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Foreword
 

The Fourth Industrial Revolution (4IR) is characterized by the fusion 
of the digital and physical worlds with the growing utilization of new 
technologies such as artificial intelligence, cloud computing, robotics, 
3D printing, the Internet of Things, and advanced wireless technologies. 
These developments have ushered in a new era of economic disruption 
with uncertain socio-economic consequences. Therefore, the new reality 
of today’s organization—globalization impacts, outsourcing, advanced 
technology, and virtual teams; and e-business—have caused uncertainty 
for people across the world. There are tremendous changes happening in 
the world that require fundamental demand shifts. It is necessary to move 
from an old paradigm to a new one. The COVID-19 pandemic has placed 
extraordinary demands on businesses and other leaders. Employees and 
other stakeholders are fearful because of COVID-19’s humanitarian toll. 
Executives are finding it difficult to respond due to the outbreak’s massive 
scale and sheer unpredictability. In fact, the outbreak is characterized by 
a crisis of “landscape-scale”: an unexpected event or sequence of events 
of massive scale and extreme speed, causing high levels of uncertainty, 
disorientation, a sense of loss of control, and strong emotional disorder. 
Leaders can start to respond once they recognize a crisis. Yet in a routine 
emergency, they cannot react as they would, by following plans drafted 
in advance. Effective responses are improvised in large measure during 
a crisis that is governed by unknowingness and uncertainty. They could 
cover a variety of measures: not only temporary steps, but also changes 
to ongoing practices in businesses, which can be useful to continue even 
after the crisis has passed. During a crisis, what leaders require is not a 
predefined response plan, but rather behaviors and mindsets that prevent 
them from overreacting to yesterday’s events and allow them to look 
ahead. 

Under this backdrop, this is a commendable attempt by the editors 
and authors to write a this book, Emotional Intelligence for Leadership 
Effectiveness: Management Opportunities and Challenges during Times of 
Crisis. This edited book attempted to examines the problems faced due to 
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crisis through the lens of emotional intelligence and leadership roles. I am 
very confident that this edited book will add value to the existing literature 
of this area and will be a must-read book to academics, researchers, and 
practitioners as well. 

—Dr. Md. Aminul Islam 
Faculty of Applied and Human Sciences, 

University Malaysia Perlis, Malaysia 



Introduction
 

The outbreak of COVID-19 has resulted in tension, anxiety, and fear, which 
has led to psychological disorders. The pandemic is considered one of the 
most turning points in history as it hobbles economic and social standards 
by generating a new human era. It is impossible to know what the new 
world will look like. The global COVID-19 pandemic has brought about 
a series of changes to the way we work. From suddenly managing teams 
working remotely to employees experiencing mental health or financial 
hardship – the crisis has led to many new leadership challenges. 

Leadership may be difficult to describe, but in times of crisis, it is easy 
to identify. As the pandemic has spread fear, disease, and death, national 
leaders around the world have been severely challenged. Some leaders 
have failed miserably, but others have risen to the challenge, exhibiting 
resolve, courage, empathy, respect for science and essential decency, 
and thereby reducing the burden of the disease on their people. It is the 
responsibility of leaders to show empathy, optimism, and flexibility that 
will lead the people out of this crisis, which will ultimately be depicted in 
individuals as well. 

Amid the chaos of recent months, the world has latched onto leaders 
who seem capable of righting the ship. Some we may have expected, 
such as heads of state like New Zealand’s popular Prime Minister Jacinda 
Ardern and Germany’s longtime Chancellor Angela Merkel. Others were 
perhaps less obvious, including NBA Commissioner Adam Silver, 3M 
CEO (Chief Executive Officer) Mike Roman, and New York Governor 
Andrew Cuomo. However, the phrases employed to define their leader­
ship styles can be utilized to draw a relationship between all of these 
individuals. Silver’s remark has been described as “honest” and Cuomo’s 
as “reassuring.” They each have a relational style to leadership that helps 
them to build a positive emotional climate (PEC) and gain buy-in for a 
shared vision of how to weather our current problems. 

It is always important for leaders to have emotional intelligence (EI), 
but it becomes much more important during times of crisis. Emotions 
are high when things are unpleasant or tense. To be a leader, you must 
control your own emotions and help others do the same. The emotionally 
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intelligent leader is more likely to successfully manage many relation­
ships in a crisis. Inspiring others and managing conflict, for instance, is 
easier for those leaders who can connect on a deeper level via EQ. Leaders 
with high EQ know themselves. They can effectively self-regulate and 
self-motivate through a difficult, uncertain time. Coming from a solid 
self-foundation, these leaders are able to engage effectively with others. 
Many academics claim that leaders with emotional intelligence are better 
prepared to face the challenges of a crisis and are better able to build trust 
among employees, encourage innovation, and drive them more than those 
without it. The pandemic has presented the ultimate opportunity to assess 
leaders as they deal with unprecedented challenges that are testing their 
values and skills. There has never been a more extraordinary moment to 
strengthen and apply emotional intelligence competencies. 

This book, Emotional Intelligence for Leadership Effectiveness: 
Management Opportunities and Challenges during Times of Crisis, 
combines through integrated chapterization on capabilities in the area 
of emotional intelligence (EI) that can help leaders to tackle any crisis 
with reduced stress levels, emotional restraint, and less unintended 
repercussions. 



Preface
 

This book, Emotional Intelligence for Leadership Effectiveness: Manage-
ment Opportunities and Challenges during Times of Crisis, elaborates on 
perspectives of emotional intelligence for the efficacy of leadership during 
the COVID-19 pandemic. In the book, you will certainly also discover 
the creative and intellectual impulses of the authors, which are brilliantly 
represented. The book contains a variety of emotional intelligence and 
leadership topics. Some of the key themes discussed are: 

Chapter 1 provides an overview of the psychological influences of 
medical workers who provide services during COVID-19, which are 
anxiety, depression, and stress. The medical personnel require appropriate 
techniques to cope and sustain their mental well-being in these difficult 
times. In order to ensure emotional well-being in healthcare personnel, 
the government and politicians should institutionalize the care of medical 
workers. 

Chapter 2 highlights the barriers and psychological interactions faced 
by employees during a pandemic of COVID-19. The chapter also high­
lights the elements that cause the pandemic, such as social distancing, 
financial difficulties, and the continuously spread negatives through social 
media. This highlights the responsibility of leaders in organizations, such 
that even in the face of a disaster to keep employees motivated. 

Chapter 3 focuses on evaluating the factors that could have an 
effect on persons dealing with CoV-19-pandemic: emotional insight, 
happiness, psychological stress, resilience, and non-somatic pain. These 
considerations may have influenced the way that every national leader has 
decided to tackle the epidemic and its effect on the population’s mental 
health. 

Chapter 4 shows that how meditative fuzzy logic can be applicable in 
emotional intelligence to manage the conflicting factors during pandemic. 
Meditative fuzzy logic is an extension of intuitionistic fuzzy logic; it has 
the ability to control contradictory information. Meditative fuzzy logic 
can be helpful in the management of emotional quotient (EQ) factor, to 
develop the EQ skill level. 
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Chapter 5, in particular, discusses the pandemic role of leadership 
and creativity. Thus, it is the high leader and his imaginative answers to 
the problems that are the responsibility during a crisis. This chapter also 
highlights the steps that leaders must take to promote innovation. 

Chapter 6 discusses four important dimensions of emotional intel­
ligence: self-emotion appraisal (SEA), use of emotion (UOE), other’s 
emotional appraisal and regulation of emotion (ROE), and their relation­
ship with life satisfaction (LS). UOE refers to the use emotions and feelings 
in constructive way and regulation of emotions (ROE) helps an individual 
to cope up with psychological stress and both have a significant positive 
impact on life satisfaction. Interestingly, gender has no moderating effects 
between SEA, ROE, UOE, and OEA and life satisfaction. 

