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Abstract. This study investigates the impact of empathy and emotional intelligence (EI) on the success of event manage-
ment. The research aimed to assess how these competencies influence team coordination, client satisfaction, conflict reso-
lution, and stress management. A mixed-methods design was employed, combining a survey of 120 participants (event pro-
fessionals and clients) with in-depth interviews. Quantitative findings revealed significant positive correlations between
emotional intelligence and team collaboration (r = 0.64, p < 0.01), and between empathy and client satisfaction (r = 0.58,
p < 0.01). Regression analysis showed that EI and empathy together explained 48% of the variance in perceived event
success. Qualitative insights further highlighted the role of emotional regulation, empathic communication, and stress
resilience in strengthening relationships and enhancing event outcomes. The results confirm that empathy and emotional
intelligence are not peripheral soft skills, but essential competencies for effective leadership and stakeholder engagement.
The study recommends integrating EI and empathy training into professional development and recruitment practices to
improve performance and client satisfaction in the events industry.
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INTRODUCTION

In today’s ever-changing business environment, or-
ganizations are constantly seeking innovative ways
to differentiate themselves from competitors. While
many focuses on improving products, services, or
technology, the key to long-term success lies in un-
derstanding and engaging with customers on a deep-
er level.

This article explores the importance of empathy
and emotional intelligence (EQ) in business—par-
ticularly in event management—and presents exam-
ples and statistics from around the world to highlight
their impact. Empathy and EQ have emerged as criti-
cal drivers of business growth by enabling organiza-
tions to build deeper, more meaningful relationships
with customers (Dunn, 2023).

In the context of event management, empathy
and emotional intelligence play a pivotal role in en-
suring success. These soft skills allow event profes-
sionals to understand and respond to the emotions,
needs, and expectations of a wide range of stake-
holders—including attendees, clients, vendors, and
team members.

Empathy enables event managers to see situa-
tions from others’ perspectives, anticipate concerns,

and design emotionally resonant experiences. Mean-
while, emotional intelligence fosters self-awareness,
emotional regulation, and effective interpersonal
communication—skills that are essential for manag-
ing stress, resolving conflicts, and creating a positive
team dynamic in high-pressure environments.

When applied effectively, empathy and EI con-
tribute to smoother collaboration, enhanced par-
ticipant engagement, and events that leave lasting,
meaningful impressions.

UNDERSTANDING EMPATHY AND EMO-
TIONAL INTELLIGENCE IN EVENT
MANAGEMENT

The literature on the subject presents many defini-
tions of emotional intelligence, but the most popular
one is by D. Goleman, who refers emotional intel-
ligence to a person’s ability to recognise his or her
own feelings and the feelings of others, the ability
to motivate and manage emotions, both his or her
own and those of people with whom we have some
kind of relationship. Over the years, emotional intel-
ligence has become the object of research by many
authors, resulting in a number of definitions of the

Table 1. Selected definitions of emotional intelligence

Author(s) Title of publication The concept of emotional intelligence
P. Salovey, Rozwdj emocjonalny The ability to perceive, evaluate and express emotions appropriately, the
D. J. Sluyter a inteligencja ability to access feelings, the ability to generate them at times when they

emocjonalna: problem
edukacyjne.

can support thinking, the ability to understand emotions and understand
emotional knowledge, and the ability to regulate emotions so as to support
emotional and intellectual development. The ability to keep track of
others‘ as well as one‘s own feelings and emotions, to distinguish between
them and to use this kind of information in guiding one‘s own thinking
and actions.

A. Szczepaniak,
K. Jabtkowska

Historia rozwoju
pojecia inteligencji

A range of non-intellectual capacities, competencies and skills that enable
an individual to cope effectively with the demands and pressures of the

emocjonalne;. surrounding environment.

E. Necka Inteligencja. Geneza, A group of abilities to cognitively process information related to emotions
Struktura, Funkcje. or to problems arising from the fact that emotions exist.

C. Ott What is Emotional The ability to recognise one‘s own feelings and management of them, as

Intelligence?

well as to identify and respond effectively to other people‘s feelings.

Salovey and

Emotional Intelligence

The ability to perceive emotion, integrate emotion to facilitate thought, un-

Mayer derstand emotions and to regulate emotions to promote personal growth.

Bradberry & Emotional Intelligence | Emotional intelligence is your ability to recognize and understand emo-

Greaves tions in yourself and others, and your ability to use this awareness to man-
age your behaviour and relationships

American The Importance of The ability to process emotional information and use it in reasoning and

Psychological Emotional Intelligence | other cognitive activities.

Association in Psychology Students

Source: By the author based on data from Mariola DZWIGOL-BAROSZ. (2024). The importance of emotional intelligence in the pro-
fessional work of a contemporary manager.
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term in the literature. An explanation of the meaning
according to selected authors is presented in Table 1
(M. Dzwigot-Barosz, 2024). With reference to the
below definitions, it can be said that emotional intel-
ligence represents a person’s set of skills for effec-
tive personal, social and professional functioning.
Emotional intelligence (EI), sometimes referred
to as emotional quotient (EQ), is broadly defined as
the capacity to recognize, understand, and manage
one’s own emotions while also effectively engag-
ing with the emotions of others. First introduced by
Mayer and Salovey (1990), EI was later expanded
by Goleman (1995), who emphasized its critical role
in leadership and organizational effectiveness. Gole-
man’s conceptualization remains one of the most
influential in applied contexts, particularly in indus-
tries such as event management where interpersonal
dynamics are central. In event management, profes-
sionals must navigate high-pressure environments,
tight timelines, and emotionally charged interac-
tions with clients, vendors, and team members. EI is
therefore not an ancillary trait but a core managerial
competency. As Goleman (1998) asserted, emotional
intelligence may be more predictive of success than
cognitive intelligence (IQ) in roles requiring coor-
dination, influence, and relationship management.
According to Goleman’s framework, emotional in-
telligence comprises four interrelated competencies:
self-awareness, self-regulation, social awareness
(including empathy), and relationship management.

o Self-awareness refers to the ability to accu-
rately perceive and reflect on one’s emotions
and how they influence decisions and behav-
ior. In the context of event management, this
involves recognizing emotional triggers that
may compromise performance during high-
stress situations.

¢ Self-regulation involves managing disrup-
tive emotions and impulses. Event planners
frequently operate under intense pressure,
and effective self-regulation enables them
to maintain composure, make rational deci-
sions, and project confidence during critical
moments.

¢ Social awareness includes the capacity for
empathy—understanding the  emotions,
needs, and concerns of others. In service-
driven roles, empathy enables professionals
to read emotional cues, respond appropriate-
ly to stakeholder concerns, and foster inclu-
sive, responsive event environments.

¢ Relationship management refers to the
ability to guide, influence, and collaborate

effectively with others. For event profession-
als, this entails resolving conflicts, motivat-
ing teams, and building long-term client re-
lationships.

These components are not independent traits
but synergistic skills that can be cultivated and im-
proved over time (Drummond, 2023). Figure 1 pro-
vides a visual summary of the four primary EI do-
mains as applied to leadership contexts.

