can't have you out there." Hmm. And it was done very 
transparently, very openly and all with, you know, good support. 
 
I2  9:06   
The shift, you said you felt like it was necessary, it was a necessary shift. Was there, what was backing your, 
your this idea that you had was it intuition was it... KPIs? 
 
R  9:18   
No. It was the fact that commercial review in the U.S. organization had a bad reputation.  
 
I2  9:22   
Yeah, okay, just from that. 
 
R  9:24   
Because the, the spirit in which these processes should be facilitated, hm, was not always happening. 
 
I2  9:32   
Okay. Okay. 
 
I1  9:35   
And shifting gears a bit here. How would you describe an emotionally intelligent manager? From your point 
of view, 
 
R  9:47   
An emotionally intelligent manager is aware of who they are and how they impact others. And if, I if I get 
even more specific, an emotionally intelligent manager is aware of their own strengths, when it comes to 
building trust with people, and those relationships. And an emotionally intelligent manager is aware of their 
own strengths when it comes to building trust, and their own opportunities. And they also need to be open 
enough to admit what they're doing well and where they've screwed up. 
 
I2  10:37   
And by opportunities you mean weaknesses, but in a nicer way. Or, what do you mean by opportunities? 
 
R  10:44   
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Yeah, I think it's, hm, it's not, it's not only weaknesses. I think that's [short pause] maybe, you know, [pause] 
oversimplifying it. You know when it comes to building trust, you know... For me there's four real key 
behaviors. You know, one of them is the ability to be straightforward. I think if you're not a straightforward 
person, I don't see that as a weakness. But if you want to be able to build trust with people, you damn well 
better be able to be straightforward. And I think if, if you don't have that ability naturally, it's just an 
opportunity area for you, which is important as a leader. If you're not a leader, it may not matter as much, 
but if you are, you better be able to be straightforward with people.  
 
I1  11:48   
Yeah. Okay. And how has your use of emotional intelligence, kind of guided your behavior in a work 
context? Maybe in how you would approach something or handle a situation? 
 
R  12:03   
I think I'm very obsessed with this idea of trust. I think it's ingrained in me. It's part of my Jewish culture. It's 
something I think about all the time. And I live it. So, for better or for worse, I am straightforward. It stings 
to be on the receiving end of it. Hm especially if you don't know me really well, and trust my intention. I am 
straightforward, I am open. I'm also reliable and I'm also very accepting. So those are the important elements 
of building trust and I think I live those things. And I think they're second nature to me. And I know I do 
them well. I mean, do I screw up? Absolutely. But in general, I do them well. And I know that people trust 
me. 
 
I1  13:10   
And not to get too specific here, but can you think of maybe an example, or a scenario that you can kind of 
exemplify, hm, you either... I'm thinking of using emotional intelligence but if that means creating a trusting 
environment or showing trust in some sort of way with colleagues, or your team. Is that maybe something 
you can think of? 
 
R  13:38   
Yeah, so I mean, I don't know if this is gonna answer your question, but I'll give you an example. So when 
I... Before I moved to the global organization, and when I first stepped into a commercial review role I was 
reporting directly to the president of the U.S. organization. So, his name was Mike, and Mike was the retail 
manager, country manager, president of IKEA U.S.. And he had 11 direct reports, of which I was one. And 
he once said to me, well, not once but he said to me on many occasions, "Barry, you're the only one that 
reports to me, who I can rely is going to tell me what they believe I need to hear and not what they think I 
want to hear." And every time he said that I would say, "Mike. If that's true, I feel very sorry for you [pause] 
that I'm the only one that you feel that way. But you will always have that from me. Because the only thing 
important about our work relationship is that I tell you what I believe you need to hear." 
 
I1  15:06   
Yeah, I think that's pretty, hm, couldn't get more straightforward than that. [Laugh] 
 
R  15:11   
And I took that as a great compliment. And, and also, [pause] on the flip side of that I had an interaction 
with that very same person. It was my annual performance review. You know, where we would sit down 
and, I mean, we sat down every two weeks, and just connected and had a touch base about our work. But 
once a year you had to have this like, more formal or at that time it was once a year, you know development 
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talk. And we sat down for this talk, and it was clear to me that he was off. He was not having a good day. 
And, you know, we got in, when I sat down with him I said like, "Are you okay to have this conversation 
today? Because you don't seem yourself." And he was like, "Well you know... Yeah I guess you're right. I'm 
not quite myself." And so they just... [Pause] Being me, I just started kind of [short pause] asking what was 
going on. And he's a quite guarded individual. And I think especially when you're in that kind of role in such 
a large organization, you're even more guarded, right? But he started to explain to me what was going on 
with him, and then he got very uncomfortable. And he slammed his hand on the table. And he said, "God 
dammit Barry, I don't know how you do it" he said, "But I just want you to know I stop myself from saying 
things to you, not because I don't trust you, but I'm just not ready to talk about it." And I revisited that... That 
made such an impression on me. That it was a... I made it a topic of coaching, for my own coaching journey. 
The next time I met with my coach, I brought that example up because I really actually felt badly that he 
was, you know... Because it almost seemed like he was angry with me a little bit, even though I knew he 
wasn't but there was this, like, "dammit Barry, I don't know how you do that." So I wasn't comfortable. So I 
made it a coaching conversation, just to gain better insight as to what was going on and you know what the 
dynamic was. But anyway, probably two years later, [short pause] I sat down with Mike, again. I wasn't 
reporting to him anymore, hm, very much moved on, but I wanted to share with him that I made a coaching 
conversation for myself out of that interaction with him. And I said, I don't know if you even remember the 
conversation. He said, "Barry. Not only do I remember the conversation. I remember exactly what was going 
on. And now I can tell you about it. Now I'm very comfortable talking about it." So he did. And it was like, 
it was mind blowing shit that he was dealing with, which he eventually, you know shared with me. But there 
are many, many circumstances, hm, in my work life. When you are as straightforward as I am, hm, you are... 
I mean, I'll give you another example. Speaking of Brene Brown. So you know, you're probably very 
familiar with, Brene Brown's arena, and the 'support section', and the 'season ticket holders' and you know 
about that. So there's a colleague of mine with whom I work quite closely in the global organization. He 
works in leadership and development. And we were getting ready to go into a big meeting where he was 
presenting to about 200 people. Hm, and, you know, again he and I worked quite closely together on 
development programs and things like that connected to my, you know my little universe. And I was one of 
the first people that arrived to his presentation. You know, it was like right after lunch and we were in a big 
workshop. So I sat down and I said, "So, what section of the arena do you want me to be in during your 
presentation today? Since there's going to be so many people here...." I said, "I'm thinking, you know, the 
'support section'." And he looked at me and he said, "You?! In the support section? Yeah, right!" And I 
looked at him I was like... He said, "Maybe that was unfair." I said, "You know what, it wasn't fair, but it's 
how you feel. And therefore, it's valid." And I said, "We need to sit down and have a conversation." So 
about my next trip to Sweden, I booked time with him, and he regretted saying it, I could tell you, because it 
now was going to force him to sit down with me, and to confront something that he wasn't ready to. And, 
you know, I said, "I gave a long thought to what was behind that statement you said about me being in the 
'support section', like that's just not possible." And I said, "I want to be really clear about the challenges that 
I have with you as another leader in the company." And I said, "I love working with you because you bring 
really great things to the table. When it comes to leadership and development you challenge me to think 
about things. But what I really struggle with, [short pause] is your reliability. You never, deliver, on time. 
Never." And I said, "I don't want you walking around thinking, that [pause] I'm, I'm challenged with you in 
all aspects of your work. It's very specifically, your reliability. And I don't completely understand what 
you're dealing with and what you're managing, but what I can tell you, and you're well aware of this, is that 
you never deliver on time, where I am concerned. And that really is hard for me. And if you feel attitude 
from me, that's what it is. It's that and only that." And he was very open, and he said, "You know what I 
struggle with you, Barry, is... I know I'm always going to get a straight punch to the gut, whatever it might 
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be." And he said, "I'm not used to that, s a Swede, we don't really communicate like that. And I said, "I know 
I'm aware of that. But, you know, this is how I communicate. My intention is always for the benefit of the 
business, and the working relationship. I have that confidence, I know that. I don't have ill intent. So, that's 
not going to change. But if you want... If you don't want to feel that attitude from me you need to be more 
open with me about what you're dealing with. And you're not. You're just not reliable. So, yeah, and that 
conversation took place probably two months ago. But, I mean, it goes on every week, every day, to one 
extent or another. I mean if that's the way you are, that's the way you are. 
 
I2  23:50   
Have you seen any change in the relationship with that person? 
 
R  23:55   
You know, the other thing I challenged him with is, you know, I said, "I know I'm not always aware of what 
you're dealing with. But when I reach out to you after you've missed the deadline and I say, is there anything 
I can do to help you? You also don't take the help. Because you know you start beating yourself up that you 
should have delivered the deadline and then it takes me yet some more time to get what I need back from 
you." So, I can't say, [pause] I've seen changes. But he's a little bit more open with me about what he's 
managing and what's on his plate [short pause] at the moment. 
 
I1  24:42   
Yeah. Yeah. Okay. Hopefully that's, hm, that's opening the door for something in the future. 
 
R  24:51   
I mean, that, it's just, it's part of the course with any working relationship, and anybody that you have a close 
relationship with. I think you need to, you know, those conversations, inevitably need to happen. 
 
I2  25:04   
And it's really, it's really helpful to have such vivid examples. So thank you for, for that. 
 
R  25:10   
Yeah no problem. I have many, many more. 
 
I1  25:15   
Keep them coming! 
 
I2  25:16   
It seems like you're a good storyteller too. [Laugh] 
 
I1  25:20   
Hm, also... So, as a manager, hm, I'm sure you have a direct team, and possibly some more teams that you 
manage. And so, with your experience. How do you kind of think about or evaluate good team performance? 
When you're reflecting on your team, and how they're doing, and where you're at? 
 