Chapter 7 provides vital insight on the way in which college staff in India 
began the psychological recovery process, even if the risk of COVID-19 
is still present in the environment. This chapter addresses the signs of 
endangered independence: impudence and decreased authenticity in the 
process of psychological reconstruction. During unlock—I and unlock— 
VI COVID-19, ESM design is employed for studying the psychological 
recovery process amongst university staff in India. 

Chapter 8 concentrates on the psychological resilience of persons in 
Kashmir affected by coronavirus, the amount of depression, anxiety, and 
stress. The author concluded that coronavirus-contained persons need 
sufficient counseling to reduce their psychological impact in accordance 
with COVID-19. Increasing psychical strength in persons with corona-
virus would also lessen depression, anxiety, and stress. 

Chapter 9 highlights self-maintenance during the pandemic COVID­
19. A person’s social, emotional, and physical well-being can be retained 
by following self-care planning. The level of self-care determines an indi­
vidual’s competence and enables them to stand during crises. Practicing 
a healthy lifestyle, relationships, stress prevention, knowledge update are 
many self-care approaches, apart from consulting professionals, such as 
consultants, psychologists, and clinical psychiatrists, as required. 

Chapter 10 focuses on the employee’s perception of forced work-from­
home initiative. This chapter helps businesses to understand the role of 
employees in policy and strategic development. Over time, the connection 
between work and life becomes lighter and eventually results in employees 
working emotionally, constantly, and happily. 



 

 
 
 
 

Preface xxi 

Chapter 11 focuses on emotions, behavior, social status, and overall 
workplace temperature during the pandemic. The section focuses on 
decision-making skills, team spirit, and leadership skills in lock-down and 
mental health consequences. This section presents an outline of how we 
handle emotion in the pharmaceutical industry and how negative emotions 
might be minimized. 

Chapter 12 focuses on the peculiarities of the crisis situation and 
organizational intellectuality required during this dysfunction to diagnose 
issues and to manage tourism. 

Chapter 13 highlights the need for organizations and individuals to 
establish certain methods to meet the difficulties of the pandemic. Some 
of the tactics examined in the study are: (i) communication transparency; 
(ii) reinforcement of the HR policies; (iii) COVID-19 impact mitigation 
training; (iv) social assistance and interactions with workers; and (v) 
preparation and communication of the right plan to physically return 
work. The current study will prepare organizations and people to deal with 
the pandemic’s issues. 

Chapter 14 proposes a roadmap that helps to build a continuous 
culture that helps to deliver long-term benefits for the organization by 
acknowledging efforts of all team members, encouragement of the voice 
of staff, priority for the values of businesses, positive, and strong team 
connections, continual education, and investments in staff development. 

Chapter 15 emphasizes that during crisis management, ethical 
leadership has become one of the important factors. Implementing and 
using this principle sincerely can be very useful to organizations during 
pandemics. The different themes for ethical leadership emerge from the 
investigation, particularly when everything has actually become uncertain, 
are very relevant and important for crisis management. Crisis is a very 
huge example of how effective leadership can return to their original and 
normal condition. 

We hope this book will greatly benefit academics, managers, strate­
gists, politicians, and dynamic students who are the foundation of today’s 
intelligentsia. 

—Editors 
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ABSTRACT 

The sudden increase in the number of people infected with COVID-19 
puts pressure on the medical workforce to treat the infected patients; the 
medical workforce, especially nurses and paramedical staff, is insufficient 
training to treat infected people. The lack of facility brings mental pressure 
to the medical workforce and brought significant psychological changes in 
their behavior. There was a scarcity of protective equipment available to 
the medical workforce that increased the risk of infection among healthcare 
providers to alleviate the issue. The medical workforce has experienced 
specific psychological changes due to COVID. This study considers a 
need as a psychological feature that arouses an organism to action towards 
a goal giving some purpose and direction to behavior. The objective of 
the present study is to identify the factors affecting the psychological 
needs of caregivers in disaster situations- COVID-19 and to identify the 
psychological needs that would lead to focused interventions ultimately 
reduces psychological stress-related disorders of health workers. 
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1.1 SYNONYMS 

Caregivers’ (CG) psychological needs, medical workforce psychological 
needs. 

1.2 DEFINITION 

The psychological needs of nurses, medical workforce, and family 
caregivers who do caregiving to COVID-19 patients involve taking on 
practical supportive tasks. Caregiving involves caring for someone who 
has obvious emotional distress and connotations with patients. 

1.3 INTRODUCTION 

COVID-19 has affected the lives of billions of people around the globe, 
and healthcare providers have experienced changed psychological 
needs during COVID-19 [1]. Viral pandemics have affected all of us 
from time to time despite advancements in healthcare science. The 21st 

century has experienced an outbreak of severe acute respiratory syndrome 
(SARS-CoV), middle east respiratory syndrome (MERS-CoV), and 
Ebola [2]. COVID-19 is no exception in terms of negatively influencing 
the well-being of people at large. COVID-19 was earlier called 2019­
nCoV, and the International Committee of Viral Classification renamed 
it COVID-19 on February 12 2020. Patients with SARS-CoV-2 (severe 
acute respiratory syndrome coronavirus 2) infection infect others due 
to COVID-19 infection. Older people, children, and infants are more 
likely to develop this disease. COVID-19 originated from an unexplained 
source from Wuhan, and it has spread all over the globe. COVID-19 
has challenged the public health systems of nations, and it has become 
challenging for Governments to balance between social distancing and 
economic growth. States are struggling to find methods to gain economic 
momentum while maintaining social distancing. Considering COVID-19 
on the entire economic system, the industries with lower variability and 
stable employment opportunities are reshaping drastically by COVID-19. 
Figure 1.1 highlights the increase in the COVID-19 cases in India and 
its neighborhood. WHO (World Health Organization) dashboard [23] 
information showing. 



 

 FIGURE 1.1 Count of COVID-19 cases. 
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The sudden increase in the number of people infected with COVID-19 
puts pressure on the medical workforce to treat the infected patients; the 
medical workforce, especially nurses and paramedical staff, is insufficient 
training to treat infected people. The lack of facility brings mental pressure 
to the medical workforce and brought significant psychological changes in 
their behavior. There was a scarcity of protective equipment available to 
the medical workforce that increased the risk of infection among health­
care providers to alleviate the issue. 

The medical workforce has experienced specific psychological changes 
due to COVID-19 [3–5]. This study considers a need as a psychological 
feature that arouses an organism to action towards a goal giving some 
purpose and direction to behavior. The psychological need provides the 
feeling of one’s action with some form of pro-social impact that can 
potentially increase a person’s experience of beneficence. Psychological 
needs have a direct effect on personal growth, psychological development, 
and self-actualization. The three basic psychological needs of caregivers 
identified in the literature are autonomy, competence, and relatedness. 
Human beings have three inborn basic needs: autonomy, competence, and 
relatedness. 

The nutrients for psychological growth, integration, and mental well­
being are psychological rather than physiological needs. Transactional 
analysis theory divides psychological needs into three parts: [1] hunger 
of structure; [2] hunger of stimuli; [3] hunger of strokes fulfilling at the 
personal and professional level or both. 
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Psychological needs are subjective experiences/feelings that we need to 
be happy and contented. The need for autonomy is a psychological need to 
feel a sense of freedom and have the opportunity. It is about experiencing 
positive emotions and a sense of physical health and mental well-being. 
Therefore, understanding the psychological needs of healthcare providers 
is crucial. 

The objectives of the present study are: 

•	 To identify the factors affecting the psychological needs of care­
givers in disaster situations – COVID-19; 

•	 Identifying the psychological needs that would lead to focused 
interventions ultimately reduces psychological stress-related disor­
ders of health workers. 