§ Self- Social

= Awareness Awareness
=

<

% Self Relationship
E Management Management

Source: Harvard Business School, 2024

Figure 1. Four core competencies of
emotional intelligence

Peter Salovey and John D. Mayer are the origi-
nal psychologists who formally introduced the con-
cept of emotional intelligence in a 1990 academic
paper. They defined it as: “The ability to monitor
one’s own and others’ feelings and emotions, to dis-
criminate among them, and to use this information to
guide one’s thinking and actions.” Daniel Goleman
built on their work and brought EQ into the main-
stream with his 1995 book Emotional Intelligence:
Why It Can Matter More Than 1Q. Goleman’s defi-
nition includes: “Emotional intelligence refers to the
capacity for recognizing our own feelings and those
of others, for motivating ourselves, and for manag-
ing emotions well in ourselves and in our relation-
ships” (Goleman, 1995). In event planning, where
high stakes, tight deadlines, and diverse audiences
collide, this skill becomes not just useful, but essen-
tial. Because of this reason the four core competen-
cies of emotional intelligence can be supplemented
and expanded with the following components of EQ
that are key to event management like Self-aware-
ness: Recognizing your own emotional triggers and
strengths; Self-regulation: Staying calm and posi-
tive under stress; Motivation: Staying focused and
energized toward delivering exceptional outcomes;
Empathy: Understanding others’ feelings and view-
points; Social skills: Communicating and resolving
conflicts effectively. While Goleman’s model was
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originally developed for corporate leadership, it is
particularly applicable to event management, where
outcomes are shaped not only by technical planning
but by the quality of emotional engagement. Adapted
models for the event industry expand on Goleman’s
core competencies by emphasizing stress manage-
ment and motivation as practical applications of EI
(Harvard Business School, 2024). Motivation re-
flects the drive to achieve beyond expectations and
maintain enthusiasm in the face of adversity—es-
sential traits for professionals managing high-stakes
events.

Stress resilience, an extension of self-regula-
tion, is especially critical in time-sensitive event en-
vironments. Emotionally intelligent event managers
are better equipped to manage anxiety, adapt quick-
ly, and maintain high performance under pressure.

Self-
regulation

Core
competencies of
emotional
intelligence in
event
management

Self-
awareness

Source: Adapted by the author based on data from Goleman, D.
(2008). Working with emotional intelligence. Bantam Double-
day Dell Publishing Group.

Figure 2. Emotional Intelligence Competencies
Adapted for Event Management

Emotional Intelligence (EI) is increasingly rec-
ognized as essential for personal and professional
success, particularly in leadership roles. Studies
have shown that individuals with higher levels of
emotional intelligence are more effective leaders,
better able to navigate complex social situations,
and more likely to succeed in both their personal
and professional lives. Developing emotional intel-
ligence is a lifelong process that can be enhanced
through self-reflection, mindfulness, and consistent
practice (Drummond, 2023).

Emotional intelligence refers to a manager’s
capacity to understand, regulate, and leverage emo-
tions—both their own and those of others. It involves
the analytical processing of emotional information to
guide thinking, decision-making, and interpersonal
behavior. For managers, high EI translates into envi-
ronments where emotional and psychological safety
foster engagement, trust, and sustained productivity.

An emotionally intelligent manager integrates
emotional data into decision-making, using it to an-
ticipate and mitigate conflicts, enhance team dynam-
ics, and elevate collective performance. By aligning
emotional awareness with organizational goals, such
managers not only optimize team outcomes but also
reinforce collaboration and loyalty (DW Simpson,
2024).

Emotional intelligence is the ability to un-
derstand and manage your own emotions, as well
as recognize and influence the emotions of those
around you. The term was first coined in 1990 by re-
searchers John Mayer and Peter Salovey, but it was
later popularized by psychologist Daniel Goleman.
More than a decade ago, Goleman highlighted the
importance of emotional intelligence in leadership,
telling the Harvard Business Review, “The most ef-
fective leaders are all alike in one crucial way: They
all have a high degree of what has come to be known
as emotional intelligence. It’s not that IQ and techni-
cal skills are irrelevant. They do matter, but... they
are the entry-level requirements for executive posi-
tions” (Harvard Business School, 2024).

In the world of event planning, there’s a grow-
ing awareness of the importance of empathy in
crafting unforgettable experiences for attendees.
Destination Management Companies are at the
forefront of this movement, recognizing the diverse
needs and preferences of attendees and incorporat-
ing thoughtful touches to ensure inclusivity and en-
joyment for all.

According to the Cambridge Dictionary, empa-
thy is “the ability to share someone else’s feelings or
experiences by imagining what it would be like to be
in that person’s situation.” This is a valuable skill,
and it is well worth developing for event planners
(Cambridge Dictionary, 2025).

Empathy, defined as the capacity to understand
and share another person’s emotional experience, is
a foundational element of social awareness and inter-
personal effectiveness. In psychological literature,
empathy is often characterized as both an emotional
and cognitive process (Rogers, 1957; Hoffman,
1996). Within the framework of event management,
empathy enables professionals to anticipate client
needs, resolve tensions diplomatically, and create
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emotionally resonant experiences for diverse audi-
ences. Goleman (1995) identified empathy as the
most critical leadership skill, enabling professionals
to connect meaningfully with stakeholders and navi-
gate organizational hierarchies. In event planning,
this capacity is directly linked to client satisfaction,
team cohesion, and the perceived success of the
event. The relevance of empathy in event manage-
ment is further supported by Carl Rogers’ person-
centered theory, which posits that empathy is one of
the three core conditions for effective interpersonal
relationships. This aligns with the service-oriented
nature of the event industry, where the ability to lis-
ten actively and respond with emotional attunement
is critical. Additionally, Hoffman’s developmen-
tal theory suggests that empathy can be cultivated
through experience and social learning—a key in-
sight for designing professional training programs in
the events sector.

Empathy derives from the Old Greek word em-
patheia—em (in) and pathos (suffering). The term
was first used by German scholars as the equivalent
German word Finfiihlung, meaning “in feeling.”
The corresponding Greek term later passed into the
English vocabulary as “empathy.” As the etymology
indicates, empathy describes the individual’s ability
to feel someone else’s emotions. Since this defini-
tion is not strictly framed, empathy may also be de-
fined as a person’s ability to “see the world through
someone else’s eyes,” “put oneself into another’s
shoes,” understand another’s point of view, or ex-
perience another person’s emotions. The recipient
of this empathy could be anyone who interacts with
our services—a client, a patient, a colleague, or a
friend. The term may also apply to self-awareness
and emotional context. Other researchers define em-
pathy as participating in someone else’s emotional
experience or as the ability to fully understand an-
other person’s personality (Manola Maria & Papa-
grigoriou Aristeidis, 2019). Social Exchange Theory
provides a useful lens through which to understand
the practical value of emotional intelligence and em-
pathy in professional interactions. According to this
theory, social behavior is the result of cost-benefit
analyses, with individuals seeking to maximize re-
wards while minimizing emotional or relational
costs (Cherry, 2023). Within this framework, emo-
tional competencies increase the perceived value
of exchanges between event professionals and their
clients, enhancing trust, loyalty, and overall satis-
faction. Thus, emotional intelligence and empathy
not only facilitate smoother internal team dynamics
but also serve as strategic assets in external client
and stakeholder relationships. In high-touch indus-

tries such as event planning, where service quality is
often judged subjectively, these competencies may
significantly impact reputation, client retention, and
business growth.

Empathy and emotional intelligence are crucial
in event management because they help profession-
als navigate the complex interpersonal and emotion-
al dynamics that arise when planning and executing
events. They are not merely soft skills—they are sur-
vival tools. They enhance communication, improve
teamwork, and reduce stress, all of which contribute
to smoother and more successful events.