R  25:44   
Yeah, so... I actually only have one direct report. But there's two.... Let's say two other main communities I 
work with, or I support. One of them are those individuals out in all the different countries, like the role I 
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had before. So, now, all those individuals in those different countries, they, they don't report to me but they 
matrix to me. So I support them. And I need to keep them updated with information. That was one of my 
calls this morning. We did one call yesterday and one call today, giving that community the most updated 
information about planning for next year. Then there's another community of people that I work with quite 
closely and they are, you know, these different review processes that I talked about. Hm, there's 12 main 
topics. And I'm not responsible for the content, specifically because it's very function specific. But for each 
of those 12 processes, or reviews, I do have somebody that is responsible for the content. And that's a 
community of people I work with on a regular basis throughout the year. So my last meeting with them was 
two Fridays ago in Malmø. We had what we call with... They are my team leaders. We had a team leader 
meeting. So, when you ask about what's good team performance. I mean, in the team leader meeting two 
Fridays ago, Christina who's my direct report and I designed a workshop for them to do without the two of 
us involved. We split them up into 2 groups. And they were like 2 groups of 6 people. And we gave them a 
very specific task. Just to get them started. Although we told them how they go about that task is up to them, 
but this is what they need to do. And then their outcome. I mean, to use their own creativity. And, I mean, 
what they produced in two hours, was unbelievable. I mean, they basically mapped out [pause] the next 
generation of reviews that will probably carry us for the next 10 years. They mapped it out in two hours. I 
mean, it was, it was incredible. But that's good teamwork. And at the end of that day, one of those team 
leaders.... Hm, actually that meeting was on Friday, and at the... On Monday when I ran into this individual, 
she told me that she needed some quiet time with me, if I could make it this week. And as we were wrapping 
up on Friday I re-approached her and I said, "We never made that quiet time this week, and I still have time. 
And if we don't do it today, then I'll be back in Philadelphia next week. We'll just set up a call." And she 
said, "Barry, what I want to share with you is I'm really struggling in my role right now. And, hm, I really 
need to start thinking about doing something different, because I'm not getting support from my direct 
manager. But what I want you to know, is this forum, [pause] and this group that I'm a part of here with 
you...", she said, "I get so much from it. Because of the way you lead the group." And she said, "You 
recognize my contribution in a way that is not done in my day to day work. I feel like such an outsider, in 
my day to day work. And here... I feel so included." And she said, "When you don't... When you're leading a 
discussion and you don't understand my point. You come at me and you say, I'm not following you exactly. 
Can you repeat it in another way? And you will not move on until you are completely sure that you 
understand my message, and that everybody else does." And she said, "I need that to shine." Because, you 
know, she was like, "I do communicate in a weird way. And, you know, my thought process is not typical of 
most people." She said, "But you really want to understand me and you take the time to make sure that you 
do." And she said, "That makes me feel so valued. But also because of it my contributions come through." 
So when I get that kind of feedback from someone that doesn't report to me, but that is part of a team that I 
lead. And I can tell you. She is probably one of the most valuable contributors to that group. She was the one 
that actually stood up and mapped out and summarize the work from those two hours. She was the one that 
did that. Because a lot of the creative thinking actually came from her. Hm, but I think when you have 
somebody like her, who is feeling as an outsider, [short pause] In her normal job. But then in this community 
really feels like she's such a valuable contributor and important part of the team. I think that's good 
teamwork. Does that make sense? 
 
I2  32:16   
Yeah! I'm curious about the team, like this community's dynamics. Like, what was it that created this space 
for her to also feel like she could... I mean, the fact that you listened, more or that you really tried to 
understand her point is one thing. But what was it like with the rest of the team? How... I don't... Without 
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you having to explain the details of the workshop, I just wonder how you created this space where people 
intuitively, intuitively found their own roles and worked well together? 
 
R  32:52   
I think when we introduced the workshop, everybody knew the reasons behind. That was number one. I was 
also very transparent with them, that the workshop I was giving them to do was really preparing me [short 
pause] for... It was my homework for a meeting that I have two weeks from now. And I said, "Essentially, 
I'm asking you to do my homework. But, the reason why it's so important, you guys engage in this... I'm not 
comfortable going to that meeting two weeks from now and speaking for all of you. So I need to really 
understand where your heads are at. Because I can't speak on your behalf. So the reason I'm having you do 
this workshop today is by the end of the day, I'm going to really understand where you guys are at as a 
group." Hm, and before we broke up, and before they went off and did their assignment, I asked each of 
them to repeat back to me [short pause], how they understand the assignment. And I actually didn't do that 
for me to calibrate with them. But to start the conversation. So, you know, when Mandy jumped in and said, 
well, I'm kind of seeing it like this. Is that how you're seeing it Barry? And I was just like, you know, more 
importantly, how are you guys feeling? And then, you know, three people would jump in and be like, I don't 
quite see it like that, I see it a little bit more like this. Or I'm totally with you, but for me you missed one 
component, which is about, you know, the cross functional collaboration. And Mandy it was like, oh yeah, 
of course. Um, so I wanted, each of them to repeat back to me how they understood the assignment. So by 
the time they left that room. I knew that they were on the same page. So, perhaps, you know, that was a little 
bit manipulative of me, but I knew that that's what they... I didn't want them to waste their time when they 
formed in their group to discuss that. And I also couldn't afford two different groups to have two different 
conversations and land in two different places. So by triggering that conversation in one total group before 
they split up, I knew that they were on the same page and that they would hit the ground running. And boy 
did they ever. 
 
I2  35:43   
Yeah, wow. It seems like from the different interviews we have, that leaders or managers put themselves in 
the position saying, I don't know the answer. Or maybe I do know but I don't want to say it because it's 
your... like you know more about the task or the environment you're work in than I do. And it's pretty 
amazing to hear again and again that as a manager, you don't know. [laughs] 
 
R  36:13   
And this group of people... I mean, trust me, they're all much smarter than I am. That's for sure. And there's 
no way two weeks from now I could stand up in a another global meeting and represent their points of view 
unless I've heard them directly. 
 
I2  36:32   
That's also cool for, I don't know, I take that with me with my own managers. Yeah. You often think of your 
manager as this person who knows it all and made their way through because of their experience or, yeah. 
But it's, part of it is true but you also are human and don't know a lot things. 
 
R  36:52   
Yeah. And in my role, I mean, I lead, I lead... I'm responsible for securing that the tools exist for the 
retailers. But at the end of the day, I'm not really a content specialist. I mean they ,those team leaders are. I 
mean, I have a lot of content in two or three parts of the business, but not in 12. You know, that's where, 
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that's where they come in. Yeah. And I mean the worst thing I could do is to pretend to have knowledge in 
areas that I don't. You know, that's just a very um... [short pause] if you want to lose trust in people, try to 
pretend that you have knowledge in areas that you don't. You know, people are, will sniff that out in a 
heartbeat. 
 
I1  37:54   
And I think that the example you gave with your colleague of being able to make sure that the situation or 
the topic is understood before moving forward, maybe kind of is a good example of what I'm about to ask. 
But do you think that emotional intelligence has an impact or affects team performance, right? So how you 
work together. And again, that example sort of makes me think of, okay you had this awareness that maybe 
something isn't always understood and or that somebody needs more clarification before moving forward 
and that kind of led to, okay now we're all on the same page and we can get things done and produce or 
collaborate. Can you think of... first off, do you do you think that's true? And if so, can you give an 
example? 
 
R  38:49   
I definitely think it's true. And are you guys familiar with like Susan Wheelan and her work with leadership 
and development? 
 
I1  38:57   
I don't think so.  
 
I2  38:58   
Susan? How would you spell her last name? 
 
R  39:00   
W-h-e-e-l-a-n. And she has like a lot of theories on team development. And then there's this, also this guy, 
his last name is Kantor. I think it's k-a-n-t-o-r. And he works with something called the dialogue model. And 
it's also connected to teams and having a team dialogue. And I'm not an expert on either his theories or 
Susan Wheelan's, but I once... like, for Susan Whelan there's a basic like, a one slide, you know, one 
PowerPoint slide which kind of summarizes her theories on team development. And for Kantor there's like 
one slide that talks about his model for, you know, team conversation and a synergistic conversation. And I 
once laid them over each other like literally. And, I mean, physically laid them over and they're identical. 
Like, the thinking is completely identical. So the thinking for having like a synergistic team conversation, 
and the thinking for, you know, team development is like virtually the same. So I do believe that for a team 
to be functioning, every single person in the team needs to be heard [short pause] and needs to believe that 
their contribution is valued. And as a leader of a team. You need to be able to recognize and the quiet people 
in the room, who don't have the need to take up a lot of space, you need to recognize when they have 
something to say and to bring it out in them. Because it's not natural for them to bring it up themselves. And 
being a person that has a terrible need for attention and who's never shy on putting his point of view out 
there, you know, it's taken me a while as a leader to be sensitive to the subtle signals and others when they 
do have something to say, and to draw it out. 
 
I2  41:41   
How would you see those signals? 
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R  41:45   
You could see it in people's body language. You could see it in their expression of their eyes. You could see 
it in the way they'll start to lean in, in a discussion, but maybe won't say anything. You know, and very 
often, those individuals are the most thoughtful. You know, because they really do process, you know, their 
thoughts. Um, so it is important in team development that everybody's voice is heard and that all points of 
view are on the table. If you also go back to Brene Brown, you know, when she talks about, specifically in 
dare to lead, when she talks about the things that perpetuate shame in an organization... one of them is the 
meeting after the meeting, right? 
 
I2  42:47   
Oh yeah.  
 
R  42:48   
So, I'm somebody that, I'm quite outspoken. If something happens in a meeting. I'm often, you know, one of 
the voices that says, you know, that will speak out. And because of that, I'm often on the receiving end when 
the meeting breaks and we leave and go about our lives. That somebody comes up to me and says, you know 
R I'm really glad you said what you did in there, because, you know, that approach we were talking about 
this morning, I mean, there's no way it's gonna work. So I'm really happy you voiced your opinion about 
that. And I would say, you know what? Thank you for sharing this with me, but what was stopping you from 
opening your mouth in the meeting? Because now, you know, Katarina thinks I'm the only one that had that 
point of view. And now I'm hearing that you have that point of view and quite honestly, I don't really want to 
have this conversation. I want you to open up your mouth and now go to Katarina and share it with her. And 
I would say at IKEA this meeting after the meeting is so embedded in our corporate culture and it makes me 
sick. It happens all the time. And I do not want to perpetuate, you know, that behavior. And I also don't want 
to be leading the meeting where there's gonna be a damn meeting after the meeting.  
 
I1  44:30   
Do you think there is a reason that that is happening so often at IKEA. Or is it just, yeah is it just in general, 
do you think that happens often or is there something... is there a reason that maybe it's, yeah, kind of a big 
deal at IKEA where after meeting people tend to talk more, and maybe aren't as expressive? Is there 
something about the culture? 
 
R  44:57   
I mean, I think, I don't think I have the whole answer. But part of it for sure, is embedded in Swedish culture. 
Okay. And this idea of finding consensus. And like that consensus is okay. And consensus is okay for some 
things, but in making leadership decisions? No. You need to fight it out and really land with clarity. As 
Brene Brown says, you know, clear is kind. I mean, I really believe that. But I think part of what perpetuates 
it at IKEA is this decision making, which spills over from Swedish culture. 
 
I1  45:50   
Yeah, I think it, I think when you put it in that way it makes sense. And it's interesting the impact that 
culture can have. Because, for instance in Denmark, it's just known to be very direct. And it's not a problem 
and it's not taken personally. It's expected. And so yeah, I think that's definitely a contrast to Swedish culture 
and then it completely makes sense how that kind of bleeds into meetings and just how people communicate 
with each other. 
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R  46:19   
Yeah. I mean, I mean, in Danish culture, you will get the direct communication and what's on people's 
minds. But if you land at a, some experience I have, you'll land at a common like leadership decision, but 
often people will go out and do what they want to do anyway. They won't be committed to the, you know, 
following the leadership decision that was made. And I think that's also dangerous. I mean as leaders, 
towards an organization, you know you need to have a united voice. Otherwise it's just confusing, you know, 
for people. But Swedish culture, I think it's filled with idiosyncrasies that spill out into the IKEA corporate 
culture. And I'm super sensitive to it because I'm not Swedish and because my communication style is so 
very different. Um, you know, than Swedes. I mean I don't change the way I communicate but if I'm in a 
meeting with a bunch of Swedes and I need to deliver a message, and that message is a little bit 
controversial, I'll open the meeting by saying, I know I'm not Swedish and the things I need to talk about, 
and the way I'm going to say it might offend you. Um, but just to be clear, right now I need to vent and get 
this out of my system. So you're going to hear it straight, and unfiltered. I do not intend to hurt any of you or 
hurt your feelings. And I'm also aware that you're dealing with a lot of things that I don't understand. And 
I'm going to be open to listening to that. But first, you're going to need to listen to me and for me to get this 
off my chest. So I'm kind of given a pass because I'm not Swedish and I know enough to, kind of apologize 
before I deliver my message. And once you do that, people will... they find it a little bit entertaining. 
 