1.4 LITERATURE REVIEW 

There is very little information available on caregiving service providers 
[6]. A higher level of anxiety, depression, and lower mental well-being 
during COVID-19 and the gender differences in anxiety, depression, and 
well-being are non-significant among genders is observed in the literature. 
People in the age group of 21 to 40 are more vulnerable to psychological 
problems [2]. Emphasizing more online campaigns to mitigate psycho­
logical problems and understanding psychological needs are necessary to 
solve psychological problems. The importance of protective well-being and 
the use of AI (artificial intelligence) tools to control COVID-19 to protect 
well-being is also crucial [7]. The development of applications to automate 
COVID-19 contact tracing is essential for psychological well-being [8]. 
The integration of technology claims to handle issues such as COVID-19 to 
maximize public benefits. Consideration of the user’s privacy needs while 
launching such an application is vital so that the objective to endorse well­
being can be achieved [9, 10]. The impact of COVID-19 on the psychology 
of healthcare workers is studied; findings suggest that due to COVID-19, 
healthcare workers were experiencing psychological distress [11]. Studies 
with a cross-sectional survey identified the participant’s psychological 
status. The exposure of healthcare workers to the risk of being infected was 
a significant reason for psychological stress among healthcare workers. The 
requirement of early prevention of consequences of physical distancing 
and we have shown the same for the medical workforce [12]. There is a 
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facility requirement at the national level for psychological first aid in times 
of pandemics. The medical workforce involved in interactions with the 
infected people reported a higher score on psychological disorders. They 
suggested designing effective strategies to improve the mental health of 
the medical workforce. The support of nurses by their teams and the public 
for the resources is essential during difficult times [13]. The requirement 
of protective equipment for nurses is necessary for their mental well-being. 
There is a requirement to take care of the well-being of the nurses during 
caregiving Nurses go through the emotional stress of pandemic, COVID-19. 
The studies pinpoint the need for support for the mental well-being of nurses 
after the COVID-19. A nationwide survey among Chinese on psychological 
distress during COVID-19 argued that COVID-19 triggered psychological 
issues such as disorder, anxiety, and depression [14]. The survey docu­
ments that during epidemics such as COVID-19, early recognition, and 
establishment of strategic plans to reduce the distress due to psychological 
needs for more attention to vulnerable groups, improving accessibility of 
medical resources, initiation of programs focusing on psychological aid is a 
must. The studies focused on the need for psychological needs assessment, 
and this study presents results on similar grounds. The literature review 
shows concern for mental health, highlighting that depression and anxiety 
are common psychological responses among healthcare and the common 
public. Consultation with the online mode is an effective tool for patients 
[15]. The emotional well-being of healthcare workers is also studied [15]. 
Three critical areas for the well-being of healthcare workers are meeting 
the workforce’s basic needs, improving the quality of messages, and acces­
sibility to psychological and mental support decisions during COVID-19 
situation [16]. A longitudinal study of the general population during 
COVID-19 stated a significant reduction in stress during the initial four 
weeks during COVID-19 in China [17]. 

They suggested that the government ensure the availability of essential 
services, creating awareness about the disease, and providing financial 
support during COVID-19. Medical care workers’ mental health and 
psychological problems during COVID-19 in China are also studied [18] 
and showed insomnia, anxiety, depression, somatization, and obsessive-
compulsive symptoms to be among the psychological problems of medical 
health care. They argued for recovery problems for the mental well-being 
of medical health care workers because such workers experience psycho­
logical problems. 
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The present study has limitations. Firstly, the study is when COVID-19 
cases were at peak during the first wave of the pandemic in India, and a 
higher prevalence of psychological symptoms can be among the medical 
workforce. Secondly, the study includes only the doctors and nurses and not 
pharmacists, psychologists, and administrative staff of hospitals. Because 
of this, the sample size is small but enough to give reliable findings. 

1.5 RESEARCH METHODOLOGY 

1.5.1 RESEARCH DESIGN 

A qualitative research design is the approach of the present study. The 
information is collected from the medical workforce directly involved 
in the caregiving activities during COVID-19 in India. We conducted 
semi-structured interviews of the medical workforce to understand the 
psychological needs during the pandemic situation of COVID-19 in 
India. Semi-structured interviews were pre-planned for the objective of 
the present study, and the details of such interviews are present in the 
following sections. 

1.5.2 SAMPLE SELECTION 

We identified interviews using judgmental sampling methods and selected 
15 medical workforces directly involved in treating COVID-19 infected 
patients (details given in Table 1.1). We selected people who had a 
minimum of two years of experience and selected only doctors and nurses 
who provide health care services and are in the age group of 24 years 
to 40 years. The selected participants are the most vulnerable group for 
psychological disorders. 

1.5.3 RESEARCH INSTRUMENTS 

As mentioned earlier, themes of depression, anxiety, and stress among the 
healthcare workforce were developed based on the literature review. The 
triangulation, including a pilot study on the semi-structured interview, 
validates the interview guide for collecting the required information from 



 

 

 

7 Factors Affecting Psychological Needs of Medical Workforce 

the healthcare workforce. The focus of the first theme is on understanding 
the status of the impact of COVID-19 on the psychological response by 
emphasizing depression-related issues. Similarly, the second and third 
themes focus on anxiety and stress among the healthcare workforce due 
to COVID-19. 

TABLE 1.1 Participant’s Description 

SL. No. Role as Caregiver Age (Years) Experience (Years) Assigned Code 
1. Nurse 27 4 CG1 
2. Nurse 32 6 CG2 
3. Nurse 28 5 CG3 
4. Nurse 36 8 CG4 
5. Nurse 38 9 CG5 
6. Nurse 24 2 CG6 
7. Nurse 28 4 CG7 
8. Nurse 30 6 CG8 
9. Doctor 36 11 CG9 
10. Doctor 29 6 CG10 
11. Doctor 40 15 CG11 
12. Doctor 31 7 CG12 
13. Doctor 33 9 CG13 
14. Doctor 37 11 CG14 
15. Doctor 36 8 CG15 

1.5.4 DATA ANALYSIS 

Two individuals transcribed the recorded response from the participants in 
the English Language on permission from the participants. The RQDA (R 
package) for indexing code and categorizing the transcripts and establishing 
the relationship between the collected information using the simulation 
technique of Fruchterman-Reingold. The analysis presented in the next 
section includes the relationship between codes, categories, sub-themes, 
and themes. The first part of the discussion presents the analysis for the 
number of codes (119) and categories (94 refined to 49). The second part 
depicts the relationship between categories (49) and sub-themes (9). The 
relationship between sub-themes (9) and themes (4) is in the third part of 
the analysis. Table 1.2 presents the information in the codebook­
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TABLE 1.2 Data Management 

Particulars Codebook 
Open code 119 
Initial categories 94 
Refined categories 49 
Sub-themes 9 
Themes 4 

1.6 RESULTS AND DISCUSSION 

1.6.1 FACTORS AFFECTING PSYCHOLOGICAL NEED OF MEDICAL 
WORKFORCE-ANALYSIS BASED ON CATEGORIES AND SUB-THEMES 
DEVELOPED THROUGH ANALYSIS OF TRANSCRIPTS 

To identify the factors affecting the psychological needs of the medical 
workforce, we imported the transcripts to RQDA. Figure 1.2 illustrates 
the relationship between codes and categories. The interpretation of 
Figure 1.2 includes Human needs linking with cognitive and esthetic 
needs, the satisfaction of needs for humans, the objective of human needs, 
and human need requirement. Physical health is another aspect of human 
needs, which states that needs merge within the body. Human needs can 
also be classified based on ego orientation and task orientation. In further 
analysis, we identified that the task orientation for the medical workforce 
during COVID-19 is a significant need for the concerned employees. The 
need for relatedness and means desire determine the ambitious human need 
as the next category. Furthermore, the need for self-esteem, lack of clarity, 
the fears of failures, criticism by family members of COVID-19 positive/ 
suspect cases, and high expectations from the government identifying as 
the codes from transcripts. 