THE IMPORTANCE AND APPLICATION
OF EMPATHY AND EMOTIONAL INTEL-
LIGENCE IN THE EVENT MANAGE-
MENT INDUSTRY

Empathy and emotional intelligence (EI) play a criti-
cal role in the success of any business that revolves
around human interactions—and the event manage-
ment business is no exception. In fact, due to its
highly interpersonal and often high-pressure nature,
event management demands a deep understanding
of people’s emotions, expectations, and behaviors.
Event planners with high emotional intelligence are
better equipped to understand the preferences, needs,
and motivations of clients and attendees. They can
effortlessly and effectively create tailored event ex-
periences to elicit a positive response, resulting in
increased event satisfaction and engagement (Stew-
art, 2023). Below is an overview of their importance
and applications in this industry. (Emotional Intel-
ligence in Event Management, 2025)

Importance of Empathy and Emotional Intelli-
gence in Event Management

In the event management industry—where hu-
man interaction is at the heart of every successful
project—empathy and emotional intelligence are not
just beneficial, but essential. These skills enable pro-
fessionals to better understand both clients and at-
tendees, build meaningful relationships, and respond
effectively in emotionally charged or high-pressure
situations. The following points outline the key ar-
eas where empathy and emotional intelligence play
a critical role in the day-to-day responsibilities of
event managers:

a) Enhancing Client Relationships - Empathy
allows event managers to genuinely understand and
align with their clients’ visions, expectations, and
emotional states. At the same time, emotional intel-
ligence enables them to respond constructively to
client emotions, even in high-pressure or uncertain
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situations. By cultivating self-awareness and self-
regulation, event professionals can remain com-
posed, make thoughtful decisions, and stay focused
on meeting client needs. This ability to maintain
emotional balance not only ensures smooth commu-
nication but also builds lasting trust—an essential
foundation for long-term relationships with clients,
sponsors, team members, and event attendees.

b) Effective Communication - Effective com-
munication is a core component of emotional intel-
ligence. Emotionally intelligent event professionals
are skilled at interpreting verbal and non-verbal cues,
including body language and facial expressions. This
allows them to identify client concerns, even when
not explicitly stated. Using empathetic language and
providing clear, consistent updates fosters trust and
ensures alignment throughout the planning process.

¢) Team Leadership and Motivation - Event
managers must lead teams that include staff, ven-
dors, and suppliers; High EI helps in resolving con-
flicts, building team morale, and maintaining moti-
vation under pressure.

d) Crisis and Stress Management - Events
are prone to last-minute changes and unexpected
issues; Empathy allows leaders to support their
teams emotionally, while EI helps manage their
own stress and make quick, composed decisions.
Conflict resolution is an integral aspect of emo-
tional intelligence in event management. As an
emotionally intelligent event planner, you need to
develop the skills to resolve foreseen and unfore-
seen conflicts that might arise during the planning
and management stages. For instance, you might
not agree with your client’s idea, and they might
refuse to listen to your advice. In such an instance,
you must understand your client’s emotions to see
where they are coming from. Then, talk to them
from a perspective they understand for better com-
munication. Your goal should be to reach a mutu-
ally satisfactory agreement.

e) Client Retention and Reputation Building
- Clients remember how they felt during the event-
planning process; When clients feel understood, val-
ued, and emotionally supported, they’re more likely
to become repeat customers and refer others. Attend-
ee feedback through active communication and post-
event surveys can provide valuable insights into the
overall experience they had at your event. Use those
insights to determine their emotional responses and
identify areas of improvement. Leverage data ana-
lytics and your emotional intelligence to determine
how to improve future events. Collecting and ana-
lyzing post-event feedback helps identify emotional
responses and areas for improvement. When com-

bined with emotional intelligence, this insight al-
lows event managers to enhance future experiences
and build a strong professional reputation.

In its best form, emotional intelligence allows
people to truly understand someone else’s perspec-
tive, even if it’s different from their own. Emotion-
al intelligence can bring many benefits to today’s
workplace and everyone involved:

- It helps leaders motivate and inspire their
teams by understanding what drives others.

- It encourages diverse viewpoints and helps
prevent the problems of groupthink.

- It enables leaders to spot and seize opportuni-
ties that others might miss.

- It helps resolve conflicts fairly and addresses
issues.

- It boosts morale and helps people reach their
full professional potential.

Like rational intelligence, emotional intelli-
gence can be developed with effort and practice. A
good starting point is to focus on self-reflection—
understanding your thoughts, feelings, and biases
can lead to better decisions. Using emotional intel-
ligence often means acting with confidence, ignor-
ing status concerns, and avoiding quick, emotional
reactions (Revankar, 2025) Data from General Emo-
tional Intelligence Statistics eloquently presents its
impact on business:

v" Emotional Intelligence (EQ) plays a crucial
role in both individual and organizational
success. Research shows that 90% of top
performers have high emotional intelligence,
which accounts for 58% of job performance.
Individuals with strong EQ earn significant-
ly more — an average of $29,000 annually,
with each point of EQ translating into an ex-
tra $1,300 in salary.

v" Globally, 75% of companies offer EQ train-
ing, and 52% consider EQ in promoting to
senior roles. Leaders with high empathy see
a 76% rise in employee engagement and a
61% boost in creativity — two critical fac-
tors for team performance. In fact, compa-
nies focused on EQ are 22 times more likely
to outperform their peers.

v' The EQ market itself was valued at $868
million in 2021 and is projected to grow at
25.2% annually through 2030. The need for
emotional intelligence is rapidly increasing,
expected to grow sixfold in the next 3-5
years, with 36% of business leaders predict-
ing EQ will soon be a required skill.
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Table 2. Key Statistics Highlighting the Impact of Emotional Intelligence (EQ)

Strategic Importance of Emotional Intelligence: A Statistical Overview

Category

Key Insights on Emotional Intelligence (EQ)

Top Performance

- 90% of top performers have high EQ
- EQ contributes to 58% of overall job performance

Earnings Impact

- High EQ individuals earn ~$29,000 more annually
- Each EQ point adds ~$1,300 to annual salary

Training & Development

- 75% of companies globally offer EQ training
- 52% use EQ as a criterion for senior management selection

Leadership & Engagement 61%

- Empathetic leaders increase engagement by 76% and creativity by

- EQ-driven firms are 22x more successful

Market & Growth

- EQ market valued at $868M in 2021
- Expected to grow 25.2% annually through 2030

Future of Work

- Demand for EQ will grow 6x in 3—5 years
- 36% of leaders believe EQ will be a required skill soon

Global EQ Readiness

- Only 36% of people are emotionally intelligent
- 60% feel emotionally disconnected at work

Overall Importance

- EQ influences over 60% of personal and professional success

Source: (Emotional Intelligence Statistics, 2025)

v" Despite its importance, global EQ levels re-
main low — only 36% of people are consid-
ered emotionally intelligent, and up to 60%
feel emotionally disconnected from their
work. As EQ continues to shape the future
of work, its role in leadership, culture, and
business performance is becoming indis-
pensable. (Emotional Intelligence Statistics,
2025)

Empathy and emotional intelligence are essen-
tial across every stage of event management. They
help professionals respond to client needs, lead
teams effectively, and adapt to changing situations
with composure and insight. Key areas of applica-
tion of Empathy and Emotional Intelligence in Prac-
tice include:

a) During Client Consultations - Asking open-
ended questions and listening actively with empa-
thy helps clients feel heard. Emotionally intelligent
event professionals can identify unspoken concerns
by reading between the lines.

b) Event Planning and Design - Understanding
the emotional tone or message the client wants to
convey through the event; Designing the event expe-
rience (lighting, ambiance, speeches, etc.) to create
the desired emotional impact.

¢) On-Site Event Execution -Staying calm and
composed under pressure (self-regulation); Reading
the crowd’s mood and adjusting elements (e.g., mu-
sic, pacing, lighting) in real time.

d) Team and Vendor Coordination- Handling
disagreements with diplomacy and compassion; En-
couraging open dialogue to ensure everyone feels
respected and motivated.

e) Post-Event Feedback and Follow-Up - Dem-
onstrating appreciation and acknowledging feed-
back, even if it’s critical; Following up with clients
and stakeholders with empathy shows professional-
ism and emotional maturity.

Event professionals can develop Empathy and
Emotional Intelligence skills through: Training in
emotional intelligence (self-awareness, self-regula-
tion, social skills, motivation, empathy); Mindful-
ness and active listening practices; Role-playing and
empathy mapping exercises; Seeking feedback from
colleagues and clients to better understand emotion-
al blind spots.

According to Dunn (2023), emotional intelli-
gence enhances multiple aspects of business: (Dunn,
2023):

Improved customer relationships: EQ ena-
bles organisations to develop more meaningful
connections with customers by understanding their
needs, emotions, and motivations. This helps com-
panies create more personalised and engaging prod-
ucts, services and experiences that drive loyalty and
advocacy.