I1  48:40   
Yeah, it sounds like a bit of a disclaimer before you approach.  
 
R  48:44   
Yes. Yes. 
 
I1  48:46   
That's a good way to go about that. 
 
I2  48:47   
And it makes your intention really clear as well. So maybe more acceptable or easier to integrate. 
 
R  48:53   
And I think when people know you, you really don't have to express your intention and make that clear. 
When people don't know you, and you're me, you need to make your-- you need to articulate your intention. 
 
I1  49:10   
So this is a bit of a broader question. But what do you see as facilitating factors of team performance beyond 
emotional intelligence, for instance. So, to kind of make that a bit easier to answer. One thing I heard from 
you is also like, trust right? It just sounds like it's a very big thing and I can definitely see that connection to 
how that could impact or facilitate team performance. Is there anything else you can think of? Or is it trust to 
you, or? 
 
R  49:42   
So, repeat the question one more time. The first way you said it, in the broad context. 
 
I1  49:46   
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So, what yeah so what do you see generally as a facilitator to team performance, beyond emotional 
intelligence? 
 
R  50:00   
I think, I mean, it really does come down to... not to oversimplify it. But it really does come down to trusting 
your leader. And I think to be a trusted leader, those members of the team need to know that they're not 
being judged, number one. That they're accepted for who they are. Period. Um, they need to know that their 
leaders are being open with them, insofar as they can be. I mean in organizations, you know, I can say, I can 
share these things with you today. But some of the stuff you want to know, I cannot share with you. I'm 
sitting on the information, but I cannot share it with you because it might change and it's not ready to be 
shared within the organization at large. So I cannot share that with you today. If I did, I would be 
compromising um, you know, other agreements that I've made. So you need to be open with people. And 
being open is not only about expressing your opinion. But it's about expressing what's behind your opinion. 
Why do you feel the way you do, is almost more important than how you're feeling, or what you're thinking. 
You know, why I feel the way I do is actually for, for a team of people, more important to know than what 
I'm actually thinking. This is why I'm feeling the way I do and yeah, boom, this is my opinion. But what's 
behind the opinion is where the openness is. I mean, the opinion is the opinion. And you can be free to share 
it. But the openness is in... what informs my opinion. Why I feel the way I do. And being straightforward is, 
you know, being straightforward. You know it, it's not about being nice. I mean, you never need to be nasty 
or mean in being straightforward. But when you are straightforward, you run the risk that you might hurt 
somebody. And I run that risk every time I wake up in the morning. I know something's gonna happen 
today, where I'm going to risk, you know, hurting someone. But if I know my intention is good, that's my 
compass. And then I'm always willing to take the risk. So being straightforward does have risks that you 
might hurt someone because you may not always be nice. And then finally, you know, for a team to function 
in a good way, through their leadership, they need to know that you're reliable, and that you expect them to 
be. If I'm supposed to deliver tomorrow at 10, I need to deliver tomorrow at 10. And if at the end of today I 
realize I'm not going to deliver tomorrow at 10, then I just need to let you know. It's not the end of the world. 
Look, I know I said I was going to deliver tomorrow at 10... something happened today. I'm not going to be 
able to. You'll have it by the end of day. If that's not good enough and you need other information 
beforehand, call my phone and we can talk about it. Um, so if you can't deliver to a deadline, that's not a 
problem. But you need to communicate it. 
 
I2  54:02   
Yeah.  
 
I1  54:06   
So this is a bit of a wrap up question. Our last one for you. A little more personal, maybe. But how has just 
the concept of emotional intelligence or aspects of it had a deeper impact on you on a personal level, outside 
of a work context? 
 
R  54:29   
I think this principle of trust, and I think there's a lot of emotional intelligence in being a trusting leader. 
There's a lot of things you need to think about and be sensitive to. I apply it in every aspect of my life. Every 
aspect of my life. And I think I learned it through my work. I learned to be able to think about it and 
articulate it in a structured way through my work and my business life. But I apply it to everything. I apply 
to all relationships. You know in my, in my life. I mean, it's just as simple as that. I think, you know, to 
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know me and to work with me, and to know me outside of work, you're not meeting a different person. You 
know, it's, um, it's very consistent. What you meet is very consistent. I mean, I'm as straightforward in my 
personal life as I am, you know, in my professional life. 
 
I1  55:50   
Yeah and I think that's pretty huge to kind of say... okay, this is something that I've learned over time that I 
can apply everywhere and anywhere, in any relationship right? I think that's, that's pretty big. A big 
takeaway, I think. 
 
R  56:06   
Absolutely. And I think, you know, also understanding yourself. And I mean we're all, that, that's a lifelong 
journey. But when I, when I started through my coaching work and actually through quite a few 
conversations with Johan, specifically, is when I started to understand my own need for attention and how 
that impacts me. And how that affects my behavior. And then, in my business life, in the context of a 
meeting or a team, now I understand enough before I opened my big mouth. To stop and pause and say, 
okay R. Is this really important to the conversation, what it is that you want to say? Or is this something 
you've thought about contributing because you have a need for attention right now because you haven't been 
spoken in 10 minutes? And 80% of the time when I pause and ask that question, I keep my mouth shut. 
Because it is me needing attention. It's not really important for the discussion. And I think, yeah, that 
emotional intelligence, combined with self-awareness, is really important to be a good leader.  
 
I1  57:45   
Absolutely and just being able to make that distinction, with yourself about why is it that I want to do this? 
What's the reason behind it. Yeah, I think that's pretty big. That's cool. 
 
I2  58:04   
Yeah that's, that's it. Have you, this is a random question, but have you published or made any podcasts or 
anything about your experience or your coaching or whatever? I'm just a bit curious, 
 
R  58:19   
No. I mean, I I facilitate workshops with very specific communities in my work life around coaching. 
Together with Johan, I put together a two day coaching workshop really catered toward the community of, 
part of the community of global reviewers that I work with. And I know that the content is relevant for also 
many other populations. So I recently shared that workshop content, together with the facilitators guide, and 
the detailed agenda, and all the handouts, with all the other certified coaches within IKEA. You know, for 
them to use it however they want to. But I haven't done any podcasts. I have facilitated conversations in the 
coaching community. I facilitated mini workshop modules, you know, about trust, for example. And other 
things. But I haven't published anything or done any podcast, specifically. 
 
I2  59:47   
It was very, it was very insightful to listen to your stories and experience. I think, yeah, we're gonna listen to 
it again. To the audio recording and, and dissect it a little bit. 
 
R  1:00:04   
Okay. So just, just from your gut before we wrap up, I mean, what did... I mean i guess you've been having 
these conversations with several individuals. So, what do you take away from today for your work? 
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I1  1:00:26   
I think that, um, I think it's just interesting to... I think we're learning about the dynamics involved when 
people are working together. And I think hearing it from a manager's perspective, what is it that they 
prioritize or value in their interactions and what is their approach. So my takeaway from today is your 
perspective and your approach towards that. And obviously we connect it to emotional intelligence and 
teams, but I think it really just says a lot about a person and their lens through life, really. Because I think it 
starts in the workplace, which is where you spend most of your time and kind of pours into everything else. 
So I think that's kind of my takeaway and of course this is a project that we're working on but it's insanely 
interesting to see how people express themselves and how they think and how they process and how they 
share that with others and are they able to communicate that as well? So yeah, I guess that's it for me. 
[laughs] 
 
I1  1:02:26   
For me, it seems like there are several topics that keep on coming back and the first one is that as a leader or 
manager, you're really enabling. That you really have this support, very open function, which I saw more as 
a directive function before. So this for me is a bit of a new, new perspective. And then the self-awareness 
part, just as a... yeah, that you cannot understand your team or team dynamics if you cannot understand 
yourself first. Yeah, your strengths and weaknesses and whatever your personality entails. But then, in the 
last and most surprising part for me is that, it seems like there is a repetition of embodiment. The importance 
of embodiment in the way that leaders are managing their team and just like a sensitivity to body language 
and like you, I think it came out most with your... the interview with you. Yeah, that there is like a different 
dimension in emotional intelligence that is maybe not so much talked about in what we've read so far. And 
what we've, yeah. What we've heard through the interviews is really emphasizing that. But this is a really 
rough reflection. 
 
R  1:03:05   
I think, you know, in leadership is always like some big topics. Like trust and communication. And I think 
too often, leaders don't drill down and really-- I mean for me when I talk about trust it's very clear what I 
mean. And I could explain it in an elevator pitch. And communication is another hot topic. And I think it's 
important as a leader... [short pause] okay, if we're going to talk about trust, if we're going to talk about 
communication, that we don't allow it to be abstract. That we get very clear about what we're talking about 
here. I mean, trust, you know, everybody wants trust. But a lot of people, you know if you ask them to 
describe what it is they mean by trust, they can't. And when I talk about trust, it's very clear, its openness, 
straightforwardness, acceptance, and reliability. Boom. I mean, they are behaviors that you either do or you 
don't do. They can be measured. They can be observed. Right? And I think as leaders, especially in leading a 
team, whether they report to you directly or not, when you talk about these big topics that can potentially be 
abstract... and sometimes it's good that they're abstract and you let them because they not going to solve 
anything. But to make them concrete, allows you to get onto the same page and to move forward. And if 
they just circulate as the, as abstract topics that can really be, you know, grabbed... um, I think it's hard to 
make progress. I don't know what you said that triggered me to share that but, anyway. Okay guys. Thank 
you for your interest. 
 
I2  1:05:13   
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Thank you so much. We went a little bit over time. Just as a side note, we will be submitting our thesis mid-
May, and defending it in June, and we'd like to share, we're hoping to share a few insights with all the 
participants. So expect to hear from us. 
 
R  1:05:33   
Well, I would love not only, yeah. I expect to see that as a minimum follow up to this discussion, I would 
love to be able to see, you know, your output and I'm sure, I'm sure I'll be able to learn from it. So I look 
forward to it. 
 
I1  1:05:55   
Thank you and thanks again for just sharing your thoughts and experiences and perspective. We really 
appreciate that. 
 
R  1:06:01   
You're welcome.  
 
I2  1:06:04   
Have a good day. Bye bye. 
 
-- Interview end –  
 
 
 
Appendix M: Interview Transcription (I7, Rasmus) 
 
 
Interviewee: Rasmus 
Interview Date: 11/3/2020 
Transcription Date: 16/3/2020 
 
I1= Constance 
I2= Rona 
R= Respondent 
 
 
 
I1  0:01   
Yes, maybe you can, you can start in just for us to organize the data, could you say your name again, the 
organization you work for, your position, and the country you work in? 
 
R  0:16   
Okay, sir. My name is [his pseudonym is Rasmus]. I'm working in IKEA Russia, retail organization. And 
currently my occupation is Central Fulfillment Operations Manager. 
 
I1  0:35   
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Okay. So just keep in mind whenever I ask or we ask questions, please provide any example. Like or 
something that would make it more tangible. If you have something in mind, just throw it at us and digest it 
afterwards. It helps us to make more sense of it. So can you quickly to start, explain your role and the 
responsibilities that are associated with that position? 
 
R  1:06   
Yes, okay. Well, in Russia we has two central units which are shipping the goods to the stores and another 
function of this unit is about fulfilling the customer orders. So I'm responsible for this unit be operational, 
compliant, and also for aligning the operations with other functions in the organizations. So in the team I'm 
working in, we have like 6 people. I'm one of them who have this specific responsibility in the operations. 
That was my, my one. 
 