We have identified that for the medical workforce, autonomy, compe­
tence, and relatedness in psychological needs determine broadly two 
categories, namely–in-born human needs and ambitious human needs. 
Basic human needs involve factors like the need for love, belongingness, 
psychological integrity, frustration, and these were in the responses from 
most participants. The base for basic human needs is on the fundamentals 
of psychological needs and understanding of a particular need. We found 
that the understanding of psychological needs was missing among the 
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medical workforce during COVID-19. In addition to these factors, mental 
well-being, life experience, work-life balance, and hard work concerning 
psychological needs contributes to three distinct categories of basic human 
needs, life experience and well-being of humans. Furthermore, volatile 
needs are the needs that change due to the situation, and the medical work­
force experiences such volatility needs to a significant extreme during 
pandemics such as COVID-19. Uncertainty in the future also determines 
psychological needs. 

FIGURE 1.2 Relationship 1 using the Fruchterman Reingold layout algorithm. 

1.6.2 FACTORS AFFECTING PSYCHOLOGICAL NEED OF MEDICAL 
WORKFORCE-ANALYSIS BASED ON CATEGORIES AND SUB-THEMES 
DEVELOPED THROUGH ANALYSIS OF TRANSCRIPTS 

Figure 1.3 presents the relationship between categories and sub-themes. 
Factors like need preference, need to achieve goals, and human survival 
needs determine the perceived knowledge to manage the external 
physical situation. The other crucial factors in determining human needs 
include competence to manage psychological responses, capacity to 
manage psychological responses, confidence to manage psychological 
responses, confidence to manage the external physical situation, possible 
psychological responses to stress, and possible psychological responses 
to uncertainty in the medical workforce. BPNT theory, SDT theory, life 
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experience, and human needs determine the perceived responsibility in 
managing the external physical situation. The factors like possible psycho­
logical responses to the uncertainty, competence to manage psychological 
response, perceived responsibility to manage the external physical situa­
tion, capacity to manage psychological response, confidence to manage 
psychological response, confidence to manage the external physical situ­
ation, probable psychological response to the stress and awareness and 
anticipation of probable psychological response also determines basic 
human needs. The factors include inborn human needs, ambitious human 
needs, basic human needs, and the preference for the mental well-being of 
the medical workforce determines competence to manage a psychological 
response. 

FIGURE 1.3 Relationship 2 using the Fruchterman Reingold layout algorithm. 

Factors such as volatile needs, the well-being of humans, inborn 
human needs, basic human needs, and human needs describe possible 
psychological responses to uncertainty. We notice a robust relationship 
between the identified needs and the psychological needs that are highly 
interconnected. The capacity to manage psychological response includes 
psychological needs, fulfilling basic human needs, engaging people to 
feel energetic, action’s physical impact, work-life balance, and emotional 
support during tough times. 

The determination of confidence to manage psychological responses 
is by the support system available to the medical workforce, protective 
equipment, practical training of employees, good governance practices 
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at the hospital, and government intervention for public awareness. The 
awareness and anticipation of possible psychological responses include 
human evolution, understanding human needs, the need for control, 
ambitious human needs, and basic human needs. Confidence to manage 
external physical situations includes specific mental well-being, personal 
growth, participation in the training programs, access to resources, 
interaction with a professional network, and support from regulatory 
authorities. Needs for existence, basic human needs, ambitious human 
needs, the experience of the medical workforce, and the support system 
for the medical workforce determine possible psychological responses to 
stress. 

1.6.3 FACTORS AFFECTING PSYCHOLOGICAL NEED OF MEDICAL 
WORKFORCE-ANALYSIS BASED ON SUB-THEMES AND THEMES 
DEVELOPED THROUGH ANALYSIS OF TRANSCRIPTS 

Figure 1.4 presents the relationship between sub-themes and themes. The 
anxiety among the medical workforce linking low competence to manage 
psychological responses, low perceived knowledge to manage the external 
physical situation, high perceived responsibility to manage the external 
physical situation, and the low capacity to manage the psychological 
response. Stress among the medical workforce is a cause of factors such 
as the possible psychological responses to uncertainty, low confidence to 
manage external and physical situations, low or missing awareness and 
anticipation of possible psychological responses, low capacity to manage 
psychological response, and low confidence to manage the psychological 
response. Confidence to manage the external psychological situation, 
in addition to determining stress, also determines depression. Possible 
psychological responses to stress, awareness of possible psychological 
responses, capacity to manage psychological responses, and competence 
to manage the psychological response causes depression. The majority 
of participants mentioned the lack of counseling facilities to share their 
psychological issues with the experts. The medical workforce also reported 
a lack of programs focusing on disaster situations during their training 
programs. 

Table 1.3 presents the factors identified through semi-structured inter­
views for the psychological needs of medical caregivers. 



 

 

 TABLE 1.3 Factors Affecting the Psychological Needs of Caregivers During COVID-19
 

SL. 
No. 

Factors Participants 
Percentage
 




1.	 

2.	 

3.	 
4.	 
5.	 
6.	 
7.	 

8.	 

9.	 
10.	 

High perceived responsibility to manage the external physical 
situation. 
Low perceived knowledge to manage their external physical 
situation 
Certain probable psychological responses to the uncertainty. 
Low perceived capacity to manage the psychological response. 
Low confidence to manage the external physical situation. 
Low perceived competence to manage the psychological response. 
Low awareness of their possible psychological responses to 
pandemics. 
Lack of protective equipment’s and tools to treat COVID-19  
positive patients. 
Long working hours in the hospitals due to COVID-19. 
Lower interaction with family members (social groups) during 
COVID-19. 

80 

73 

67 
60 
73 
93 
67 

80 

73 
73 
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FIGURE 1.4 Relationship 3 using the Fruchterman Reingold layout algorithm.
 

The identified factors highlight the percentage of participants who 
suggested the factors. To our surprise, the majority of the respondent 
identified a standard set of psychological factors affecting the medical 
workforce. Around 93% of the participants considered low perceived 
competence to manage psychological responses as the viral factor 
affecting the psychological needs of healthcare workers. The factor 
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affecting psychological needs links to the high-perceived responsibility to 
manage the external physical situation and lack protective equipment and 
tools to treat COVID-19 positive patients. The low perceived knowledge 
to manage the external physical situation, the low confidence to manage 
the external physical situation, the long working hours in the hospitals 
due to COVID-19, and the lower interaction with family members (social 
groups) during COVID-19 are core factors affecting psychological needs 
of the medical workforce. The early interventions of planners to design 
plans for managing the medical workforce’s psychological stress are 
visible in the literature [19]. Proposed to focus on the rotation of workers 
as per their job profile, ensure fulfillment of basic psychological needs, 
pay attention to the vulnerable staff, create a culture of peer support, and 
a well-trained team for a psychological support medical workforce. The 
community-based model can help prepare [20] the community records, 
linking with the government database for dashboard through information 
and communication technology [21, 22]. The caregiver’s well-being is key 
to the care recipient is who is, in turn, getting help from the caregiver in 
a nursing home at the recipient’s home or the community center. The role 
of healthcare managers is critical to assess the psychological well-being 
of the medical workforce because the manager can take proactive steps to 
ensure the mental well-being of the employees. 

