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ABSTRACT

Background: Modern areas of applied psychology, including management psychology, traditionally distinguish two main
groups of organizational efficiency indicators: productivity and socio-psychological. Productivity indicators, volume,
and quality of manufactured products, the intensity of production process, rhythm, sales volume, market expansion,
creation of new customer networks, etc. All such indicators are usually expressed in numbers and are easy to estimate,
but how to measure social efficiency indicators: Teamwork, employee collectivism, their attitude towards personal and
professional growth, high-quality relationships with each other, are quite difficult to assess. This is why more and more
attention is being paid to the use of intangible assets, particularly the utilization of emotional resources, in business.
Obijectives: To identify emotions experienced and expressed, to assess the strength of emotional workload in the work
process, and to determine how emotions combined with business goals.

Methods/Approach: While conducting and planning the research statistical methods, both on the principle of sampling
and non-sampling were included.

Results: Research showed that the effectiveness of the management process is improved if the official leader is recognized
by the members of the working group as the leader

Conclusions: In modern conditions of development, the leader is required not only to perform basic managerial functions
but also to select the right team, to create the necessary emotional impulse to achieve the set goal. In other words, a
modern leader should not only be a leader but should also be an emotional leader.
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INTRODUCTION

In modern business, issues such as cost reduction, profit growth, reaching a consensus with a partner,
gaining a competitive advantage, finding ways to solve problems creatively, or improving product quality are
becoming more and more important every year. The heads of companies have a big burden on their shoulders
to solve these problems. Especially when the methods of increasing the efficiency of the company are getting
older every year. In such a situation, the effectiveness of business relationships depends on the timely
fulfilment of the goals set by the company's executives (Galanina et al, 2017; Shamilishvili, 2019; Zaverbnyj,
Redina, & Matseliukh, 2019; Kurmanov et al, 2018; Petrova et al, 2020). Mainly the goals that are achieved
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by the joint efforts of the employees of the organization. Successful work in a team, of course, depends on the
ability of employees to do their job efficiently and consistently. At the present stage of business development,
abstract and obscure theses such as "teamwork", "improving communication skills", "focusing on results" and
"striving for development™ not only instead of motivating employees, irritate them. A clearer algorithm of
action needed: what, how, and when to do in order to develop organizational efficiency growth methods and
rise to a new level.

Modern areas of applied psychology, including management psychology, traditionally distinguish two main
groups of organizational efficiency indicators: productivity and socio-psychological (Cherniss & Adler, 2000).
Productivity indicators, volume, and quality of manufactured products, the intensity of production process,
rhythm, sales volume, market expansion, creation of new customer networks, etc. All such indicators are
usually expressed in numbers and are easy to estimate, but how to measure social efficiency indicators:
Teamwork, employee collectivism, their attitude towards personal and professional growth, high-quality
relationships with each other, are quite difficult to assess (Arsawan, 2019; Baklanova, Petrova & Koval, 2020;
Drobnic, Toros &Weis, 2020; Gechbaia, Kharaishvili & Mushkudiani, 2019). This is why more and more
attention is being paid to the use of intangible assets, particularly the utilization of emotional resources, in
business.

Human life is full of a variety of emotions, but all of them are directly derived from the basic emotion or
represent a combination of several basic emotions. Many academic papers scientifically research emotions
(Barsade & Gibson, 1999).

Well-known psychologist and emotional researcher Paul Eckman focuses on seven basic emotions (interest,
joy, sadness, anger, disgust, fear, and surprise) (Ekman, 2003) Theorist Robert Pluchik discusses initial eight
emotions and a whole range of similar emotions (Plutchik, 2001). According to Plushik's theory, emotions are
evolutionary mechanisms that play an important role for humans to adapt and survive in the external world.
According to this view, the function of each emotion is to stimulate adaptive behavior: emotion is followed by
a natural impulse that is expressed in a particular behavior. These mechanisms are genetically determined and
work automatically - managing and pushing people to respond to external stimuli. There are 8 main
(prototypical) emotions: Anger, fear, sadness, joy, disgust, surprise, confidence, and interest. The model of
basic emotions is not only an interesting and curious theory but also helps people understand their psycho-
emotional dynamics and self-organize. Taking this mode into consideration businesses can more productively
use impulses emanating from employees ’emotions redistribute energy resources in the required direction.

According to D. Goleman, a professor at Harvard University, the great revolution of the 21st century is the
revenge of the senses on the intellect (Boyatzis, Goleman & Rhee, 2000). If earlier the 1Q showed the ability
to succeed in a particular professional activity, today it prefers the emotional ratio (EQ). Numerous studies
have shown that the best employees are not only "graduates” of prestigious universities, but also people with

high emotional intelligence (Gobe, 2001).
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Because they are well aware of other people's emotions and they can manage their emotional field, their
behaviour is more adapted to society, they can easily achieve their goals, and overall, they influence a prospect
of a long-term partnership with customers. Thus, researching and analyzing emotions in business practice is

becoming more and more relevant.

METHODOLOGY

To identify emotions experienced and expressed, to assess the strength of emotional workload in the work
process, and to determine how emotions are combined with business goals, for employees in various companies
in the public and private sectors, a marketing survey was conducted by Akaki Tsereteli State University's
Business Administration Department. The purpose of the survey was to ask as many people as possible by the
authors. Respondents were workers who are working in different positions in Kutaisi. The questionnaire was
based on metric and nominal variables, and most of the questions were close-ended. 342 respondents were
interviewed. Respondents selected based on statistical methods, both on the principle of sampling and non-
sampling. Care has been taken to ensure all material included in the analyses is anonymous, unattributable and

conforms to ethical research guidelines.