Better employee engagement: EQ also plays a
crucial role in fostering a positive work environment
where employees feel valued and supported. This
leads to higher engagement levels, increased pro-
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ductivity, and reduced turnover. Happy customer-
facing employees will also give a better image of the
company and develop more empathy with customers
so they feel valued.

More effective leadership: Leaders with high
EQ can better communicate, motivate, and inspire
their teams. They are also more adept at managing
conflicts. In addition, high EQ is thought to lead to
improved innovation by better connecting with cus-
tomers, their needs and values.

Enhanced decision-making: EQ helps lead-
ers make more informed decisions by considering
the emotional impact of their choices. This leads to
more balanced and thoughtful judgments that con-
sider the needs of all stakeholders.

According to Dunn (2023), emotional intel-
ligence plays a pivotal role in several business
functions. It strengthens customer relationships by
enabling organizations to understand and respond
to client needs and emotions, thereby fostering loy-
alty and advocacy. Internally, emotionally intelligent
leaders cultivate positive work environments, lead-
ing to higher employee engagement and reduced
turnover. This, in turn, improves customer-facing in-

teractions. Moreover, emotionally intelligent leaders
are better equipped to handle conflict, inspire teams,
and make balanced, stakeholder-sensitive decisions.
These capabilities contribute to innovation and long-
term business success.

In conclusion, empathy and emotional intel-
ligence are essential for success in event manage-
ment. They enable professionals to communicate
effectively, build lasting relationships, and lead
teams under pressure. These competencies can be
cultivated through training, practice, and continu-
ous self-reflection. Empathy and emotional intelli-
gence help event managers work better with clients,
lead teams effectively, stay calm under pressure, and
build strong reputations. These skills can be devel-
oped over time through training and conscious prac-
tice. (Table 2 visually summarizes the key points)

According to a study by Sevil Pourmohammad
(2024) highly emotionally intelligent senior man-
agers perform their jobs better compared with their
peers with lower EI. Another study by Geoghegan
and Dulewicz (2008) was carried out to identify
whether a significant relationship existed among
emotional quotient dimensions (self-awareness, sen-

Table 3. Empathy & emotional intelligence in event management

EMPATHY & EMOTIONAL INTELLIGENCE IN EVENT MANAGEMENT

Importance

1. Client Relationships

Build trust, understand emotions, personalize experiences, increase client
satisfaction.

2. Communication

Listen actively, interpret non-verbal cues, ensure clear interactions.

3. Team Leadership

Inspire, motivate, resolve conflicts, lead under pressure.

4. Crisis Management

Stay calm, make fast decisions, support others emotionally during high-stress
moments.

5. Reputation & Loyalty

Foster long-term relationships through empathy and emotional professionalism.

Applications Across Event Phases

Phase

Empathy/EIl Applications

Client Consultations

Understand vision, detect concerns, build rapport.

Planning & Design

Reflect emotional tone, customize experience.

Event Execution

Stay composed, read crowd mood, adjust in real time.

Team & Vendor Management

Encourage cooperation, resolve issues respectfully.

Post-Event Follow-up

Accept feedback gracefully, build long-term trust.

Development of Emotional Intelligence

Method Description

EI Training Learn self-awareness, regulation, and empathy skills
Mindfulness & Reflection Improve emotional awareness and control

Feedback & Mentoring Gain insights into interpersonal effectiveness

Source: The author
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sitivity, influencing, and motivation) and personal
self-awareness. El is crucial as it helps managers
manage conflicts, understand differing opinions,
and find common ground. Effective event managers
create a flexible, friendly atmosphere, eliciting em-
ployee preferences for teamwork and strengthening
interpersonal relationships. They are aware of their
strengths and weaknesses, and understand their emo-
tions, and their influence on decision-making. Self-
management is essential for effective task manage-
ment, and high self-esteem and respect enable them
to be effective leaders. Zhang, Zou, and Zillante
(2013) found that Chinese construction project man-
agers considered eight E1 competencies to be impor-
tant for the successful management of their projects.
These included empathy, inspirational leadership,
teamwork and collaboration, conflict management,
influence, change catalyst, service orientation, and
organizational awareness. Also, Salovey and Mayer
define El as five key aspects: self-knowledge, man-
agement of emotional state, self-motivation, empa-
thy, and managing relationships. These aspects are
influenced by factors such as age, family, family
environment, and gender. Lack of El can lead to in-
terpersonal relations and psychological issues. Emo-
tional Intelligence (EI) and Transformational
Leadership are both critical drivers of project suc-
cess. From the emotional intelligence perspective,
project teams benefit from strong communication,
effective teamwork, attentiveness, and robust con-
flict management. These soft skills foster collabo-
ration, reduce misunderstandings, and help maintain
momentum in complex project environments.

On the leadership side, transformational lead-
ership supports project success through four key
behaviors:

e Idealized Influence — serving as a role mod-
el to inspire trust and respect.

e Individual Consideration — recognizing
and nurturing the individual needs of team
members.

o Inspirational Motivation — articulating a
compelling vision that energizes the team.

¢ Intellectual Stimulation — encouraging in-
novation, creativity, and problem-solving.

Together, emotional intelligence and transforma-
tional leadership create a dynamic environment where
projects are more likely to succeed due to enhanced
communication, motivation, and adaptability.

Table 4 outlines the key components of EI and
how they interact Event Management Success:

In contemporary event management, empathy
and emotional intelligence are increasingly recog-
nized as strategic competencies rather than auxil-
iary “soft skills.” Their application extends beyond
interpersonal interactions, informing the design and
execution of events that resonate meaningfully with
diverse audiences. Designing events with empathy
enables planners to go beyond delivering logistically
seamless experiences by fostering authentic connec-
tions between the event and its intended audience.
Effective event design requires planners to adopt the
perspective of the attendee. This shift in viewpoint
facilitates the identification of key emotional and
experiential touchpoints, allowing planners to align
the event format, content, and environment with at-
tendees’ motivations, expectations, and potential
concerns. Although emerging trends and personal
preferences can influence planning decisions, events
that prioritize audience needs are more likely to gen-
erate satisfaction and perceived value. Empathy, in
this context, becomes a methodological tool to per-
sonalize the attendee experience through intentional,
meaningful design choices. A central tenet of empa-
thy-driven design is the understanding that attend-
ees desire not only information or entertainment, but
also acknowledgment—that their presence matters
to the event hosts. This sense of individual recogni-
tion can be achieved through targeted personaliza-
tion efforts, tailored to attendee profiles, preferences,
and behaviors. Empathy mapping offers a structured
approach to understanding attendees’ psychological

Table 4. Key Factors Linking Emotional Intelligence and Transformational Leadership to Project Success

Emotional Intelligence and its linkage to Event Management Success

Emotional Intelligence Components

Transformational Leadership Components

Communication —

Idealized Influence

Team Work —

Individual Consideration

Attentiveness —

Inspirational Motivation

Conflict Management —

Intellectual Stimulation

All contribute to —

«— Project Success

Source: The Impact of Emotional Intelligence on Project Management
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and behavioral profiles. An empathy map typically
includes four quadrants—says, does, thinks, and
feels—each designed to elicit insights into the lived
experiences of the target audience. Before engaging
in this mapping process, event planners must first
clearly define the intended audience and articulate
the primary goals of the event from the attendee’s
perspective (e.g., learning, networking, entertain-
ment, brand engagement). By systematically ana-
lyzing each quadrant, planners can identify friction
points and design enhancements. For instance, com-
mon issues such as extended check-in lines, lack
of clear signage, or insufficient dietary accommo-
dations can be preemptively addressed. Similarly,
high-value moments—such as keynote speeches or
immersive experiences—can be strategically ampli-
fied to maximize impact.