1.7 CONCLUSION 

The medical workforce experiences many changes in their psychological 
needs as an outcome of work pressure due to an increase in the caregiving 
to COVID-19 patients. This study shows that anxiety, stress, and depres­
sion among the medical workforce are increasing. This study identifies 
10 psychological factors experience by the medical workforce. Anxiety, 
Depression, and Stress are the primary psychological needs increasing 
amongst the medical workforce under study. The psychological need 
assessment of caregivers is crucial for regulators who should focus on 
regular training and development of individuals at the front providing 
caregiving services. The government should ensure the medical work­
force’s counseling services and ensure a sufficient number of the trained 
medical workforce. Concisely, the medical workforce should possess full 
facilities, access to protective equipment, and the availability of online 
counseling facilities. 
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ABSTRACT 

While more lethal strains of the virus have wrecked and ruined mankind 
in recent decades, none have attained the level of global superstardom 
that the novel coronavirus (nCoV) has. As the humanitarian disaster from 
the coronavirus pandemic unfolds, the economies are on the verge of 
unprecedented economic catastrophe, forced alterations are happening in 
the working climate, and businesses are grappling with uncertainty about 
the future, which is adversely impacting both employees and organiza­
tions. Employees are not only physically affected by the infection, but also 
psychologically, as they suffer a slew of strong emotional fluctuations. In 
this regard, the present study intends to synthesize and analyze the existent 
literature on the subject in order to better understand the emotional conse­
quences of pandemic on employees and businesses at large. A thorough 
evaluation of literature propounds that the precarious crisis resulted in 
various negative emotional outcomes such as stress, fear, anxiety, tension, 
burnout, and depression. The study also asserts that detrimental emotional 
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repercussions can have grave ramifications for organizations, underscoring 
the importance of leadership in dealing with emotional crisis. Against 
this backdrop, suggestions are presented that may assist employees and 
organizations in enduring and sustaining any future crisis circumstances. 

2.1 INTRODUCTION 

On March 11, 2020, the World Health Organization (WHO) declared the 
coronavirus disease 2019 (COVID-19) a pandemic. It is an infectious 
disease induced by the novel Coronavirus (nCoV) which has not been 
previously identified or studied in humans. It has paralyzed industries, 
debilitated economies, and has confined entire mankind to their homes. 
The government-mandated norms such as quarantine, social distancing, 
and lockdowns resulted in the closure of physical premises and caused 
dramatic changes in the working lives where work from home policies 
were introduced for most employees around the globe. Hence, the virus not 
only impacted employees physically, but also psychologically [1, 2], due 
to abrupt changes in their working and personal lives wherein employees 
experienced a plethora of emotional fluctuations. 

It was witnessed that the extremely high transmission rate of the virus 
along with precautionary confinement resulted in various emotions such 
as fear, anxiety, anger, sadness, loneliness, and frustration [3–5], which 
caused immense emotional turmoil among people. Further, disruption 
in personal and professional lives, job instability, financial setbacks, and 
continuous widespread dissemination of negative news through social 
media contributed to emotional swings where employees experienced 
tremendous stress, tension, anxiety, and depression [6–11]. 

In view of the above, the current research aims to highlight the 
impediments and emotional interactions that employees experienced 
during the pandemic. The study also aims to investigate the pandemic-
induced factors that led to extreme emotional consequences. It has been 
noted that research on employees in the sense of pandemic, is still in its 
infancy, with most studies dealing only tangentially with the subject. 
Hence, the present research makes a significant and elaborate contribution 
by synthesizing, interpreting, and presenting the existing literature on 
pandemic-provoked employee emotional experiences and reactions. It is 
also important to note that in such precarious times, the role of leadership 
in the organizations becomes crucial as they have to keep the employees 
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motivated even amidst the crisis. To curb the adverse impact of employees’  
vulnerable emotional states on organizational outcomes, it is imperative 
that leaders come forward and lead the employees in overcoming their 
emotional fluctuations. In this regard, the main objective of this study is to 
conduct a thorough analysis of the existing literature, and it aims to answer 
the following two research questions as diagrammatically presented in 
Figure 2.1. 

 RQ1: How has COVID-19 pandemic impacted employees’  
emotional health? 

 RQ2:  What role does leadership play in managing such emotional 
crisis situations? 

The understanding of emotional impact of pandemic on human resources 
(HRs) will enable the organizations to accurately assess and effectively 
evaluate the overall impact of crisis on their business operations. This will 
also equip leaders and managers to take preventive and corrective actions 
to restore employee mental and psychological well-being, which not only 
affects them individually but also has an adverse impact on organizations 
and economies at large. 

FIGURE 2.1 Objectives of the study. 

2.2 METHOD 

The extensive review of literature was performed between January and 
April 2021 based on the guidelines of Gough, Oliver, and Thomas [12]. 
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The research articles were searched in renowned databases such as 
Emerald, JSTOR, Springer, SAGE, Wiley, Scopus, and Science Direct. 
Along with this, manual search in reputed management journals and 
Google scholar was also done to include all relevant articles in the study. 
Further, considering the topical nature of the subject, few reports from 
international organizations and social media also guided the identifica­
tion of pandemic-induced emotional outcomes for the development of the 
proposed conceptual framework. The key strings used for searching the 
databases were “COVID-19 and emotions,” “COVID-19 or coronavirus 
or pandemic and employees,” “COVID-19 or pandemic and organiza­
tions,” “COVID-19 or pandemic and workplace,” “crisis and leadership,” 
“COVID-19 or pandemic and leadership,” and “emotions and leadership.” 
This resulted in a total of 96 articles. Few articles which marginally dealt 
with the topic were excluded from analysis and hence, a total of 87 articles 
were considered relevant for the present study. Articles published in 
English language were only considered and no other restriction was made. 

2.3 EMOTIONAL IMPACT OF PANDEMIC ON EMPLOYEES 

The pandemic has impacted millions of people not only physically but 
also emotionally where several academics have stated that during times 
of crisis, people experience fluctuating emotions and extreme emotional 
states [3, 5, 13]. It was observed that the very high transmission rate of 
coronavirus along with social constraints resulted in various emotions 
such as fear, tension, anxiety, and hopelessness which consequently 
resulted in intense emotional states of stress among people [3, 4, 14, 15]. 
Studies also suggest that anxiety, tension, and loneliness, as experienced 
during pandemic, disturb the psychological health, as they are strongly 
linked to depression [14, 16] which further escalates sadness and negative 
emotions [17]. Further, it is advocated that the social isolation as mandated 
by the government, where people experienced immense loneliness, is also 
strongly associated with intense emotional experiences of anxiety and 
stress [13, 14, 16]. Such government-mandated norms also caused abrupt 
lifestyle changes wherein distancing, confinement, and loss of usual 
routine caused boredom and frustration among people [2, 4], which further 
escalated and intensified their emotional experiences. It is implicated that 
such encounter with negative emotions, an increase in virus-infected 
people, and rising mortality tolls is likely to lead to emotional disorders 
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such as anxiety, personality changes, depression, bipolar, and cognitive 
problems [3]. 

Further, job and workspaces which are important aspects of people’s 
lives, underwent disruption as the COVID-19 pandemic wreaked havoc 
and raised unparalleled obstacles in the professional lives of employees. 
Due to preventive measures such as distancing and lockdowns, most orga­
nizations introduced remote work from home policies for their employees 
where it was witnessed that maintaining work-life balance became a 
serious challenge as work started interfering with family commitments and 
vice versa [18, 19]. In such perilous times, the separation of personal and 
professional life became a major challenge for employees and literature 
suggests that such situations of dilemma can lead to increased frustration, 
stress, emotional exhaustion, and burnout among employees [10]. The 
emotional experiences were even more severe for those who were working 
outside homes during lockdowns for essential services such as pharmacies, 
clinics, hospitals, and grocery stores, where employees were constantly 
exposed to the risk of infection. It was reported in the news that at some 
places, such employees were even stigmatized as possible carriers of 
coronavirus, rather than being appreciated for their services in dangerous 
times, which further exacerbated burnout among them [20]. The employee 
burnout, which has emotional exhaustion as one of its dimensions [21], 
also enhances due to other factors such as less social contact with family 
and friends, insecurity about job and finances, and recession caused by 
economic slowdown [6, 9, 11, 22], all of which have been encountered by 
employees during the unprecedented pandemic. 