I1  1:50   
Okay, super. And how many people do you manage? 
 
R  1:56   
Currently I have three people reporting to me. 
 
I1  1:59   
Okay. And this position you've had for some time already or how long has it been? 
 
R  2:12   
2019. 
 
 
I1  2:13   
 Oh, sorry it cut off. Could you repeat what you said? 
 
R  2:17   
I'm in this role since August 2019. 
 
I1  2:21   
Super. So it's quite, quite a new position as well. Are you part of the new team with a transformation and all 
that? 
 
R  2:28   
Exactly. Yes, yes, yes. 
 
I1  2:31   
And did you work at IKEA before that or...? 
 
R  2:35   
Well, for a while. I actually started in IKEA in 2003. So, almost 17 years ago. 
 
I1  2:43   
Wow. And you stayed in IKEA or you went on and off or? 
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R  2:47   
Yeah I was in IKEA. 
 
I1  2:50   
 Okay, so you, and you always working in Russia or did you go to other countries? 
 
R  2:56   
Yeah, I also work in Russia and more I can say that I was always, more or less my work was with logistics. 
So I've been working in the store, then I moved to the central office. And since then I'm still working from 
within the offices. 
 
I1  3:14   
Yeah. Amazing. So, and we got your contacts through Norbert, I think. But we heard that your team went 
through a workshop with Johan and Marie-Lisa from Entira. And so we're quite curious whether you've 
requested to participate in that workshop or was it like asked from your manager or more upper manager? 
 
R  3:43   
Well, I don't know the story exactly. But I actually was in that workshops twice. And both times because of 
Norbert. So the first time he was, I think he was encouraged by the personal bond with Johan. That's how I 
got it. And then the next session, the second session I was participating in, that was like the outcome of the 
first one because Norbet was really excited I think about results. So that's how he also get us excited about 
this. 
 
I1  4:15   
And are you, do you still have more workshops coming up or you're done now?  
 
R  4:20   
No, no, not as far as I remember.  
 
I1  4:22   
Okay. So if, if that was something that came from outside... why, what was the reason you think, on an 
organizational level to take such workshop?  
 
R  4:38   
Yeah. The reasons behind it, that's my personal opinion because actually we didn't ask what was the why, 
why we did accept this choice. Right. So my opinion is that in Russia and the companies we're working 
with, they don't have such content, actually. They don't have anything about the courage or empathy. So, so 
obviously the choice was because of that. Because we as a new team and you know these locals, Russians 
and the people coming from abroad. We had this very much needed for us. 
 
I1  5:20   
Yeah. And personally, did you have any goal or incentive going into it? 
 
R  5:27   
No, I wouldn't say that. No.  
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I1  5:40   
Yeah. So you went into it to quite openm lets say [laughs]. Amazing. And so as you, as we mention on our 
email, we are studying slash trying to understand emotional intelligence in the workplace. And more 
specifically within teams and how it's working or improving... we don't know yet what it's doing but how it's 
affecting team performance. And we'd love to understand what you see as an emotionally intelligent 
manager. Could you describe that person that you have in, maybe you have someone in mind, or maybe it's 
like a bunch of different qualities that you have collected with your experience?  
 
R  6:34   
Yeah. Well, not mentioning the names, even if I could actually. But, I had one person that was the manager 
of mine for some number of years. Actually, we've been working together in the store and then in the service 
support, I think it was 5 maybe 6 years in total. So and she was, in the context of emotional intelligence, I 
think that she was one of the most open persons in, that I actually knew. And when I say open, I mean that 
she was honest, she was open, and she was, she was saying that it's yours when there was actually tough 
moments in work or in private lives. And for the people she was also say things that were very straight, 
yeah? And in the atmosphere you're working in, in IKEA it's something different and I know that. But in 
Russia, as a country, you don't showyour emotions so openly, yeah? That, that's kind of the well, you can 
you need to get in touch for some time to understand what is actually behind the shields. And that, that 
person she was totally opposite. 
 
I1  7:50   
And how did that affect you as an employee? 
 
R  7:56   
Yeah, that's, that's a good question actually. I felt that I'm important. That my feelings are also important, I 
guess. But I talked to many people in that moment in that times and I understood that there's a difference 
when you talk to this person, I feel much more profitable. I can, smile. I can be sad. I can cry if I feel I want. 
But it's not that can be judged. Yeah. In another situation I would have faced another experience. 
 
I1  8:33   
Amazing. And was like, was it a brand new thing? Are this concept of emotional intelligence, was it 
something completely new for you or did you really have that kind of openness for feelings like you, you 
talked about? 
 
R  8:49   
No, no. That's not from the very beginning. Well, maybe that's me that's the kind of person that needs to 
understand that the... because I needed another person also ready to take steps, right? So it's not something 
new to me, I will say. But from that moment I started to consciously understand what does it mean for the 
leaders? 
 
I1  9:16   
Amazing. How, so with that in mind, how do you use emotional intelligence to guide your behavior at work 
and within your team? 
 
R  9:28   
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Yeah. Well, I think it gives kind of power. For me, when I, when I'm not in the mood. Well, yes. I mean, 
when I'm upset by something, or I just had a bad morning or a bad week.... I, if I say about that, it also 
explains my my behavior to the people I'm talking to, right? That also like builds the bridge and that makes 
so the conversation's much more comfortable for both sides, for the both parties. So that's how I use it, right? 
So if I say something really bad... it;s not giving the responsibility to the person who takes some part of 
their, not this emotionas but that explains why I'm, why I'm doing what I'm doing right now. So that's one 
thing. Another, I'm trying to do the same when I talk to other people and I, if I understand that the person is 
happy with something, I really want to know what has made this person happy. In this particular breath, 
because maybe that's the reason to celebrate something, yeah? It's also good moments. So that's a few 
examples that I had in mind.  
 
 
I1  10:42   
Yeah, perfect. 
 
I2  10:43   
And it just broke up a little bit, just to make sure you were saying that it was about understanding the other 
person, right?  
 
R  10:50   
Yes.  
 
I2  10:50   
Okay. Can you think of an example where maybe you kind of, kind of carried out this kind of behavio and 
then it led to some sort of reaction from others? 
 
R  11:05   
Yeah, I think I can bring something. Well, the first one comes from not, the other day. So I would say that 
was a moment when I was, in that moment I wasn't so conscious, I would say. So in that moment, I was 
really upset by something. Like, just things didn't, didn't happen. It was like disaster. And I was talking to a 
person which was really sleepy, like closing the eyes, not really listening to me. And I asked, "what the hell 
are you doing, yeah? Can you be more authentic please? Right here and right now, let's talk". And the person 
who was very openly saying that, "you know, I've had, I've had my baby is sick and I just had a very 
sleepless night. So if we can just move this conversation to maybe to another time, that would be perfect" [R 
laughs]. I was certain in that moment that I did something really bad. Because that was not what I said. I 
didn't ask the person about feelings and the situation the person be in. So that's one moment which I'm trying 
to consciously avoid. And another reason is, one of my, one of my, one of my co-workers. Not actually co-
workers. Project leader, leading the... one of the biggest projects in Russia. So, the, the lady, she was not 
like, like so used to be so on time and I noticed that. And then also knew that she had the previous manager, 
not actually so kind. The person was, if I can, if I can be very open here, the person was lazy, not talking to 
her, not giving much attention to what she wass doing, not evalutating the performance. So it was like this 
kind of person. I met this lady another day, and now she's reporting to me and I know that she's not like she 
used to be. And I start talking to her, "What do you feel? What's wrong? Is is something with your job? How 
can I support you? Because I knew that you've had a different experience, but this kind of, kind of me. So 
just tell me what you feel. That would be great." And she was starting to crying and the outcome work that 
she told me that she's pregnant. [laughs] 
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I1  13:21   
Okay. And you didn't know. 
 
R  13:25   
What kind of man know what to do in this situation. What do we know about the pregnancy, right? But that 
was a nice bridge to bring us together, yeah? 
 
I1  13:40   
Yeah, it definitely does help. You, you would not suspect what's happening in people's lives and how some 
external things make them behave the way they behave. Yeah. Yeah, absolutely. So is emotional intelligence 
discussed within you and you team? Like, isn't something you have conversations about? Or is it just you 
that has an understanding of what it is and how it can support your job? 
 
R  14:09   
Yeah. I wouldn't say that I have too much understanding, right? I mean, when I'm talking to the guys, I, I'm 
trying to, to steer the discussions in parallel with reasoning to the actions we take, right? So sometimes the 
actions we take, they are explained not by the rational approach, but from the emotional things. Like, like 
what I just mentioned, right? We are tired, we are pregnant, we are something. And then when I'm talking to 
the guys, like one person reporting to me, the man, he's not so open, right? He's much, much more inside 
than outside. And when I'm talking to him I'm, "I beg you Slava," that's his name, "I beg you Slava, please 
explain me what, what drives you? Why, what is your motivation to doing that?" And sometimes the reasons 
can be really surprising because he's starting to talk. And when he, he's explaining I understand him much, 
much better. So this is not like the points for the discussion why the emotional intelligence is important. I 
think it's more like, like, like a light, which helps us to find the way in a dark room to better understand each 
other. 
 
I1  15:37   
That's a beautiful analogy, or metaphor. Yeah. And so we're like, we're, we're trying to link emotional like I 
said, emotional intelligence to team performance. Could you define what team performance means to you? 
 
R  15:56   
Yes, yes. Well, first of all, that's actually a complex question, I would say. First of all, the team performance 
is about setting a goal, which can be, of course, to measure it. But that's about, do the things which you're 
supposed to do. Reaching the goals and the numbers. To be specific, the cost performance. Like how many 
money was spent to do this amount of job, right? So that's all this. That's how we measure. But also the team 
performance really means about, about the trust we have to each other. And if the person doesn't, if the team 
doesn't trust to other teams, or the person in the team doesn't trust to other bosses in the team, the team will 
not perform. I just know that it won't happen. I've seen many examples of that. Yeah. So for me the 
performance, which can be measured, is also driven by the things which can't be measured. I don't know if 
I'm clear on that. 
 
I1  17:09   
Yeah, yeah. I think it makes sense. Or, I mean we've heard that before. So I think your intuition is, it's 
probably quite, quite right. But how would you create trust then? What is it? What's the like, I don't think 
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there is a magic potion or something you need to do, right, to have it. But in your, in your experience, how, 
do you have examples of when you felt, "wow, there is trust and I created trust by doing that?" 
 
R  17:41   
Yes, Yes, I think so. You know, it's very, very, at this specific time, I think... well, one of my guys is on the 
sick leave. Well, and we just start to work together so I can't kind of tell if it's, is it like a sick leave? Or is it 
mental? He's supposed to travel frequently so I know that can be tough for the for the health. So I don't 
really know but whoever has this situation, if you're not okay, it's okay to take the time and to get recovered. 
That's fine. Don't explain this to me. I just see like, the reaction that comes, yeah? Maybe that never 
happened to this person before. That it was so open and trustful relations, but the person say, "yeah, thank 
you for that. I will get to work as fast as I can. I'm also available on the phone. I'm also available." So he 
started, you know, compensating his absence. Which is not actually needed, but it's again, it's kind of trust, 
right? I'm trusting him. It's again, it's about Slava. So much about Slava [everyone laighs]. I know that this is 
super important for him not to be controlled, not to be observed, not, you know, under the nails. And then 
when that happens he works much more efficient. So that's how it atleast works in my, in my environment. 
 