RESULTS AND DISCUSSION
This research specifically focuses on the more subtle forms of emotion, which are harder to detect and respond
to the questions:

1. To the question: "Which emotion do you have the most in the process of work" the answers of the
respondents were distributed as follows: Anger 12%, fear 13%, sadness 9%, love 27%, joy 14%, disgust
4%, surprise 5%, interest 26%. (fig.1)

2. Tothe question "Can you talk openly about emotions and feelings in the company?", a significant part
of the respondents (35%) think that "can not", "emotions are neglected" 30% of respondents answer,
"emotions are suppressed” say 25% of respondents, 10 % of respondents believe that "Touch” with
emotion should not be at all", otherwise you will have problems.

3. Respondents’ answers to the question: "What do you think are the consequences of neglecting
employees' emotions?" answers were as follows:

"Staff is less loyal to the company™ (12%). The work environment is stressful (12%), employees often get

sick "on a nervous basis" (12%).

4. It was interesting to find out how employees feel after work hours. The majority of respondents (31%)
say, they are "tired and unenergetic," after the end of the work hours, 20% of the respondents think that
they are "more emotionally and mentally tired, rather than physically”. 6% of respondents answer:
“Work emotions interfere with personal relationships.” "Positive emotion follows me from work™

admits only 7% of respondents.
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Figure 1. Emotions in the process of work

Source: Own computations

5. The question: "Name the causes of stress" offered 17 options for answers. The first five answers to

causes of stress are:

"Low living standards" (12%), "Routine life with little emotion" (27%), "Lack of money and various bank
debts" (15%), "Conflict situations with employees and other people™" (12% ), "Impossibility of quality rest"
(20%), "Chronic diseases" (4%), "Excessive physical and mental load" (10%).

6. To the question: In your opinion, what kind of emotions do the managers of the company express in

their relationship with their subordinates?

Anger emotion (28%), fear (18%), melancholy (5%), joy (10%), disgust (5%), surprise (8%), confidence
(13%) and interest (15%). (fig.2)

Particularly alarming is the fact that the emotions of anger prevail in the emotions expressed by the
subordinates of the managers. Clearly, anger produces only aggression and fear, which in turn causes stress.
Stress is nothing more than an excessive state of emotion of expectation or fear. As research shows, stress
factors can be divided into two groups: organizational factors associated with working in a company and
personal factors related to the personal lives of employees. We believe that stress is an unavoidable condition
for the development of a business, but managers need to be able to identify the factors that cause stress, come

up with protective mechanisms in a timely manner, and manage stress effectively.
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Emotions of the managers
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Figure 2. Emotions of the managers of the company express in their relationship with their subordinates

Source: Own computations

7. To the question "How do you think the company's microclimate will change based on the open
expression of emotions and proper management of emotions?", "Employee interaction process will be
effective” answer 18% of respondents, management decisions will be adequate - 27%, work
productivity will increase - 20%, working microclimate will become positive - 18%, conflicts will
decrease - 17% (Fig.3).
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Figure 3. Emotions and the efficiency of the work of companies

Source: Own computations
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The research confirms that the topic of emotional management and emotional intelligence is quite new in
Georgian business practice, so it is advisable to train employees in managerial positions in business fields to
develop emotions and emotional knowledge and skills, to achieve emotional and intellectual growth. Managers
who ignore the emotional component of management spend a lot of energy and health on artificial "masks",
but they lose important information about themselves and the outside world. At the same time, the basis for
all kinds of long-term cooperation is the understanding of others, their goals, and their values. The relationship
between trust and organisational performance has been proven in a number of previous studies, so it can be
stated that informal knowledge/information sharing (workplace gossip) with false information adversely
affects organisation trust, and, through it, organisational performance. Using well-chose indicators and
parameters, the economic consequences can be quantified, which will be presented in a later study.

The research also highlighted that, although formal information/knowledge sharing within organisational
functioning is more typical, (thanks to Operational Regulations and Organisational Policies), than the informal
mode, people very often are emotional at work. Even if the results make you aware of the negative effects of
such informal ways of information/knowledge sharing on the development of culture, emotional relationships,

organisational operation, performance and effectiveness.

CONCLUSION

The study showed that the effectiveness of the management process improved if the members of the working
group as the leader recognize the official leader. In modern conditions of development, the leader is required
not only to perform basic managerial functions but also to select the right team, to create the necessary
emotional impulse to achieve the set goal. In other words, a modern leader should not only be a leader but
should also be an emotional leader.

Every day managers get huge amounts of information, the volume of which is constantly increasing.It is
impossible to say that emotion and emotionality are better than logic and rationality, however, the results of
the study completely deny the generally accepted view that emotions should be completely excluded from
business activities, moreover, close, coordinated mental work with emotions can improve not only the
professional, communicative and social skills of employees, but also meet and maintain the high level of
customer needs.

The emotion inherent in the work did impact on service providers. Occasionally felt mood differed from
that which respondents were able to display and they had to suppress their own feelings while caring for or

managing the emotions of others.
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