The literature also suggests that social media plays a huge role in influ­
encing the emotional experiences of people. Kramer et al. [23] advocates 
that emotions can be conveyed to others not only physically, but also 
virtually through social media which has now become an indispensable 
part of life. It is witnessed that the usage of digital social media increased 
during crisis time as it was considered convenient to obtain real-time 
notifications and coronavirus cases updates. However, the constant media 
exposure, negative news, and fake news from unreliable sources caused 
anxiety and stress among people [24, 25]. Findings of research indicate 
that news headline connotations have very high emotion scores that 
induce negativity [3]. The quick and huge amount of information spread 
of COVID-19 pandemic on news and media made WHO term it as “info­
demic” [3] where the literature highlights a strong correlation between 
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excessive use of social media and depressive symptoms among people. 
For example, Shacham et al. [26] advocates that employees’ psychological 
health is greatly threatened by overly constant exposure to negative news 
regarding the pandemic, which resultantly increases emotional strains and 
the level of depression among them. 

Such emotional responses were seen to further amplify in employees 
as they encountered news of pandemic-induced layoffs, furloughs, reces­
sion, and economic downturn [7, 25]. It was observed that as the economic 
activity completely stagnated, many firms were unable to bear the expense 
of their employees. This resulted in widespread layoffs and unemployment 
which not only caused financial distress, but also emotional distress along 
with amplified emotional states of depression [22, 27, 28]. Hamouche [29] 
also advocates that job insecurity and financial losses during the COVID-19 
pandemic may be considered as strong and long-lasting stressors that 
deeply impact the emotional and mental health of employees. Wilson [30] 
also suggests that the rates of anxiety and depression during the pandemic 
may have accelerated due to concerns about employment status and finan­
cial instability. Insecurity about job and finances is a stressful experience, 
which causes distress and results in negative emotions and feelings [30]. 
Losing a job is not the only concern, but difficulty in getting new employ­
ment in crisis time is also an equally disturbing concern, which instills 
hopelessness and causes worry, which consequently results in poor mental 
health [30]. 

The employees also experienced emotional dissonance, which is 
defined as a deviation and inconsistency between the emotions that are 
experienced and expressed [31, 32]. Various researchers propagate that 
during COVID-19 crisis, employees endured a wide range of emotions due 
to disruptions in their personal and professional lives, such as loss of close 
relatives, infected dear ones, inappropriate workspaces, extended work 
hours, and continuous fear of infection [33, 34]. However, despite such 
emotional disturbances and disruptions, employees continued to work, 
which caused emotional and cognitive dissonance that further elevated 
emotional exhaustion and burnout among employees [1]. The variation 
between displayed and authentic emotions is a matter of grave concern 
as it not only impacts employees, but also gets reflected in organizational 
performance [1]. 

Further, emotion contagion, a social psychology concept, also 
gained limelight in the context of COVID-19 pandemic. It refers to the 
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well-established notion that one person’s emotions and affective behavior 
can be influenced by that of others. Considering the devastating pandemic 
crisis, studies suggest that it is possible that those who are more sensitive to 
others’ emotions will be more emotionally and psychologically disturbed 
during the pandemic [5]. The findings of a research study reveal that indi­
viduals with a higher susceptibility to emotion contagion, showed higher 
levels of anxiety, stress, depression, and OCD (obsessive-compulsive 
disorder) symptoms during COVID-19 [5]. Therefore, for survival of the 
organizations during pandemic, it is necessary to understand the variety 
and intensity of emotions experienced by the employees. This emphasizes 
that managing the emotional fluctuations and leading the employees 
through the crisis is crucial for the smooth functioning of organizations 
amidst crisis. Hence, the value of a leader’s intervention in parlous times 
cannot be underestimated. 

2.4 THE ROLE OF LEADERSHIP 

The unprecedented crisis forced mankind to embrace change and has 
taught not only corporate leaders, but the entire world, a variety of vital 
lessons. The COVID-19 epidemic has had a detrimental impact on the 
emotional health of employees; thus, it is important to understand the role 
of leadership in addressing these situations. It is already known that the 
achievement criteria for crisis management begin with “leadership” [35] 
and its importance is well-established in literature. Employee performance 
can be affected by the emotional climate created by a leader, according to 
prior research [36]. According to the literature, there are many leadership 
skills that are useful during times of crisis. Integrity, intelligence, vision, 
charisma, authenticity, communication, influence, emotion management, 
participatory decision-making, self-awareness, and effective sense-
making skills are some of them [37–39]. As a result, effective leadership 
is essential to respond to market changes, creatively handle challenges, 
steer the business through rough phase, secure its survival, and maintain 
high performance during times of crisis [40, 41]. In this light, effective 
leadership is regarded as the bedrock of organizational growth and perfor­
mance, and may be determined by factors such as emotional stability, self-
efficacy, emotional intelligence (EI), self-monitoring, conscientiousness, 
and extraversion [42, 43]. 
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Transformational leadership (TL) is commonly acknowledged as the 
most effective style of leadership [44]. Bass and Avolio [45] described TL 
as the leadership in which the leader arouses the interest of co-workers 
and followers to look at their work with new perspectives. They 
claimed that TL had four dimensions, which they call the “Four I’s” viz. 
idealized influence, intellectual stimulation, inspirational motivation, and 
individualized consideration. It is believed that the TL style can be helpful 
in leading the employees through emotional turmoil as literature suggests 
that leaders have an indirect impact on the psychological health of their 
employees [46]. Shamir et al. [47] suggest that transformational leaders 
might assist employees to deal with emotional regulation in more efficient 
and less psychologically taxing ways. It is stressed that both negative 
and positive emotions may be regulated, and both emotion expression 
and experience may be addressed [48]. Incorporating the theory of 
conservation of resources (COR) given by Hobfoll [49] as a theoretical 
framework, Walsh, Dupre, and Arnold [50] argue that transformational 
leaders influence employee well-being. The COR theory posits that 
individuals exhibit bias in overweighing resource loss and underweighting 
resource gain. It advocates that stress occurs when the valued resources of 
individuals such as family, health, well-being, self-esteem, and meaning 
in life are threatened with loss. Such resource loss negatively impacts the 
employee well-being [49], which emphasizes the importance of leadership 
intervention. The leaders can invest their own resources (e.g., social 
support, self-efficacy, and role clarity) in the production of resources for 
followers who nurture and expand these resources as it provides meaning 
to them and elevates their well-being. There is a strong correlation 
between TL and employee wellness, according to recent studies. Findings 
demonstrate that transformative leadership is favorably connected with 
employee psychological health, encompassing both good and negative 
consequences. (e.g., optimism and confidence) and negative (e.g., anxiety 
and stress) conceptualizations of health [51]. Prior research suggests that 
transformational leaders not only improve employees’ psychological 
health, but also foster their commitment to the organization and encourage 
them to improve their performance. In the context of COVID-19’s crisis, 
the importance of TL is underscored [52, 53]. As a result, in a pandemic-
affected organization with shifting demands and falling performance, the 
TL style may be the most appropriate, where leaders encourage and guide 
employees through the changes. 
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Research experts are increasingly embracing the idea of EI as a potential 
attribute of good leadership. EI is defined as the ability to understand 
and control one’s own and others’ feelings [54]. Since the early 1990s, 
researchers have been studying the impact of EI at work. Particularly 
among leaders [55] and have propagated that EI can greatly influence a 
person’s leadership skills [56, 57]. Numerous scholars have advocated that 
a transformational leader manifests qualities including self-awareness, 
empathy, self-confidence, and motivation [58–60], whereas Goleman [61] 
described all of the above-mentioned attributes as subcomponents of EI. 
EI and TL styles have several other features in common [62]. It is believed 
that leaders with high EI are better able to handle stressful situations and 
disagreements by effectively managing their own and others’ emotions. 
Hence, EI is employed as a measure of leadership effectiveness [63–65]. 