I1  19:15   
But maybe, do you feel like, that's like not to be controlled is that a valid um... is that something that 
everyone would want or is it because you know that he specifically doesn't like that? You know that is it 
because you have a great understanding about Slava or is it about that you in general think people don't like 
being controlled? 
 
R  19:38   
Yeah. No, I wouldn't say that this is a common thing for the human beings. I think it comes from the... from 
the childhood. Very much from there. Well in my experience, in my case, I wasn't so much controlled. And I 
didn't need this control at all. I just knew that if I'm not controlled I can do my work, my, my things much 
better because I know that there will not be a second check. Yeah? Yeah, so that's, that's okay. I'm the only 
responsible. Fine. For some, someone else it's better to have control. Yeah? But that's the thing. We can't 
understand that if we don't talk. If you don't share this experience. If you don't understand the motivation. 
Sometimes, people come to me. Not my subordinates but other guys. And say, Would I check something out 
for them? Is it good enough or bad enough? And before doing that, I'm actually questioning, why do you 
want me to check that. Yeah? I'm not sure if you need more confidence or if you feel more comfortable 
when you have a double check that the wor's good. What drives you? And again, it's important the trust 
you're setting.  
 
I2  20:50   
Can you think of a scenario in the work environment where you were working in a team and there wasn't 
trust? Whether it's between the team as a whole or just between two people, for instance. And the impact that 
maybe that's had or maybe it was sensed or yeah.  
 
 
I1  21:08   
When there wasn't trust? 
 
I2  21:09   
When there wasn't trust. Yeah. 
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R  21:11   
Yes. Yes, I think it's very common situation. And the reasons might be totally different. So I wouldn't go 
deep in that. What I think is, it's a, it starts something really bad. And when I'm saying bad, I mean, like the 
conflicts. Yeah? That would be the worst situation that can be... that these small things like mistrust here and 
mistrust there can be escalated to. And the conflicts they will, they... it's very bad things. It starts to involve 
more people like management, coworkers, peers and friends, everyone. At the other day we have like 2 
teams, right? 
 
I2  21:30   
Yeah, exactly. So it creates a divide, right? 
 
R  22:00   
Exactly. Yes. Yes.  
 
I1  22:03   
Yeah, that's true. And it definitely does involve more and more people, the more the bigger the conflict. So 
now trying to link the two... how, in your opinion, does emotional intelligence affect team performance? 
 
R  22:24   
You mean my personal performance? 
 
I1  22:28   
I think it's, we're looking more at the team performance. But how your emotional intelligence affects team 
performance. Or how emotional intelligence in general effects team performance. 
 
R  22:44   
Well, I think that to say that it makes the things better it's not enough. Well... I don't have something to 
compare actually. I mean in my experience, in my experience, team performance... [short pause]. What I 
want to say is that, well, now we reach one, one KPIs. Yesterday we reached the same KPIs with the same 
result, I will say. So to compare that I need to understand the main reasons. The many factors like people 
were changing, environment changing, many things. So I just cannot say that this was reached exactly 
because of emotional intelligence. I just know that it's possible to reach also because of emotional 
intelligence. 
 
I2  23:43   
Maybe, um... well you mentioned how trust is also important when it comes to team performance. And does 
emotional intelligence help enable trust, which would enable performance, right? I mean, is that something 
that you've... I mean you can't say it black and white, right? We can't just say, well, this happened, so it led 
to us meeting these KPIs. But do you sense that there was a connection?  
 
R  24:11   
Yes. 
 
I1  24:14   
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I'm trying to think... going now, going a little bit back to the workshop. Since you went through Johan and 
Marie-Luise’s workshop, have you implemented any changes in the way you function with your team? 
 
R  24:31   
Yes. I think that one of the most important learnings to me, I actually can name 2 learnings I think. The first 
one is about, is about courage. I was, it was eyes opener to me. Well, when I say the courage, it was about 
like, being not afraid. Not just to be yourself, but to be, to be brave, to be open, to be vulnerable, to be like, 
like to be the human being, righ? Because we all have emotions. But, but just because to honest with 
yourself that, this is, this is also okay to talk to people about that. That was a very interesting thing and I 
discovered a lot in this moment. So how I use that, I think it's, well, it's very difficult to say from the inner 
eye, how I how I view or develop. It more viewed from outside. If you talk to Norbert ask him. 
 
I1  25:33   
Yeah [laughs]. We're trying to talk to him but I think he's quite busy these days. You mentioned, you said to 
be human, you know, have courage and, and be brave and be vulnerable at work. Was that something that 
for you, before, was just like, it doesn't make sense in the workplace? 
 
R  25:56   
Um, it doesn't make so much to me before, I would say. Yes. So here I can see a very clear difference. The 
thing is that well, you're Russian, right? Your words can be logistics, and what I imagine the logistics guys 
have, especially in Russia, you're tough. That's how people think of you. But then I just, I just through the 
experienced and types of moments, I understood that if I come like smiling, like open, and well ready for the 
discussions, that paints a different picture. Which is actually better because through myself, other people 
start to think different about logistics. 
 
I2  26:53   
I was just thinking about how also, after your first workshop, I think it was with Norbert and the team. You 
said he was very excited about the success after the first workshop. And it got everybody else excited. So 
what was the success after the first workshop? Because of course it was you guys going as a team? So What 
impact did that have on you guys?  
 
R 27:23 
Yeah. That was I think four years ago maybe. So quite, quite some time, I would say. So I don't remember 
this so fresh. But, but the outcome was that we had different people not actually working as a team. It was a 
country level like Norbert. And we had the people from the unit. So like, the units also have a management 
team, right? So it was like two management teams, not not really talking to each other. And then in the 
result, it was like, I'll do it myself. We understood that, when we, were talking about emotions and the 
braveness and such things as arenas, there are a lot of things that are actually common to us. And through 
that enjoyment and we can be much better to each other. So that helps to understand, again, other people. 
 
I1  28:24   
Because before you saw each other not as like all working or all being the same, but rather being 
compartmentalized in departments or units or... and you felt like maybe there was disconnection? 
 
R  28:41   
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Yeah, yeah. No, that's correct. Because it's almost like them and them and us here. So yeah, that's, that's 
about that. So from that moment, we went out being quite understanding that we have the same, more the 
same things than different. 
 
I1  29:02   
That's really interesting. And I wonder how much that this understanding that we're all the same, that maybe 
you're a manager, but you're reporting team are also people like you. Have feelings. Just this, this 
remembering our humanity, and I think that's Marie-Luise and Johan's business model. It's also maybe what 
makes us want to share more. Because we forget, we forget maybe that we're the same and we have the same 
feelings and, and it's, it's really amazing.  
 
R  29:36   
Yeah. 
 
I1  29:39   
Maybe as a last or, we have 2 more questions actually. This is a bit zooming out of emotional intelligence. 
What do you generally see as facilitating sectors for team performance? So something else that would 
contribute to team performance that is not emotional intelligence, in your opinion? 
 
R  30:04   
Yeah. I think there are some things which are really important as well, for the leaders, but also for the team 
members. And, and just to name a few of them, which I, just again, it's from the experience. Maybe it's not 
written in the books but something that is important. So the first one is the recognition, yeah? I think what I 
put in this meaning is that when something bad is happening, we need to recognize that and not to support 
this kind of behavior and the same for the good things. When things are happening you need to recognize 
that this is a good thing, right? "Have you seen that? It's a good thing." We need to do more often. I think it's 
important when we talk about that, yeah. And this is nothing about the emotional intelligence. Basically, 
that's about awareness setting. The second thing is about the support, yeah? And I think it's also more 
important when we talk about a large group of people. If I just sitting still and doing nothing, and someone 
hits the weight of the fork lift... I'm supporting that, yeah? Because I'm doing nothing. And if I'm saying that 
this is not what we accept in the company, we need to work against such situations, not again the person, but 
against the situations. That also creates some kind of understanding of what are acceptable behaviors. So I 
think it's also about, about that. So recognition and support. 
 
I1  31:36   
And do you think that comes from... that's the manager’s responsibility to provide that or is it members 
between themselves? 
 
R  31:44   
I think from any level basically. I, when I worked in IKEA in 2003, I was a very young boy. Basically, 
having no understanding of what IKEA is and what it means to actually work. That was my experience in 
the company. And I met the guys working somewhere before IKEA, then they came to IKEA, and they 
worked totally different, right? Someone came from the factory with really strong hands, hands and not 
really emotional. Other guys will say were like funny, funny people. Like talking, talking every time. But 
there was one guy, I remember him. And he was like, he was inside the team, but somehow he was really 
visible like, like a person. I mean, when you normally look at the team, you just consider them as one. And 
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here it was like a person inside the team. And this role was, was not all the time agreeing with the opinion of 
the team, which I found really surprising. And it was well, let me give you an example of that. There was an 
interview about, about IKEA, right? And the team was saying in many voices that IKEA is doing this wrong, 
IKEA doesn't pay enough. IKEA's not taking care of the coworkers. The food the bad and the furniture is of 
bad quality. And this person was saying, the next thing he said, "I'm not agreeing with you guys because 
IKEA pays me with a salary which is enough for me, for my family, for my kids. And I actually have nice 
food here and I spend a nice time working with you guys. So I cannot take it easy, you know?" And the team 
was like [makes an expression of a surprised person]. Who can say against that? 
 
So that was really interesting and I just wanted to say about that example... these small things which are 
changing the behavior of the other person, they might happen basically everywhere. Regardless of the 
position the person takes. 
 
I1  34:09   
That's very true, yeah. Okay. That's a, that's a good example. Yeah. That helps support your your arguments 
from earlier. Maybe a wrap up question. Oh, yes. [the connection freezes for 1 minute] 
 
[The connection freezes briefly from 34:30 to 35:26, and then we resume the conversation] 
 
I1  35:26 
Okay, good. But yeah, we just had one last question a bit of a wrap up for you. How has that understanding 
of emotional intelligence created a deeper or had a deep, deeper impact on you and maybe on your personal 
life? How do you carry that understanding outside of work? 
 
R  36:04   
Yeah. Well, I think when you start to do the parallels between the, between the work and personal life, you 
also can find so many common things. And in my experience, in my situation that's about my kids. I have 
two sons, 10 years old. Twins. And when I'm talking to them, I'm also... it's actually very hard, right? 
Because for the father, the easier way is to do as I say. That's kind of the behavior which is like shortcut to 
get the things done. Do your homework, clean your room, go, go sleep and all these things. But when I'm 
trying to this differently, it takes a bit longer because yeah, okay, let's stop talking about why you have such 
a mess in your own. It's not about emotions. Again, right? I'm pissed off now. That they don't understand, 
this small, small person, why I'm so pissed off, right? And I'm starting to explain that in the future, the mess 
will grow bigger and bigger and finally you need to move somewhere else. Because your room is blocked 
now. And when I'm talking to my, to my wife, I am also trying to be very open but not too much because I 
don't want to bring the problems from the work. Yeah, so I can say that I had a bad day or I had a good 
conversation. And actually she knows a lot about Norbert. Don't tell him please [everyone laughs]. And she 
knows about my evaluations with team. Yeah, so I also feel the support. It's, it's, that's a good feeling.  
 
I1  38:02   
And do you, maybe one last thing that just popped in my mind now. When you say you share your feelings... 
or like you ask why, like, do you always do that? Or do you think to yourself or... like what's your thought 
process? When you, before saying something, how much do you think about the consequences of it or does 
it make sense? 
 