The practical application of empathy in event
planning is highly context-dependent, but several
consistent themes emerge:

e Inclusive Food and Beverage Options:
Providing non-alcoholic alternatives such as
mocktails, as well as accommodating dietary
restrictions (e.g., vegan, halal, gluten-free),
demonstrates sensitivity to diverse cultural,
health-related, or religious considerations.

e Accessibility Measures: Ensuring that ven-
ues, transportation options, and event plat-
forms are accessible to individuals with
mobility or sensory impairments is a funda-
mental aspect of empathetic planning. This
includes physical infrastructure as well as
accessible signage and communication ma-
terials.

e Cultural and Linguistic Sensitivity: The
use of inclusive language, culturally respect-
ful themes, and multilingual support enhanc-
es the sense of belonging among diverse par-
ticipants and reduces potential alienation or
confusion.

These practices not only improve the attendee
experience but also reflect a broader organizational
commitment to diversity, equity, and inclusion (DEI).
Beyond enhancing attendee satisfaction, empathy
and emotional intelligence contribute to improved
team collaboration, client communication, and cri-
sis management within the event planning process.
These competencies enable planners to anticipate
stakeholder needs, manage high-pressure situations
with composure, and foster trust-based relationships
with clients, vendors, and attendees.

In summary, the integration of empathy and
emotional intelligence into event planning is not

merely a matter of ethical or emotional appeal. It is
a strategic imperative that enhances event outcomes,
strengthens organizational reputation, and supports
long-term success in an increasingly competitive
and diverse industry.

GOAL, TASKS AND HYPOTHESIS OF
THE STUDY

The primary goal of this study is to explore the in-
fluence of empathy and emotional intelligence (EI)
on the key outcomes of event management, such as
team coordination, conflict resolution, stakeholder
satisfaction, and overall event success. To achieve
this goal, the following study tasks are set:

1. To examine the role of emotional intelli-
gence (EI) in enhancing interpersonal com-
munication and collaboration within event
management teams.

2. To assess how empathy contributes to con-
flict resolution and improves team dynamics
during event planning and execution.

3. To analyze the correlation between emotion-
al intelligence, empathy, and the satisfaction
of event stakeholders, including attendees,
vendors, and staff.

4. To evaluate the relationship between the
emotional competencies of event managers
and the overall success of events.

Research questions:

RQ1: How does empathy affect client relation-
ships in event management?

RQ2: To what extent does emotional intelli-
gence impact team dynamics and collaboration in
event management?

RQ3: How do empathy and emotional intelli-
gence influence decision-making and problem-solv-
ing during events?

RQ4: How can emotional intelligence contrib-
ute to reducing stress in high-pressure event man-
agement environments?

Research hypotheses:

This study investigates the role of empathy and emo-
tional intelligence (EI) in contributing to the success
of event management, particularly in the areas of
communication, collaboration, conflict resolution,
and stress management. The following hypotheses
are proposed:

H1: Higher levels of empathy among event pro-
fessionals are positively associated with increased
client satisfaction.
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The Impact of Empathy and Emotional Intelligence on Event Management Success
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Figure 3. Conceptual Model: The Impact of Empathy and Emotional Intelligence
on Event Management Success

H2: Higher emotional intelligence in event
management teams leads to improved collaboration
and communication effectiveness.

H3: Event managers who exhibit higher emo-
tional intelligence are more effective in managing
conflicts and resolving crises during events.

H4: Event professionals with high levels of em-
pathy and emotional intelligence experience lower
stress levels when working in high-pressure event
environments.

The same relationships are presented visually in
a conceptual model that illustrates how empathy and
emotional intelligence function as independent vari-
ables impacting various dependent variables related
to event success.

The conceptual model proposed in this study
illustrates the role of empathy and emotional intel-
ligence (EI) as key psychological and interpersonal
competencies that influence various aspects of event
management success. The model is grounded in the
assumption that both empathy and EI function as
strategic enablers of effective communication, col-
laboration, stress management, and client satisfac-
tion within the high-pressure context of professional
event planning and execution. The model identifies
two primary independent variables: Empathy — the
ability to understand and share the feelings of others.
Emotional Intelligence (EI) — the capacity to recog-
nize, understand, and manage one’s own emotions
and those of others. These variables are posited to
have direct and indirect effects on several key out-

comes relevant to successful event management.
Empathy is hypothesized to directly influence two
outcomes: Client Satisfaction: Event profession-
als with high levels of empathy are better equipped
to anticipate client needs, personalize experiences,
and respond with sensitivity to feedback, leading
to improved client satisfaction. This relationship is
captured in Hypothesis 1 (HI). Stress Reduction:
By fostering mutual understanding and emotional
attunement, empathy can also contribute to a more
supportive team environment, reducing psychologi-
cal stress during high-pressure phases of event ex-
ecution (Hypothesis 4, shared with EI). Emotional
intelligence is hypothesized to influence three inter-
related outcomes: Team Collaboration and Commu-
nication: Individuals with high EI are more adept at
managing interpersonal dynamics, resolving misun-
derstandings, and creating a psychologically safe en-
vironment, which enhances intra-team collaboration
(Hypothesis 2). Conflict and Crisis Management: EI
is especially relevant in high-stakes environments
where conflicts or crises are likely to emerge. Man-
agers who can regulate their emotions and read oth-
ers’ responses are more likely to de-escalate tensions
and resolve issues constructively (Hypothesis 3).
Stress Reduction: Emotional intelligence also ena-
bles event professionals to manage internal stress re-
sponses and cope with external stressors more effec-
tively, thereby contributing to overall well-being in
high-pressure situations (Hypothesis 4). The model
also accounts for indirect effects. For example, ef-
fective conflict and crisis management is expected
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to contribute to stress reduction, serving as both an
outcome of emotional intelligence and a mediator
for enhancing psychological resilience among team
members. This conceptual model provides a frame-
work for empirically investigating the psychologi-
cal and interpersonal mechanisms through which
empathy and emotional intelligence contribute to
project success in the event management industry. It
highlights the multifaceted role these competencies
play—mnot only in enhancing performance outcomes
but also in promoting emotional well-being and cli-
ent satisfaction, both of which are essential for sus-
tained success in high-stakes, service-oriented pro-
fessions.

METHODOLOGY

The objective of this study was to assess the per-
ceived impact of empathy and emotional intelligence
(EI) on event management outcomes, including
team coordination, conflict resolution, stakeholder
satisfaction, and overall event success. A mixed-
method survey was developed, combining Likert-
scale questions with open-ended responses. The sur-
vey was divided into five sections: Demographics;
Understanding Emotional Intelligence; Empathy in
Practice; Impact on Event Success; and Open-Ended
Reflections.

The tool used was Google Forms, and the
distribution channels included email, LinkedIn,
industry WhatsApp groups, and event management
forums. The survey duration was two weeks (April
1-15, 2025), and the sample size consisted of 120
respondents.

Respondent Profile:

¢ Roles: Event Planners (45%), Coordinators
(25%), Vendors/Suppliers (15%), Volunteers
(10%), Attendees (5%)

¢ Experience Level: Less than 1 year (12%),
1-3 years (35%), 47 years (30%), more than
8 years (23%)

Research Design

This study employs a mixed-methods research
design, integrating quantitative and qualitative ap-
proaches to comprehensively investigate the impact
of emotional intelligence (EI) and empathy on key
outcomes in event management, including team
coordination, conflict resolution, client relation-
ships, stakeholder satisfaction, and overall event
success. This design enables the study to explore
measurable relationships while also gaining in-depth
insights from participants’ experiences.

Population and Sampling/Target Population

The study will focus on two distinct yet inter-
related participant groups, both of which are integral
to the event management industry:

1. Event Management Professionals: This
group comprises individuals directly in-
volved in the planning, coordination, and ex-
ecution of events, including event planners,
coordinators, team leaders, and operational
staff.

2. Clients and Stakeholders: This group in-
cludes individuals or organizational repre-
sentatives who engage event profession-
als for service delivery. Examples include
corporate clients, private individuals (e.g.,
brides and grooms), non-governmental or-
ganization (NGO) representatives, and other
key stakeholders involved in event commis-
sioning or evaluation.