Further, considering the present times dominated by unpredictability, 
uncertainty, and dynamism, leading requires efficient emotion regulation 
(ER), which is defined as the process of influencing one’s emotions and 
modifying one’s emotional manifestations [48, 65]. ER has been viewed 
as a crucial competency related to effective leadership [36, 66, 67]. It is 
believed that leaders with an intentional approach to ER are effectively 
able to solve problems and they avoid rigidity in making decisions [68], 
thus enhancing comfort and openness to challenges. They manage their 
own as well as their employees’ emotions, and by doing so, they signifi­
cantly impact their employees’ performance [69] and preserve employees’ 
positive emotions [70]. ER strategies such as cognitive reappraisal and 
situation modification appear to be functional strategies for dealing with 
emotion-laden events at work [71]. Although exercising ER is a conten­
tious topic, with experts supporting both advantages and drawbacks, it is 
critical in the context of a crisis as employees are exposed to a large flood 
of highly contagious negative emotions. Thus, to eliminate the adverse 
chain effects of extreme negative contagion, leaders may adopt ER, which 
positively influences job performance [65], and consequently contributes 
towards the organization as a whole. However, in recent years, it has been 
suggested that leaders are also expected to display their positive emotions 
as a part of their job. Research in this field suggests that leaders who display 
emotions may affect their subordinates through emotional contagion [72, 
73], wherein subordinates internalize and experience perceived leader 
emotions [74] which instills positivity in them and results in favorable 
outcomes. 
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Thus, it can be concluded that leadership plays a crucial role in 
managing emotional crisis situations such as that caused by the COVID-19 
pandemic. As a result, crises provide a unique chance for leaders to show­
case their ability to lead effectively [75]. Research shows that there is a 
significant link between the conduct of leadership, the health of individuals 
and the working environment, and also between leadership styles and the 
results of healthy and productive organizations [76]. Therefore, the ability 
to understand and manage moods, styles, feelings, and emotions in oneself 
and others is critical to effective leadership in organizations [77] and is 
especially important in pandemic-stricken perilous times. 

2.5 DISCUSSION 

The COVID-19 pandemic has caused both financial and non-financial 
disruptions to businesses and organizations. Though financial disruptions 
are easily gauged and measured, non-financial disruptions in terms of 
adverse mental, emotional, and psychological health of HRs of organiza­
tion largely remain outside the ambit of disruption measurement. Also, it 
is important to note that the two are not mutually exclusive, i.e., financial 
disruptions may set grounds for simultaneous non-financial disruptions. 
Previous research also advocates those disasters which cause large finan­
cial problems for individuals tend to be linked to high levels of severe 
and long-lasting psychological effects [29, 78]. The emotional fluctuations 
induced by the pandemic have proved detrimental to both existing and 
former employees. On one hand, the widespread furloughs and layoffs 
have caused tremendous financial loss to employees and on the other 
hand, it instilled fear and job insecurity amongst the existing workforce. 
The literature also highlights that curtailment in staffing levels tends to 
reduce the level of organizational commitment and job involvement, and 
elevates stress levels among existing employees [79]. This deeply impacts 
their emotional health and thus, calls for the immediate attention of leaders 
to lead the employees through the emotional crisis. The leadership has 
a significant role and responsibility to ensure the emotional well-being 
of employees and the growth of the organization. Therefore, emotionally 
intelligent leadership is seen as a probable solution to combat the fierce 
emotional fluctuations experienced by HRs during the time of COVID-19 
pandemic. 
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Further, research shows that people, who are engulfed with negative 
emotions and are depressed, are less inclined to embrace COVID-19 
preventative measures such as quarantines, mass gathering cancellations, 
and business closures [80]. This is because the government-mandated 
closure regulations and work-from-home guidelines caused anxiety, 
fear, burnout, and depression, as aforementioned, which made people 
uncooperative and unconcerned about prevention measures, which further 
escalated the spread of the coronavirus. Hence, the role of leadership is not 
only limited to employees and organizations, but extends beyond and indi­
rectly contributes to curbing the spread of the virus by keeping employees 
emotionally healthy, vigilant, and aware of the pandemic protocols that 
need to be sincerely followed despite turmoil. 

It is also worth noting that the gap between high-skilled and low-skilled 
jobs may widen due to the economic downturn brought by the pandemic. 
The organizational investment in employees employed in high-skilled 
occupations is assumed to rise since they help organizations maintain their 
productivity even in adverse situations, such as those posed by disease 
outbreaks [81]. The low-skilled occupations, on the other hand, are more 
likely to be overlooked by management because they do not contribute 
significantly to organizational productivity. Further, with prolonged 
lockdowns and complete movement restrictions coupled with grave future 
uncertainty, the demand for products reduced and investments decreased, 
which resulted in huge job losses and business closures. In this light, the 
strategic role of leadership needs to be highlighted where the leaders strive 
to not only manage the employees, but also undertake responsibility for the 
survival of the organization and devise appropriate strategies considering 
prevailing market situations. 

2.6 RECOMMENDATIONS 

COVID-19 pandemic has elevated the significance of emotional and 
mental health to the forefront of the corporate agenda, as it intensified 
the employees’ emotions of fear, anxiety, and depression which are 
detrimental to the survival and growth of organizations. Considering the 
tempestuous times, it is imperative that corporates introduce employee 
assistance policies and practices to safeguard their employees’ physical 
as well as emotional well-being. Regular counseling and therapy sessions, 
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crisis awareness campaigns, and psychological resources, including social 
support and feedback through regular virtual meetings with employees are 
all part of this [7, 82]. In the wake of the pandemic crisis, it was witnessed 
that many corporates throughout the world, including Facebook, HCL 
(Hindustan Computers Limited), Accenture, Infosys, Godrej, Google, 
Wipro, and Cognizant incorporated multiple support action plans to 
deliver value for their employees [83]. For example, in the wake of the 
coronavirus outbreak, Facebook announced new paid-time-off initiatives 
which allowed employees to take up to a month off from work to look after 
their sick relatives [84]. Companies like Infosys established COVID-19 
Care Centers (CCC) for employees and their families, and Cognizant came 
forward and provided immunizations to all of its employees and their 
family members, as well as medical assistance for COVID-19 positive 
associates and their dependents, paid time off for recovery, and emergency 
financial assistance to junior staff in urgent situations to help pay medical 
expenses [85]. 

Furthermore, the government intervention is important to initiate finan­
cial security measures in order to decrease the prevalence of employee 
mental disorders during the disease outbreak. For instance, governments 
in nations such as the United Kingdom, Spain, and France, have devised 
emergency packages that involve granting loans and guarantees to busi­
nesses to reduce the negative economic effects of the COVID-19 outbreak, 
as well as direct reimbursements to employees to alleviate financial insta­
bility [86]. On the other hand, leaders may adopt an emotionally intel­
ligent way and an open leadership style that encourages workers to work 
cheerfully, decreases work stress and corresponding negative behavior, 
and supports corporate growth [87]. Thus, to deal with the pandemic’s 
spillover effect, all stakeholders, including leaders, policymakers, govern­
ments, and corporations, should work together to implement policies 
and practices at work that will reduce productivity losses and improve 
employees’ psychological health. 