R  38:28   



Appendices 
 
 

   
 

CCXV 

Yeah it does. That's a very interesting thing, you know. That's a good question. So how should I say that? 
Give me a few seconds. Well otherwise, if you opened up from, from inside, you see that like two persons 
talking and one person is like, like on a pause for 2 seconds from them saying something. And again, 
pausing for 2 seconds. So, in my case, I'm thinking about that really fast. What if you ask this question in 
another way, in a way that will help you to explore the motivation of the person? And then when you 
practice this often and often, it's like, becomes your normal way of thinking, yeah? When I was practicing 
that in the very beginning, that was super hard, yes? 
 
I1  39:37   
Yeah. But now you're, you're more comfortable with it? 
 
R  39:42   
Yeah, much more. 
 
I2  39:44   
It also sounds like you're just kind of changing the way you're thinking or your approach to people in 
conversations. Where instead of having to think about it each time, that you're kind of training yourself to be 
like, okay, I need to learn how to approach things in a certain way to understand more, right?  
 
R  40:06   
Yes, exactly. 
 
I1  40:09   
All right. Do you have any questions for us, now that we grilled you for an hour? 
 
R  40:20   
Well, maybe, I think you already have some other interviews you mentioned, right? 
 
I1  40:28   
Yes, we did. We had the... I think you're the... seventh interview? 
 
R  40:39   
I mean, what's your impression of the company? Hmm. Well, because the people you talk to you, yeah? I 
think you have some impression. 
 
I1  40:46   
Yeah, yeah. And they were all in IKEA in different countries. Yeah, it's, it's been, I don't know maybe I just 
talk for myself. But I think I have a bit of a weird relationship with IKEA because I think it's a you know, 
this capitalism, building a lot of stuff that is made in China, and that is maybe not super good quality. That 
was my impression of it, the company from outside. And of course I have IKEA things at home, but that's 
not like my... the company where I see a lot of purpose. But when I hear all of you talk about the way you're 
developing and how the company is supporting that, I'm pretty amazed actually by the culture in the 
company. And it changed a little bit my perspective. I think I mean, there are still things that I wouldn't 
agree with in the way that maybe IKEA works. But I think the way you guys are doing the inner work, it's 
super impressive. And I think that's doing a great service for, for yeah, I mean, yeah, for everyone. Not just 
at work but also in your in your personal life. And, yeah, it's we had a lot of interviews where we're like, 
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wow, I'd love to work with that person! Just because of the awareness. And I think I don't have that so much 
at work with the people I work with. So yeah, it's been really inspirational for me.  
 
I2  42:21   
I think it's also interesting because we... our topic is emotional intelligence but we're actually learning a lot 
through the people about IKEA's culture and just how supportive and I think, maybe reactive or responsive it 
is in enabling its employees. And I think that's quite amazing because I think, agreeing with I1, that that's not 
something that I've experienced that work either. And I think that's really special to have and that's kind of 
like a underlying thing that we're learning through these interviews. Because without that, people wouldn't 
be able to have this awareness and this intelligence and be willing to talk about it. So I think it's just this 
whole process and cycle. So yeah, that's been really, really interesting to learn that from everyone. I think I'd 
say, I'm some sort of way.  
 
I1  43:15   
Yeah. And maybe just last comment. That all the people we talked to, you've been, all of you have been 
working in IKEA for a long time. And there is some sort of loyalty to the company that I think is pretty rare 
nowadays. Or maybe it's also a generational thing. And we haven't interviewed so many, like, younger 
people  
 
I2  43:39   
Like fresh out of college. 
 
I1  43:43   
So maybe it's a bit different, but yeah, there, there must be some reason. And not to embellish the situation. 
Maybe it's also very difficult and I'm sure you have internal crisis and stuff like this, but it seems like you're 
equipped with the tools to deal with them in a human way. And I think that's pretty, pretty important.  
 
I2  44:06   
And if not equipped working towards it. At least there's an effort. I think, yeah, that's pretty big. Well, just to 
also let you know. So we submit our thesis towards the end of May, and we defend it in June. And if you're 
interested, we'd be happy to share maybe just like the, of course we don't expect you to read the whole thing. 
It's too long. But the end where we kind of discuss our learnings, and it's, of course, where our data through 
these interviews is also collected and kind of share some insights. We'd be happy to share that with you if 
you think that's interesting and if you know, yeah, just a little reading for later.  
 
R  44:51   
If you can do that I'd be happy to read it. 
 
I2  44:58   
Absolutely, yeah. We'd love to that. It's the least we could do to thank you for giving us your time.  
 
I1  45:05   
Yeah, thank you very much. It's really moving to see how many people are willing to spend an hour with us. 
I know you're busy and so. So yeah, thank you a lot again.  
 
I2  45:19   
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We hope you have a great day and we will certainly be in touch. 
 
 
R  45:23   
The same to you. 
 
I1  45:25   
Thank you again. 
 
R  45:26   
Bye. Cheers. 
 
-- Interview end –  
 
 
 
Appendix N: Interview Transcription (I8, Jeppe) 
 
 
Interviewee: Jeppe 
Interview Date: 11/3/2020 
Transcription Date: 15/3/2020 
 
I1= Constance 
I2= Rona 
R= Respondent 
 
 
 
I1  0:02   
Okay. Yes, we can start now. 
 
R  0:06   
Okay. Good. 
 
I1  0:07   
We have a great technology that puts into words everything you're saying already. So that's very good. Just 
for us to organize our data a little bit, could you state once again your name, the organization you work, for 
your position in the company, and the country you work in, please. 
 
R  0:28   
Yes, I'm [his pseudonym is Jeppe] and I'm working for INGKA Service AB in Malmö, Sweden, part of the 
CFF group in INGKA. My home is in France, in Saint-Quentin Fallavier close to Lyon. And I'm working as 
fulfillment unit development leader. 
 
I1  0:52   
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Okay. And you're... So you're managing a team... of? 
 
R  0:56   
I am not managing any team. I'm managing part of a group, which is responsible to develop solutions for our 
fulfillment unit, which are either distribution centers or stores in order to develop new ways of working and 
support in logistics for this unit.  
 
I1  1:17   
Okay,  
 
R  1:18   
So I'm managing people in different countries, but with indirect, indirect management. 
 
I1  1:24   
Okay. And how many people would that be roughly? 
 
R  1:28   
Well, it's about 25 countries where you are having two to three people that are working with that kind of 
subject of development of fulfillment unit. So these guys are responsible to develop the solution for their 
own fulfillment unit within their country, and I'm supporting them in growing a herd toward this 
development.  
 
I1  1:50   
Okay, super. Can you quickly explain your role and responsibilities more precisely, so we can understand 
the context in which you're working? 
 
R  2:03   
Yeah. Okay, hm, my role is to... Yes, two different aspects. The first one is to keep an eye on what is going 
on when it comes to logistical development in different markets and industries. We are speaking here about 
techniques which enable our distributions to comply with, with their goals. It's meaning moving orders from 
distribution centers to customer, it's being able to, into the distribution centers to prepare orders, to be able to 
make a reception of goods, storing the goods and dispatch of these goods and all that also unable to have a 
better control of what we are doing when it comes to monitoring, but also ergonomics. So currently, I'm 
working with development of automatic guided vehicles which are vehicles that are able to run in a, in a 
distribution center without the driver. I'm working with drone development for inventory. I'm working with 
visual recognition... So it's a lot of new technology, and this technology I have to, to really identify what 
they are in the different market and industry, and identify also what could be fitting IKEA now or in the 
future. And as soon as something has been, hm... I like it as being a potential or an opportunity for IKEA. I 
have to organize with different countries, some tests, pilots that we can decide that, yes, we have verified 
this is a solution for IKEA, and we want to deploy it in the future. So basically this is the way I'm working. 
This is my scope. So I have to really be, hm... Yes. Browsing the market, but also convincing the different 
IKEA people in the market to go for some solutions. 
 
I1  4:13   
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Super. Thanks for the precision of the description. [Laugh] That's really helpful when, especially that you 
gave examples of things you're trying to look into and implement. Hm, did you at all participate in Entira's 
workshop with Johan and Marie-Luise or, and another... 
 
R  4:33   
I did! I did it three times. 
 
I1  4:36   
Okay, so super... We weren't sure about that. Was it... was your participation, hm, your own like... Coming 
from your own, how to say oh what's the word?  
 
R  4:51   
Initiative! 
 
I1  4:52   
 Initiative, yes! Was it your own initiative or was it your manager that's suggested it? 
 
R  4:58   
No, no, no, because I was part of the same management group as [names colleague], so [names colleague 
again] was my manager. We've been working nearly two years together. And at that time we had really the 
first premise of the changes of organization within IKEA. So the 'Lead, Work and Organize' we have been 
leading... I don't know if [names colleague] spoke to you about 'Lead, Work and Organize'? 
 
I1  5:23   
Hm, what? Say that again, what did you...? 
 
R  5:26   
'Lead, Work and Organize'. 
 
I1  5:28   
No.  
 
R  5:30   
I mean, I mean, IKEA has been has been facing a change of organization in the three past years and 
impacting part of our organization, and especially the organization were [names colleague] and myself were 
belonging. And, and we came hm... We came to meet... Or it was more Johan coming to meet us in France 
and in South Europe, just to prepare us in leading in change. Okay, so that was the starting point. So, it was a 
proposal from [names colleague] to bring in the management group of our organization. Yes. south Fr.... Euh 
Europe, sorry. And, and we had for, for that, at this occasion the opportunity to meet three times Johan and 
Marie-Luise. And that was... 
 
I1  6:21   
Okay. Okay, that makes sense. And so the organizational goals or incentives were to prepare for that change 
like you said? 
 
R  6:30   
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Yeah 
 
I1  6:31   
And, but what was it for you on a personal level, what was the incentive? 
 
R  6:36   
I mean, the incentive was to, to, to really be, be able to prepare our, our coworkers for such a change. But 
also, to also ,to also find our way of going through these changes as managers. So it was, it was, it was for... 
Yeah, mainly for... awareness. Us as individual and group management, but also getting the right tools, and 
the right understanding of the process, and the behavior to support also, the team to move forward. 
 
I1  7:13   
Okay. And how... Do you remember of any specific changes that you started implementing after the 
workshops or key takeaways from it, or...? 
 
R  7:25   
Well, I think, I think that we immediately implemented learning from the workshop because it was really, 
hm, hm... Yes, learning about leading and leading in change. And the VUCA way, meaning how to work 
with a changing environment that is really disruptive. So the immediate change we put in place or I, as a 
manager put in place, was to, to be very transparent with my coworkers. Because at the very beginning, the 
meeting was only for the group management. It's only the, at the, the third meeting that we included also the 
other leaders in the development team. So, that's... From the very beginning for, with my group I was very 
transparent saying, "Well, I'm following a kind of coaching", we said "exercise", at least for myself and for 
our management group, "And all the benefits that we get from this, from this coaching and for this workshop 
I will share with you." So, it was the first thing I did. Yes, being very open, transparent with my coworkers, 
say "Well, it's about myself, it's about us as a group, but it's also about you. So let's, let's keep you aware 
about it." 
 
I1  8:56   
Okay. And maybe this is slowly taking us in the direction of our topic, emotional intelligence. How would 
you describe an emotionally intelligent manager? It can be drawn from your experience or people you've 
encountered, whatever it is. There's no right or wrong, it's really your experience.  
 