Sampling Strategy

A purposive sampling technique will be em-
ployed to deliberately select participants who pos-
sess relevant experience and insight into the plan-
ning, execution, or commissioning of events. This
non-probability sampling method is deemed appro-
priate for qualitative and mixed-methods research,
where the objective is to obtain rich, contextually
grounded data from informed individuals rather than
to generalize to a broader population.

Sample Size

¢ Quantitative Component: A total of 100
to 120 participants will be recruited for the
quantitative phase, comprising both event
professionals and clients/stakeholders. This
sample size is considered adequate for statis-
tical analysis and will facilitate meaningful
comparisons across participant groups.

¢ Qualitative Component: A subset of 10 to
15 participants will be selected for in-depth,
semi-structured interviews. This will include:

o A minimum of 4 to 5 clients or stake-
holders

o The remaining participants will be drawn
from the pool of event professionals

This sample is anticipated to be sufficient to
reach thematic saturation, whereby no new signifi-
cant insights emerge from additional interviews.

Data Collection Methods
Quantitative Data Collection

Data for the quantitative component will be
collected using a structured, self-administered on-
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line questionnaire. The instrument will consist of
standardized and custom-developed items, includ-
ing:

e A validated Emotional Intelligence (EI)
Scale
e A validated Empathy Scale
¢ Additional items designed to assess:
o Client satisfaction
o Effectiveness in conflict resolution
o Team collaboration
o Perceived overall success of the event

The questionnaire will be distributed electroni-
cally via professional event management networks,
email distribution lists, and approved client contact
databases.

Qualitative Data Collection

The qualitative component will involve semi-
structured interviews guided by tailored interview
protocols for each participant group:

e Event Management Professionals: Inter-
view questions will explore the role of emo-
tional intelligence and empathy in areas such
as team leadership, conflict resolution, and
client interaction.

e Clients and Stakeholders: Interviews will
examine participants’ experiences with event
professionals, with particular emphasis on
communication quality, emotional respon-
siveness, professionalism, and overall satis-
faction.

Interviews will be conducted via Zoom, tel-
ephone, or in person, based on participants’ avail-
ability and preference. All interviews will be audio-
recorded (with informed consent) and transcribed
verbatim for analysis.

Ethical Considerations

The study will adhere to established ethical re-
search standards to ensure the rights and welfare of
all participants are protected:

¢ Informed Consent: Comprehensive infor-
mation about the study’s objectives, proce-
dures, risks, and benefits will be provided,
and written informed consent will be ob-
tained from all participants.

e Voluntary Participation: Participation will
be entirely voluntary, with individuals free
to decline or withdraw at any stage without
penalty.

¢ Confidentiality and Anonymity: All data
will be anonymized during analysis and se-

curely stored. Participants’ identities will
not be disclosed in any publications or re-
ports.

o Ethical Approval: Ethical clearance will be
sought and obtained from the appropriate in-
stitutional ethics committee prior to data col-
lection.

e Use of Data: All data collected will be used
solely for academic and research purposes,
and will not be shared with third parties with-
out explicit consent.

RESULTS AND DISCUSSION

Overview of Participants: A total of 120 partici-
pants completed the survey, comprising 90 event
professionals and 30 clients. Additionally, 12 in-
depth interviews were conducted — 8 with event
professionals and 4 with clients. Participants repre-
sented a broad range of sectors, including corporate,
social, and nonprofit event management.

Quantitative Findings: A positive correla-
tion was found between high emotional intelligence
scores and improved team collaboration (r = 0.64,
p <0.01). Participants with higher EI reported fewer
incidents of miscommunication and conflict with-
in teams. To investigate the relationship between
emotional intelligence and team dynamics, Pearson
correlation analysis was conducted. The results are
summarized in Table 5.

Table 5. Correlation Between Emotional Intelligence
and Team Collaboration

Variable 1 2

1. Emotional Intelligence (EI) —

2. Team Collaboration 0.64 (p<0.01)| —

Note: N =120. p <0.01 indicates statistical significance.

Participants with higher emotional intelligence
(EI) scores demonstrated significantly better team
collaboration outcomes (r = 0.64, p < 0.01). Further-
more, respondents with elevated EI levels reported
fewer instances of team miscommunication and in-
terpersonal conflict.

Qualitative Insights:

Thematic analysis of interview data revealed
several key insights regarding the role of emotional
intelligence in managing team dynamics:

¢ Emotional Regulation and De-escalation:

Event professionals frequently referenced
the use of emotional awareness to de-escalate



132 Empathy and Emotional Intelligence as Predictors of Event...

PsyRB, Vol. 28, No 2, 2025

conflict and manage interpersonal tensions
during high-pressure planning phases.

“I try to stay calm and help others calm down
— that's how we avoid team blowups during crunch
time.” (Participant 5, Event Planner)

e Empathic Task Delegation: Understand-
ing team members’ emotional states allowed
managers to assign responsibilities in a more
strategic and supportive manner.

“Understanding how my team members feel
helped me assign tasks more wisely during the most
stressful parts of the event.” (Participant 9, Event
Coordinator)

e Morale Maintenance: Several participants
emphasized that EI helped maintain team
morale, especially when facing logistical
challenges or client pressure.

Discussion: The findings provide empirical
support for the hypothesis that emotional intelli-
gence positively influences team collaboration in
event management contexts. The moderate to strong
correlation found between EI and team collabora-
tion aligns with existing research, which identifies
EI as a critical predictor of effective interpersonal
functioning in high-stress professional environ-
ments (Goleman, 1995; Salovey & Mayer, 1990).
Qualitative data further illuminate how specific EI
competencies — such as self-awareness, emotional
regulation, and social awareness — are applied in
real-world event settings to foster cohesion, man-
age stress, and optimize team performance. These
results underscore the value of incorporating EI
training into leadership development programs for
event professionals.

Empathy and Client Relationships (RQ1)

Quantitative Findings:

¢ Clients who perceived their event managers
as empathetic rated their satisfaction signifi-
cantly higher (mean satisfaction score: 4.6/5)
than those who did not (mean: 3.7/5).

¢ A strong relationship was observed between
empathy scores of professionals and client
satisfaction (r = 0.58, p < 0.01).

Qualitative Insights:

¢ Clients valued event professionals who “lis-
tened attentively,” “showed genuine con-
cern,” and “anticipated emotional needs”
(e.g., nervous brides, grieving families, over-
whelmed corporate reps).

e One client stated, “It wasn’t just about the
logistics—they really cared about what the
event meant to me.”

Discussion: Empathy clearly plays a vital role
in building trust and rapport with clients. Emotional
attunement contributes not just to satisfaction, but
to client loyalty and positive referrals. Empathetic
behavior helps create a personalized, emotionally
resonant experience, especially in events with high
emotional stakes.

EI, Empathy, and Problem-Solving (RQ3)

Quantitative Findings:

e Respondents with higher EI and empathy
scores demonstrated greater self-rated ability
to resolve problems effectively (mean score:
4.5/5).

e Emotional self-regulation and perspective-
taking were common traits among those who
successfully managed on-site challenges.

Qualitative Insights:

e Event professionals described how staying
calm and reading emotional cues helped them
make rapid yet thoughtful decisions during cri-
ses (e.g., weather changes, vendor no-shows).

¢ One planner shared, “Being emotionally cen-
tered helped me think clearly when every-
thing started falling apart.”

Discussion: These results suggest that EI and
empathy are not just interpersonal tools, but also
critical for cognitive functions like judgment and
problem-solving. This supports the theory that emo-
tionally intelligent individuals are better equipped to
navigate unpredictable, high-pressure environments.

EI and Stress Management (RQ4)

Quantitative Findings:

e Participants with high emotional intelligence
reported significantly lower stress levels dur-
ing peak event phases (p < 0.05).

e Emotional self-regulation was the strongest
predictor of stress reduction among EI sub-
components.

Qualitative Insights:

e Respondents cited mindfulness, emotional
awareness, and empathy for team members
as key stress-management strategies.

¢ One professional said, “When I manage my
own emotions, | help my team stay focused
too.”
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Discussion: These findings reinforce the idea
that EI serves as a buffer against occupational stress.
In high-stakes industries like event management, the
ability to manage emotions is essential for both per-
formance and well-being.

Emotional Competencies and Event Success

Quantitative Findings:

A multiple regression analysis was conducted to
examine the extent to which emotional intelligence
(EI) and empathy predict perceived event success.
The model was statistically significant and explained
48% of the variance in perceived event success
(R?=10.48, p<0.001), indicating a substantial effect.

Table 6. Multiple Regression Analysis
Predicting Perceived Event Success

Predictor

Variable B |SE | B t | p-value
Emotional

. 0.4210.09(041|4.67| <0.001
Intelligence
Empathy 0.35]0.08 [ 0.38|4.38| <0.001

Model Summary

R2=0.48

F(2, 117) = 53.74 <0.001

The results indicate that both emotional intel-
ligence (fp = 0.41, p <0.001) and empathy (B = 0.38,
p < 0.001) are significant predictors of perceived
event success. Together, these emotional competen-
cies account for nearly half of the variability in par-
ticipants’ perceptions of successful event outcomes.

In addition, emotional competencies were found
to correlate positively with stakeholder satisfaction,
including clients, vendors, and internal team mem-
bers. Higher EI and empathy scores were associated
with more favorable evaluations of communication,
conflict management, and responsiveness during the
planning and execution of events.

Discussion: These findings affirm the central
hypothesis of the study: emotional intelligence and
empathy are key predictors of event success. Beyond
logistical execution, emotionally competent manag-
ers foster trust, collaboration, and resilience—all es-
sential for delivering exceptional events.

Conclusion of Discussion

This study underscores the significant contribution
of emotional intelligence (EI) and empathy to suc-

cessful event management practices. The findings,
derived from both quantitative and qualitative data,
reveal that these emotional competencies are not pe-
ripheral attributes but core determinants of effective
team coordination, conflict resolution, and stake-
holder engagement.

Specifically, individuals with higher EI and
empathy scores demonstrated greater capacity for
managing interpersonal dynamics, maintaining team
morale under pressure, and responding adaptively to
client needs. These skills facilitated not only smooth-
er internal collaboration but also enhanced satisfac-
tion among clients and vendors, suggesting a direct
link between emotional competence and stakeholder
perceptions of professionalism and service quality.
Furthermore, emotional intelligence was positively
associated with sound decision-making and the abil-
ity to navigate the high-stress, fast-paced environ-
ment typical of event execution. Participants who
exhibited stronger EI and empathy were more likely
to mitigate tensions, adapt to unforeseen challenges,
and maintain loyalty among clients, which in turn
contributed to the perceived success of the events.
Taken together, these findings align with and extend
existing literature on the role of emotional com-
petencies in leadership and service delivery. They
highlight the importance of integrating emotional
intelligence development into training and profes-
sional development programs for event management
professionals. Cultivating these skills may not only
improve individual performance but also enhance
overall organizational outcomes in the events sector.

Integrating emotional training into event man-
agement education and professional development
could significantly enhance performance and client
satisfaction in the field.

Below are the summarized Likert scale results
tables based on the study’s areas of focus (Emo-
tional Intelligence, Empathy, and event management
outcomes like team collaboration, stress reduction,
etc.). Likert Scale Summary Table — Event Profes-
sionals® Responses (n = 90)

Table 7 presents the responses of event profes-
sionals (n = 90) to statements concerning emotional
intelligence, empathy, and event-related outcomes,
measured using a 5-point Likert scale. Overall, re-
spondents reported high levels of agreement with
statements reflecting the positive impact of emo-
tional competencies on professional functioning. For
example, a large proportion of respondents agreed
or strongly agreed that emotional intelligence helped
them collaborate more effectively with their team
(M =4.02, SD = 0.81), and that empathy improved
their client relationships (M = 4.14, SD = 0.72).
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Table 7. Likert Scale Summary Table — Event Professionals‘ Responses (n = 90)

Statement St.rongly Disagree | Neutral | Agree Strongly Mean SD
Disagree Agree
Emotional 1ntelllgegce helped me 204 4% 12% 549 28% 402 031
collaborate better with my team.
i}‘:;::t::ﬁ)afsly to understand my clients 1% 3% 10% | 50% | 36% | 417 | 0.74
En'lc')tlonal intelligence 1mpr9ved my 1% 50, 14% 520, 28% 401 0.79
ability to solve problems during events.
fn ‘j“;ﬁ;?jf;?;:f;f:“vely due to 3% 6% 20% | 48% | 23% | 382 | 091
Being empathetic helped improve my 2% 2% 8% | s6% | 32% | 414 | 072
relationships with clients and vendors.
Events | managéd were more suf:cessful 294 79 15% 49% 27% 3.92 0.86
due to my emotional competencies.
Source: According to survey data
Table 8. Likert Scale Summary Table — Clients’ Responses (n = 30)
Statement St.rongly Disagree | Neutral | Agree Strongly Mean | SD
Disagree Agree

;ﬁ;‘éﬁ;"iﬁﬁiﬁ’;al showed empathy 0% 3% 10% | 50% | 37% | 420 | 0.69
I felt emotionally supported during the o o o o o
planning and execution of the event. 3% 7% 17% 47% 26% 3.86 0.94
My satisfaction increased due to the o o o o o
emotional sensitivity of the planner. 0% 3% 13% >3% 31% 4.13 075
I would recommend this event planner o o o o o
due to their emotional understanding. 0% 0% 13% S0% 37% 4.23 0.67

Source: According to survey data

Notes: Mean (Average) shows overall agreement level (closer to 5 = higher agreement).
SD (Standard Deviation) indicates response variation (lower = more consistent views).

Table 8 summarizes client responses (n = 30)
to statements assessing their perceptions of the emo-
tional competencies of the event professionals they
worked with. Clients generally rated their experi-
ences positively. Notably, the statement “The event
professional showed empathy toward my concerns”
had a mean score of 4.20 (SD = 0.69), while “I would
recommend this event planner due to their emotional
understanding” scored even higher (M = 4.23, SD =
0.67), indicating strong perceived value in emotional
sensitivity.

These descriptive results provide a foundation
for understanding the role of emotional competen-
cies prior to exploring the statistical relationships
between variables.

To examine the relationships among emotion-
al intelligence, empathy, and event management
outcomes, Pearson’s correlation coefficients were

computed. A significant positive correlation was
found between emotional intelligence and team
collaboration (r = 0.64, p < .01), indicating that in-
dividuals with higher emotional intelligence were
more likely to report effective collaboration within
teams. Empathy was also positively correlated with
client satisfaction (r = 0.58, p < .01), suggesting
that empathic behavior plays a key role in stake-
holder engagement.