R  9:19   
No, no, no. I see, I think... I could only speak on my experience and the way I've seen also [names colleague] 
as my direct manager behaving with that. My, my opinion is that, yes, working with emotion or leading with 
emotions is a matter of being really aligned ourselves with our emotion. I have experienced at other 
companies than IKEA where a manager had to be really a manager, without taking into consideration its 
personal thinking where... Or believing that the company want. I think, I think bringing back the human 
person in the middle of the, of the management, the leadership was... Is for me is the most efficient way of 
being a good leader. Because you allow yourself to be open to your version in a different way, in a more 
sincere way as well. You open opportunity for the people you are working with to dare to say things, and 
dare to confront ideas, which is normally not always the case if you exclude completely the emotion. So, 
that's, that's... Based on my experience this is the way I would consider that... Yes,  a manager that is leading 
with, with emotional capabilities is somebody who is, has more openness, who is also closer to the, to the 
other, who is taking the human perspective in more, hm, in a deeper way, which is offering also much more 
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opportunity of behaving as a group, and also being more performant in a way that there is no question about 
job, there is no question of stress, there is no question of engagement. If you have this transparency and you 
are able to show your emotion and to share it. It really builds this trust in relations. 
 
I1  11:53   
Yeah. Trust is definitely a topic that has been coming back a lot.  
 
R  11:57   
Yeah. Yeah, yeah. Absolutely. 
 
I1  12:00   
And how, how do you use as a manager or even though, even though it's indirect management... How do you 
use emotional intelligence to guide your behavior at work? 
 
R  12:13   
Well, it's a it's a question of feeling of course. And it's about when you, when you feel that something is not 
going on very well, or there is, there is, there could be some hidden thoughts in the group. It gave me at least 
the power to be able to break, the break the mirror and say, "Well, what is it about. I can feel that something 
is not, it's not okay. What is not okay with you?" I mean, it's, it's, it's about the daring to really break some 
convention, and to be able in a very agile and smooth way to, to connect with the other. In order to give him 
the, the opportunity even if he is not accepting it. But it's still an opportunity you give to the other to, yes, to 
enter in a different relation. If I feel with one of my peers, or with one of my coworker that in the, in the 
discussion we are having or in the [mumbles] working environment, there is something that I cannot feel as 
being something [short pause] with, without tension or something, something that, that yeah... How can I say 
that? Is not a sign of a normal relation, I feel this way of leading with emotion give me the capability to 
really be able to directly take the pot. 
 
I2  13:55   
Can you think of a specific example where maybe you sensed something was a little different right? Not 
normal, that you kind of used your emotional intelligence to kind of address, another team member at work? 
 
R  14:14   
Yes. I have many! I have many. With this 'Lead, Work and Organize' we had to work with... I organized 
frequent meetings with my coworkers just to inform about where we are, what decision were taken, how we 
will organize in the future together, what is the risk for us. And during these sessions, you could feel the 
tension because I was having more information before, before anybody else in my group. So, I had the task 
and the duty to come with a good and bad news, but also to give, to give my own interpretation and my own 
vision of this. And the way, the way I used to do was to really go with fact. And, and be able to, to present 
things without, without emotion. First. Say, "Okay these are the facts." And out of this, I had different, 
different examples but the most common was that some people felt completely hurt, and were directly seeing 
the dark side of the of the change impacting them. So you could see immediately the body language of 
people being like that [he crosses his arms]. I mean, it's obvious that somebody, somebody is not going well 
with the people. So the way I used to do was to... First of all when I, when I could feel that kind of tension, 
was to speak about my feeling, and how, how the information I was passing to them was also impacting me. 
And being able also to, to give my feeling, or my fear. It was not a question of intuition on the company, of 
the decision of the company taking another direction, it was me as a human saying, "Well you know guys, 
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with, with that decision which is moving part of our responsibility in another group, I don't feel good 
because lalalalala." And with personal example, really something very personal. Once more, it was not the 
manager speaking to coworkers, it was, Eric Moreau, with his way of feeling things with his way of 
managing emotion that was able to share the same information or the same impact from the information 
other people could have. So I was kind of giving my example with my emotion, being very transparent. "I 
don't feel good with that. And I would explain you why. Because it refer to, to trust I have in the company. It 
refers also to my values, it refers to things that are affecting me as I am, not as a manager." So that's an 
example of the way I was kind of using of this, yes, emotional leadership, with my coworkers in such 
situations. 
 
I2  15:56   
Was it a conscious decision to approach a situation that way? Based on your learnings in general or was it... 
Is that just how you've approached a situation like that always? 
 
R  17:57   
That's a good question. [All laugh] I think, I think before this coaching session, or this workshop we did 
with, with Johan, I tend to be this kind of manager. But maybe with a bit less openness and daring to be 
super transparent. Especially after the last session we did... Oh no, not the last. It was the third one. Yes, 
four. Sorry. We had four sorry. We had four sessions. As the first session, we are working with the, with the 
how to, how to enter the arena. So, and this one was pfou, super, super, super good because this is, this is 
where I realized that there were no... Nothing worse than not daring to share the shame. And, and being able 
to really say, I feel shame. So, after this, this decision, this is where I absolutely changed my, my behavior. 
So, yes, the impact on, on this... It was three days we spent together. On these three days was so that, yes, I 
have been able to say, "Well, I don't have anything to hide, and, well, I will be very transparent and I will be 
daring to really follow you in the arena, and I'll be the first one to go in." 
 
I1  19:38   
Just going back to the example you gave about this situation where you would announce change and it 
created tension and fear in people. And you start with facts, and then you talk about yourself, how you feel 
about it. I wonder if it create... I, I would have thought that it would create confusion to say, "Actually 
maybe I don't agree with those changes", you know. But instead it seems like it's creating something else. 
Do you... Can you pinpoint what is happening, or what happens in those moments where you actually go 
kind of against the change, but it makes people go, actually more with it? 
 
R  20:23   
Yeah. Maybe, I expressed it the wrong way. It was not going against the change. So for me it was just 
explaining the change with facts. It was not saying I'm against. Because, because for me the change, I have a 
full acceptation of the change. Oh, well, full... Yeah, there's change where I could accept and change, I could 
understand. And very few of them that where, where I couldn't understand and said, "Well, I was 
questioning really, but why, why, why. So for me the change was more when I explained the changes, it was 
more to say with facts, what it was about. In order that we, they have the same information I could have. The 
fact to bring myself in, in sharing my emotion was just to invite the others to say, "Well, if my manager is 
able to express his emotion, hm, with such a change there is room for us as well, to do the same." And I 
think it was important to show, to lead by example in this, to show the example of myself being vulnerable 
and being also emotionally impacted. That's the others and my coworkers... [Short pause] It's stupid to say 
that there is a hierarchy position but at least people who need also to be supported, could allow themselves to 
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say, "Well with the example I am getting now from Eric, I am allowed to share my emotion as well." And 
then to open the discussion to something else. 
 
I1  22:15   
Yeah. Okay. Yeah. Thanks for clarifying that makes sense now. Hm... Okay. Maybe. Now we're going to try 
to tie that emotional intelligence to team performance. But before we go into that could you explain what 
team performance means to you? 
 
R  22:43   
Yes, team performance is the capability of a group of people to achieve goals together. So, and the together 
is making a bit, a big difference so it's not individuals achieving... Yes, of course each individuals have to 
achieve goals but the overall goal of the group is, is more important than the individual one. So, this is what 
I mean with team performance. So it's really giving, giving the opportunity to a group to achieve a common 
goal. And I would say making people also being comfortable in, in achieving that goal. Performing towards 
the goal is not only the fact, the fact of achieving the goal. It's also that you, when you, when you work for 
that goal, you are, you are doing it in a way that is easy for you, or at least not stressing, or good stress. Yes, 
just, just to avoid to, to have people be completely... How do you say? Burnt. Because well, you ask for a 
team, team goal achievement. It is so demanding that the individuals are feeling bad and the team is feeling 
bad as well. 
 
I2  24:26   
So it sounds like there's, from your perspective, kind of two parts to good team performance, right? So it's 
being able to achieve the overall group goal and also in how that's achieved, right? Is it stressful or 
demanding... 
 
R  24:44   
Exactly, it's a way.  
 
I2  24:45   
So... 
 
R  24:45   
Yeah.  
 
I2  24:46   
So then, in your opinion, if a team has achieved its overall goal, maybe that's a certain KPI, right? But they 
didn't do it in... Maybe how they achieved it, it was stressful, it was demanding and it wasn't, you know, an 
effective process. Do you consider that good team performance then? Or is it like, no you didn't meet this... 
 
R  25:14   
No, no, no. 
 
I2  25:14   
So it's like, I don't care that you reached it because how you did it wasn't okay. 
 
R  25:19   



Appendices 
 
 

   
 

CCXXIV 

No, it's not, it's not for me, for me... It's... The team performance it's a goal but it's also the capability of the 
team of working together, of building together, of learning from each other. In my previous assignment, I 
was responsible for four different department. And, what I tried at the very beginning of my assignment, I 
was really gathering all these four leaders together, and trying to make them working together. Even if it 
didn't have some common points in the agenda. But, but some were having a broader view of the business 
that were able to give visibility or to give, to explain a bit more out of the scope of the individual, what, what 
is the direct environment we are working with. Some we're having strong leadership, they were able to really 
coach some others. So, yeah, that... This is how I would say the performance of the team can be built. It's not 
only up to goals but through the way the different people are behaving together. And being complimentary 
to each other when it comes to capabilities to knowledge, to... Missing difference. 
 
I1  26:45   
I think the, the mechanics of, like, not just the end goal but the process and the mechanics of that 
performance is quite important for sure. Yeah. Hm, [short pause] so, in your opinion, how does emotional 
intelligence affect team performance? [Pause] And, particularly a manager's emotional intelligence. 
 
R  27:12   
Yeah. I think it impacts by releasing the capability of the team to, to talk to each other and to also open 
themselves to hm... How can I say? [Pause] Different opinion. I mean, I mean, once more it's a question of 
creating a trusting atmosphere in the group. And I believe that working with emotional intelligence is 
contributing to creating this, this trust is the group. Therefore I believe it supports the precondition for a 
better exchange and for better trust. So, yeah, this is all I believe it is supporting your group to work better 
and to achieve better results. 
 
I1  28:15   
Yeah. And can you... Do you have any example in mind of a team you've managed maybe that had great 
performance because they had, they showcased, hm, some of those qualities? Or can you... Yeah, do you 
have any scenarios in mind that could illustrate this belief? 
 
R  28:37   
Yeah, I mean. [Sight] Maybe, maybe my last team was, was so, so exceptional that it was the way they were 
always behaving. So, from the very beginning when we, when we started to work together. I had a chance to 
have people that were working a lot with leadership. Who are really great leaders. So, it, it was really so easy 
for us to work together, just because we were very transparent and we had this capability of listening each 
other and daring to challenge each other with question.  Always, always having the border with personal 
topics. But, hm... We had this capability of.... Practicing this. All we worked with emotion and emotional 
intelligence. I think that it was a privilege. Maybe one of my coworker was not that open, but at least with 
two of them, hm, [short pause] Mark and Vanya, we add really super, super relation. That were allowing us 
also to bring back the two other pieces of the group, which were maybe by for personal reasons like 
character, hm not that open... To move forward in a way that at the end, at a certain moment, they were 
releasing their pressure and they were able to say, "Okay, I understand. I understand why we should, we 
should be transparent and we should have this relation together." So, the example I could give yes is how 
myself being supported by two of my strongest leaders, we've been able to bring in two other leaders that 
from the very beginning we're not completely early adopters. But, that final... At the end, really came in the 
game, and... Yes, we could really notice a change. 
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I1  31:01   
And do you think they understood like, what was happening? Did you put words on, like, on what was 
happening? Did you try to explain you know, why you were explaining.... Or... I don't know how to describe 
it. Was it [short pause] something you shared like that, yeah if we, if we start talking about how we feel and 
what we think... 
 