A multiple regression analysis was conducted
to determine the extent to which emotional intelli-
gence and empathy predicted perceived event suc-
cess. The results indicated that both variables were
significant predictors. Together, emotional intelli-
gence and empathy explained 48% of the variance
in perceived event success (R? = 0.48, F(2, 117) =
53.74, p <.001). Regression coefficients are present-
ed in Table 9.
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Table 9. Multiple Regression Predicting Perceived Event Success from
Emotional Intelligence and Empathy

Predictor B SE [} t p
Emotional Intelligence 0.42 0.09 41 4.67 <.001
Empathy 0.35 0.08 38 4.38 <.001
Model Summary
R2= 48
F(2, 117)=53.74 <.001

Source: According to survey data

The results of this study underscore the criti-
cal role of emotional intelligence and empathy in
achieving successful outcomes in event manage-
ment. The descriptive findings show that event
professionals generally perceive emotional compe-
tencies as enhancing their ability to collaborate, re-
solve conflicts, and manage stress. Similarly, clients
reported high satisfaction with emotionally respon-
sive event professionals, indicating that these traits
are both valued and impactful. The strong positive
correlation between emotional intelligence and team
collaboration (r = 0.64) supports previous research
suggesting that emotionally intelligent leaders cre-
ate more cohesive and effective teams (Goleman,
1995; Salovey & Mayer, 1990). Respondents also
reported fewer miscommunications and greater abil-
ity to manage stressful situations effectively when
high levels of EI were present. These findings sug-
gest that emotional intelligence not only enhances
task execution but also strengthens interpersonal dy-
namics within teams. Empathy emerged as a particu-
larly important factor in client relationships. Clients
who perceived their event planner as empathic also
reported higher levels of satisfaction and emotional
support throughout the planning process. This is re-
inforced by the strong correlation between empathy
and client satisfaction (r = 0.58), as well as by high
mean scores on relevant survey items. These results
indicate that empathy is not merely a desirable per-
sonality trait but a professional competency that in-
fluences client loyalty and trust. Moreover, regres-
sion analysis showed that emotional intelligence and
empathy jointly explained nearly half of the variance
in perceived event success. This finding positions
emotional competencies as key predictors of both
internal (team-based) and external (client-facing)
outcomes, reinforcing the notion that these are not
peripheral ,,soft skills“ but core assets in event man-
agement. Qualitative insights echoed these statistical
findings, with participants describing how emotional
awareness and empathic communication helped de-

escalate conflict, guide decision-making, and sustain
morale. The convergence of quantitative and quali-
tative data strengthens the credibility of the results
and highlights the multifaceted value of emotional
competencies in real-world event scenarios. These
findings have clear implications for professional
practice. Training and development programs in the
event management sector should incorporate mod-
ules focused on building emotional intelligence and
empathy. Doing so may improve not only individual
performance but also broader organizational out-
comes, including client retention, vendor relations,
and team stability. In an industry defined by high
stakes, fast-paced environments, and complex social
interactions, emotional intelligence and empathy are
not optional — they are essential tools for profes-
sional excellence and competitive advantage.

Results suggest strong positive perceptions of
EI and empathy, particularly in client relationships
and team collaboration. The findings of this study
underscore the critical role of emotional intelli-
gence (EI) and empathy in achieving key outcomes
in event management. Through quantitative data
(e.g., Likert scale ratings and correlation analysis)
and qualitative feedback from event professionals
and clients, several clear conclusions can be drawn:

1. Emotional Intelligence Enhances Team
Coordination and Problem-Solving

2. Participants strongly agreed that EI im-
proved team collaboration, communication, and
the ability to make calm, effective decisions during
stressful event situations. The positive correlation (r
= 0.64) between EI and team collaboration supports
the idea that emotionally intelligent leaders foster
more cohesive and productive teams.

3. Empathy Strengthens Client Relation-
ships

4. Clients consistently rated their satisfac-
tion higher when event professionals demonstrated
empathy. Empathy was seen not only as a soft skill
but as a driver of trust, responsiveness, and person-
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alized service. This aligns with a strong correlation
(r = 0.58) between empathy and client satisfaction,
as well as high Likert scores on statements like “The
planner showed empathy toward my concerns.”

5. Emotional Competencies Contribute to
Stress Management and Event Success

6. Event professionals with higher EI reported
lower stress levels and greater perceived event suc-
cess. Emotional self-awareness, self-regulation, and
social skills helped professionals stay composed un-
der pressure, contributing to better outcomes for all
stakeholders.

7. Statistical and Thematic Convergence

The convergence between quantitative and
qualitative findings strengthens the credibility of the
results. Both data sets indicate that EI and empathy
are not peripheral but central competencies in the
successful planning and execution of events.

8. Implications for Practice

These results suggest that developing EI and
empathy should be a priority in event management
training and professional development. Doing so
could enhance not only internal team functioning but
also client satisfaction, vendor relations, and overall
event performance.

In an industry driven by people, emotions, and
high-stakes moments, the ability to understand, reg-
ulate, and respond to emotions is not optional—it is
foundational. Emotional intelligence and empathy
are not just “nice to have”; they are strategic advan-
tages in the competitive field of event management.

CONCLUSION

This study concludes that emotional intelligence
(EI) and empathy are critical drivers of success in
event management. Both emotional competencies
significantly influence team coordination, conflict
resolution, client satisfaction, and overall event out-
comes. The results show that emotionally intelligent
professionals are better equipped to manage stress,
make effective decisions under pressure, and foster
collaborative, trust-based relationships with both
teams and clients. Empathy, in particular, emerged
as a key factor in enhancing client experiences and
satisfaction, demonstrating that emotional connec-
tion and understanding are just as important as logis-
tical execution. Emotional intelligence contributes
to more resilient teams and smoother event delivery,
while empathy bridges the gap between service and
meaningful human interaction. Ultimately, the inte-
gration of EI and empathy into event planning prac-
tices leads to more efficient management, stronger

stakeholder relationships, and greater event success.
These findings highlight the need for targeted emo-
tional competency training in event management
education and professional development programs,
positioning emotional intelligence and empathy as
essential—not optional—skills in the modern events
industry.

Recommendations

Based on the findings of this study, several recom-
mendations can be made to enhance professional
practice in the field of event management. First, there
is a clear need to integrate emotional intelligence
and empathy training into both academic curricula
and professional development programs. Given the
strong associations between these emotional compe-
tencies and outcomes such as team coordination, cli-
ent satisfaction, and event success, targeted training
modules can equip event professionals with the in-
terpersonal tools necessary for effective leadership,
conflict resolution, and stakeholder engagement.

Second, organizations within the events indus-
try should consider incorporating emotional intelli-
gence assessments into their recruitment, onboard-
ing, and performance evaluation processes. These
assessments can help identify candidates with strong
emotional competencies and support the ongoing de-
velopment of these skills among existing staff. By
recognizing and fostering emotional strengths, com-
panies can enhance both individual performance and
organizational culture.

In addition, reflective practice should be en-
couraged as a core component of professional
growth. Techniques such as journaling, peer debrief-
ing, and mindfulness can increase emotional self-
awareness and stress resilience. These practices are
especially valuable in the high-pressure context of
event planning, where decision-making under stress
is common and emotionally charged interactions are
routine.

Several directions for future research emerge
from this study. Longitudinal research would be
particularly valuable in tracking the development
of emotional intelligence and empathy over time
among event professionals. Such studies could ex-
amine how these competencies evolve with experi-
ence and how they contribute to long-term career
trajectories, client relationship quality, and event
outcomes.

Additionally, future studies should explore the
role of emotional competencies across diverse cultur-
al and organizational contexts. Event management is
a globally practiced profession with significant cul-
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tural variation in communication styles, emotional
expression, and client expectations. Investigating
how EI and empathy operate in different cultural or
regional settings could offer more nuanced and gen-
eralizable insights.

Emerging technologies also present a compel-
ling area for exploration. As virtual and hybrid event
formats become more prevalent, research should ex-
amine how digital communication tools affect the ex-
pression and perception of emotional intelligence. Un-
derstanding how emotional connection is maintained
(or disrupted) in remote settings can inform strategies
for enhancing client engagement and team collabora-
tion in technologically mediated environments.

From an industry perspective, the findings of
this study point to several strategic applications.
Companies that invest in emotional intelligence de-
velopment may see improvements in client experi-
ence, as emotionally attuned professionals are more
likely to build trust, adapt to client needs, and foster
lasting relationships. Enhanced emotional compe-
tence can also contribute to stronger internal teams
by improving morale, reducing interpersonal con-
flict, and lowering staff turnover rates—critical con-
cerns in a fast-paced and high-stakes industry.

Moreover, the ability to manage stress and
crises effectively is increasingly vital in event con-
texts marked by unpredictability and logistical com-
plexity. Training event professionals to recognize
and regulate emotional responses can significantly
improve their capacity to navigate disruptions and
maintain professional composure, ultimately leading
to more successful and resilient event execution.
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