R  31:28   
No, no, no. I think, I think at the very beginning, hm, I was not trying to convinced. So I was more leading 
by example. I will tell you what is my feeling, what are my emotions. No more, as, as you manager but I, as 
Eric. And... Because, at a certain moment, I didn't... I had a kind of theory, they didn't have. So, it was 
important to make them use this session we were having with Johan. And when, when at the third session 
they joined us, they just realized from where my behaviors were coming. And what I was referring to. And 
then it made it much easier for them to understand. Well, why I was trying to drive them in a direction or at 
least I was showing something different. It became, became very clear for them what was the reason. So, 
from the very beginning I was not trying to, to explain, "You know, I have a different behavior with you 
because lalalala..." No, no. It was more letting them... Hm, yes. Finding by themselves that I was behaving 
differently, and getting their feedback, starting discussions together, hm, starting also saying, "Well, I have 
had some, some working session with the management group and Johan. And we are in the process, and I 
want to share with you a bit how I could improve, so, our group behavior. But not, not really entering into 
details. 
 
I2  33:30   
In the example that you gave where you and two team members were more open, and there were two that 
weren't and you kind of helped bring them along. Hm... Before they kind of accepted and moved forward 
with you two, hm... Did, did their lack of openness, have any sort of impact on the team? 
 
R  33:58   
Well, I don't think so. It, it was my fear. Well I think that discussing after with Vanya and Mark, which was 
kind of just in one year of what happened... They understood the reason why. And, I mean they had already 
some basic knowledge of the, of the, yes.... How people could behave when they're in, in fear or in.... In the 
suffering of something. So, so we had the opportunity after to discuss a few others about what happened. 
And I think, I think that had understanding, and they had also willingness to go there in order to try to share 
a bit more about what they feel. So suddenly it was not me as a leader, driving a situation myself with a 
group, but me with some leaders already being early adopter on what we need to... What we need to 
change... [Mumbles] How we could create something different within our group that were also being able to 
support me, because we understood also why I was changing, to support me in getting the two last leaders 
onboard. 
 
I2  35:38   
It almost sounds like maybe it didn't have a negative impact because of the emotional intelligence of the 
three of you combined because you had this awareness of others, and say, "Okay there's a reason they are 
this way so we're not reacting." And you can approach it. And if that wasn't there, maybe it could have 
actually had quite a negative impact, overall. 
 
R  36:00   
Absolutely. Absolutely. I have to say that I was maybe lucky on this....  
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I2  36:08   
Yeah. [Laugh] 
 
R  36:09   
Because it's true. You're very right. If, if I was, I was the only one using the emotional intelligence, it would 
have been much more complicated. 
 
I1  36:19   
Yeah. Or maybe it would have taken more time, but... 
 
I2  36:24   
More time, potential conflicts... 
 
I1  36:26   
Yeah.  
 
R  36:26   
Sure, sure, sure. 
 
I1  36:29   
Hm, do you see any other facilitating factors for team performance beyond just emotional intelligence? 
 
R  36:42   
I mean, normal factors yeah, that is... I think, I think that the emotional intelligence is supporting these 
factors like trust, we said it already... Trust, confidence. Hm, hm... Having the, having the capability to take 
decision, and to to really move forward, not staying in backward or in denial or silence. So these are 
preconditions to reach performance, of course. I think clarity is very important as well, for, for the capability 
of performing as a team. So clarity on what we want, on on the goals themselves, on the, on the way to go 
[short pause] is a must, because once more it contributes to, to trust as well. What else? [Long pause] No, 
that's it. Yeah, mainly... And, and willingness. Willingness to, to really support each other. But that's it.  
 
I1  38:02   
Yeah. And that's created with the trust also when. 
 
R  38:08   
Exactly.  
 
I1  38:08   
It's very... 
 
I2  38:09   
Yeah, tied together. 
 
I1  38:10   
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... Tied together. Hm, we have one last wrap up question that is a bit like, hm, moving out of just the 
workplace, but... How for you... How has your understanding of emotional intelligence impacted your life 
outside of work? 
 
R  38:32   
[Laugh] I will tell you a bit of my story and all because...I am leaving IKEA! 
 
I1  38:38   
[Gasps] Ah! 
 
I2  38:40   
Ah, okay!  
 
I1  38:41   
Soon, or? 
 
R  38:42   
Yes, end of April. 
 
I1  38:44   
Okay! Is that a good... A congratulation? Or are you happy about it, or? 
 
R  38:50   
I'm super happy. [All laugh] 
 
I1  38:51   
Okay! Then congratulations! 
 
R  38:55   
I'm super happy. I think it's a good example to answer your question. Hm, the way I've been reflecting on the 
past, during the past year on myself, managing my own emotion, or living my emotion in the personal and 
professional environment drove me in taking this decision to leave IKEA. So, it was something already that 
was on my mind, hm, one year ago when my, my function disappeared. I had the opportunity... Two 
solutions. Either moving outside of IKEA or taking another assignment that was not completely fitting my 
wishes. But at least, this is what I accepted to give me a chance to work in another environment. So moving 
to Sweden, working more global than local, and challenging myself with, with a new team, new goals, a new 
working environment. And after reflection, I was just wondering, "Okay. Should I lie to myself? Or should I 
really take the opportunity to decide something else for my life, my life? So I'm nearly 58, and this is not 
many years of working years I still have in 10 years." What is, what is the dream, you have still and you 
would like to achieve. So I decided to, to, to say... To listen from my mind and my body and say, "Well, I 
move outside." 
 
I1  40:50   
Wow! 
 
R  40:50   
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So, yeah. it seemed like all this emotional intelligence could impact myself privately. I think the... Privately I 
was able to listen to, who I am, what I believe, and try to measure what is today the gap between what I am, 
and what the company is. And how values both from the company and my, my values are connecting 
together. And once more, I'm super, I'm super glad that I spent many, many years within IKEA. I believe it's 
a fantastic company, but there's still some, some, some... Yeah, small gaps. And I was able to adapt before, 
and now, I think I took the choice that, no, I will not adapt. I want it to be plenty with my value and these 
gaps between my value and the company value is maybe, not something I was able to support anymore. 
 
I1  42:02   
Yeah. Wow, well, well done.  
 
I2  42:05   
Yeah.  
 
I1  42:07   
Amazing. And do you know where you're going next already or? 
 
R  42:11   
Yeah, I'm going back to school. 
 
I1  42:20   
Wow! [All laugh] 
 
R  42:20   
I will, I will learn cooking. 
 
I1  42:23   
Cooking, wow! 
 
I2  42:24   
Ah! So we did the opposite! I went to culinary school and now I'm going into business [all laugh]. 
 
R  42:31   
Really? Incredible! I have a passion for cooking and wine. I have the project to open my own restaurant 
within 18 months. So I, I go I go first to school and learn cooking basics because I want really to.... Once 
more, I'm a leader. So I want, I want... I know that it will be tough to lead a restaurant with a cook. Because I 
will employ a cook. And this is a strong leadership these people are having. And I want to be able to 
understand what is really... What a cook is, is, is working with. And I want also to be able to share with him 
or her at the same level. I want to decide with him or her what we will do together. So I better have to know 
what it is about. So that's why I decided to go back to school. 
 
I2  43:27   
That's amazing.  
 
I1  43:28   
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Yeah, congratulations that's super courageous to follow your, your calling. Yeah. And also quite a beautiful 
proof again, of the emotional intelligence. You putting yourself in the shoes of the future cook maybe you'll 
have to work with. But super cool. 
 
R  43:46   
Yeah, yeah. Absolutely.  
 
I1  43:47   
And will that be in France then the restaurant? 
 
R  43:51   
In France yes. I'm, I'm not completely sure where because I'm living close to Lyon, so I just defined an axis 
between Lyon and Valence. And with a potential, a bit more deeper in south... To Marseille. This is where I 
I want to be. 
 
I1  44:18   
So amazing! 
 
I2  44:18   
Well, maybe once you establish yourself and have a name and location you can always shoot us an email 
and we'd be happy to come explore. 
 
R  44:28   
Between June and October 2021. 
 
I2  44:32   
Amazing, oh!  
 
I1  44:33   
Sounds really good. Yeah. Wow, this is super inspiring, to just follow your, your passion.  
 
Yeah. 
 
R  44:42   
So, you see everything is possible whenever. 
 
I2  44:45   
Exactly, exactly.  
 
I1  44:46   
Yeah, yeah. It's just about making the leap, or taking the leap rather, yeah.  
 
R  44:53   
Yeah, exactly. [Mumbles].  
 
I1  44:54   
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Hm, do you have any questions for us or anything else you want to add? 
 
R  45:02   
No, I think, I think it would be very interesting to, to see your thesis if it is possible. 
 
I1  45:09   
Yeah, of course. Yes, but I guess if you, if you're leaving in April, then your work email would be 
deactivated, right? 
 
R  45:18   
Yeah but I could send you my personal email. 
 
I1  45:22   
Yeah, please. Please do that so we can forward you either the, the thesis or the findings. We were thinking 
about making a bit of a condensed version for all the people who helped us out. 
 
R  45:36   
Okay, perfect.  
 
I2  45:37   
We don't want to put the burden of reading 120 pages on you, so... [All laugh.] 
 
R  45:45   
I would be super, super pleased to see, to see what you do with all these interviews. I have high interest for 
that subject. 
 
I2  45:54   
Yeah, great. I think you can definitely expect a report from us in June. 
 
I1  46:01   
Yeah, because we... We're submitting mid-May and defending in June. So we're hoping to, to send 
something around that time. But please forward your personal email.  
 
R  46:15   
I do. 
 
I1  46:15   
And, and, yeah, that way we can also shoot you an email next summer.  
 
R  46:21   
Exactly! [All laugh.] 
 
I1  46:22   
"So how is it going?!" 
 
R  46:24   
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Yeah, yeah, yeah! I will... [Laugh] I am super, I'm super confident. I have of course a lot of doubts, but I 
know how to go over doubts. So, it will be, it will be a really exciting experience. Whatever the result will 
be! 
 
I2  46:45   
Exactly yeah. 
 
I1  46:47   
You're definitely equipped with some pretty amazing tools to navigate chaos and fears and doubts. 
 
R  46:54   
Yeah, yeah, yeah. Sure! 
 
I1  46:57   
Wow, super nice! 
 
R  46:59   
Good! 
 
I1  47:00   
Okay! That's it for us.  
 
I2  47:01   
Yes. Thank you so much for sharing your experience with us today! 
 
R  47:05   
You're welcome and I wish you all the best for your thesis and for your future steps also in the professional 
life. 
 
I2  47:12   
Thank you and we'll be in touch. 
 
I1  47:14   
Yeah, thank you so much Eric. 
 
R  47:15   
Okay. Sure! Bye, bye. 
 
I1  47:17   
Have a good day! Bye! 
 
R  47:19   
Bye, bye. 
 
-- Interview end –  
 