2.7 CONCLUSION 

The tremendous devastation caused by the COVID-19 pandemic has 
brought trade and businesses to a screeching halt. It has swamped health­
care facilities, crippled economies, wreaked havoc on communities, and 
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forced millions of people to stay in their homes. It is witnessed that the 
ambiguity and the uncertainty connected with the outbreak of coronavirus 
disease pushed employees into a tailspin and intensely impacted their 
psychological health. In this context, the present study underlines the 
impact of the COVID-19 catastrophe on employees’ emotional health and 
accentuates the role of leadership in managing emotional crisis situations. 
However, this has not only impacted employees but has also uprooted big 
corporations and caused an economic stalemate with no clear conclusion 
in sight. Thus, such perilous times and challenges offered by the pandemic 
call for transformational leaders to practice EI and ER strategies that assist 
employees and organizations sustain the crippling crisis. Hence, one of the 
hard-learned takeaways from the COVID-19 crisis is that we need to revi­
talize the health infrastructure, engage in more discussions about mental 
health issues in open and public forums, and understand the employee 
emotions and repercussions to lead them successfully through the crisis. 
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1Master’s Student in Psychobiology–FFCLRP, USP–University of São 

Paulo at Ribeirão Preto, Virtual Laboratory of Affective, Cognitive, 

and Behavioral Neuropsychometry–LAVINACC, 

E-mail: mari-rao@hotmail.com
 

2Department of Management Studies, North Campus, 

University of Kashmir, Srinagar, Jammu and Kashmir, India; 

Former Project Fellow, IIM Lucknow, Uttar Pradesh, India
 

3Full Professor of 4P: Psychometrics, Psychophysics, Perception, 

and Pain Department of Psychology, 

University of São Paulo at Ribeirão Preto, Brazil
 

ABSTRACT 

Sudden change of routine, high risk of infection, fear of illness, social 
isolation, and implementation of new behaviors and attitudes to the 
population in general have been factors that contributed significantly 
to the increase of panic attacks, anxiety, depression, stress, and fear. 
Faced with this scenario of profound mental illness of the population, 
the recommended response of intervention in psychological crisis during 
COVID-19, the focus was on maintaining emotional stability and coping 
methods. At the national level, the same mental illness has been observed 
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in the Brazilian population. However, preventive measures for mental 
health care, promotion of information and coping strategies on stress and 
emotional intelligence (EI) were not disclosed. Some studies relate EI 
to the reduction of exhaustion, stress, and better performance at work, 
especially among health professionals. Thus, this chapter analyzed the EI 
other affective factors (such as happiness, psychological stress, resilience, 
and non-somatic pain) and other affective factors six months into the 
COVID-19 pandemic. 

3.1 INTRODUCTION 

As a result of this epidemic, the mental health and physical health of the 
world’s population has been severely affected. Sudden changes in daily 
routine, high risk of infection, fear of illness, social isolation, and imple­
mentation of new behaviors and attitudes to the general population have 
been factors that have contributed significantly to the increase of panic 
attacks, anxiety, depression, stress, and fear [1]. Faced with this scenario 
of profound mental illness of the population, the recommended response 
of intervention in psychological crisis for the COVID-19 epidemic was 
focused on maintaining emotional stability, fighting dread, measuring 
pain, and improving coping techniques [2]. 

During the period of social isolation, the world population had to 
readjust and develop a certain resilience to face this moment. Several 
people found themselves outside their support network and isolated from 
their friends and family. Thus, people around the world, imposed to social 
isolation in favor of individual and collective health, faced insomnia, 
symptoms of anxiety, suicidal ideas, and emotional dysregulation for the 
first time in their lives [3]. The emotional responses of the population 
during a pandemic can include fear, uncertainty about the future, negative 
social attitudes, and behaviors due to a wrong view of the pandemic 
scenario and a distorted perception of risk of contamination [4]. 

People’s responses to COVID-19, since the beginning of the pandemic, 
have been shaped according to the opinion of their respective leaders and 
are a reflection of their political preferences [3]. According to the authors 
[3], if the authorities have the intelligence to connect empathetically with 
the population, treat them with respect and educate them about all the 
measures that should be taken in the moment of crisis, instead of simply 
forcing a lockdown, it is more likely that the population will identify a 
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sense of collectivity and will adhere to the measures without so much 
suffering. 

World leaders had to act in order to control panic and calm the popu­
lation with security measures and evidence that showed that they were 
working to try to control the health and economy of each country. Such 
attitudes demand emotional intelligence (EI) and attitudes that leaders 
would need to have to make an effective control of the pandemic, they are 
to represent the population; take all measures by the population; elaborate 
and incorporate a sense of collectivity [3, 5]. Some studies have shown 
that this capacity may be linked to better control of the pandemic and the 
population’s adherence to security measures [3, 5, 6]. 

3.2 LITERATURE APPROACH 

During COVID-19 EI plays a crucial part in properly coping with daily 
environmental stresses: emotional control, relationships, self-awareness, 
and effective communication [1]. The concept was formally defined by 
Salovey and Mayer in 1990 as “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” [7]. Later, in 1998, 
Goleman [8] defined EI as “the capacity for recognizing our own feelings 
and those of others, for motivating ourselves and for managing emotions 
well in ourselves and in our relationships” [8]. 

“It is a dynamic condition that can be learned by a leader or an organi­
zation” [9]. EI consists of two general areas: Personal Competence (self­
management and self-awareness) and Social Competence (interpersonal 
relationships [5]. Goleman [10] and Bar-On [11] consider self-awareness 
the most significant feature of EI [1, 10, 11]. As a result, leaders must be 
able to understand the emotional reality and cultural norms that drive the 
conduct of their organizations [9]. 

3.3 METHODS AND INSTRUMENTS 

A cross-sectional survey was done from August 20th to October 23rd, 2020, to 
assess EI and other psychological factors, such as happiness, psychological 
stress, resilience, and non-somatic pain, among other things. Google Forms 
was used to collect the data, which was then forwarded to participants via 
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social media and e-mail. This research is part of the project titled Physical, 
Psychological, and Cognitive Reactions to COVID-19 (11th module). 

In addition, participants were needed to sign a Participant Consent 
Form that outlined the study’s objectives and nature, as well as a state­
ment that they could withdraw at any moment. In total, 110 Brazilians 
participated in the poll, which was also the final sample size for the study’s 
analysis. 

3.4 INSTRUMENTS 

EI was assessed using the Emotional Intelligence Scale (EIS) during 
COVID-19 Pandemic [1]. 5-point Likert scale was used from 1 to 5 
(5, = strongly agree, 4 = agree, 3 = neutral, 2 = disagree and 1 = strongly 
disagree) [1]. It is a scale with a high reliability (Cronbach’s alpha = 0.768) 
[1]. To better fit our study, we used the items 1 to 22 (the full scale has 28 
items). The author gave us permission to use the weighing scale. The items 
were translated and converted to the Brazilian Portuguese language by our 
team of translators. 

We assessed resilience using the brief resilience scale (BRS) [12]. It 
consists in a 5-point Likert-type 6 items scale where 1 = strongly disagree, 
2 = disagree, 3 = neutral, 4 = agree and 5 = strongly agree [12]. The score 
ranges from 6 to 30. It demonstrates good internal consistency (Cronbach’s 
alpha = 0.80). 

We measured happiness during the pandemic with the Oxford Happi-
ness Questionnaire (OHQ) [13]. It consists of a 29-item questionnaire 
presented in a Likert format in six categories of responses (1 = strongly 
disagree, 2 = moderately disagree, 3 = slightly disagree, 4 = slightly 
agree, 5 = moderately agree, 6 = strongly agree) [13]. The questionnaire 
has a high and strong reliability and internal consistency (Cronbach’s 
alpha = 0.91). 

We also used the 6-item Kessler Psychological Distress Scale (K6) 
[14] to measure non-specific psychological distress. It is a five-point scale 
(0 = none of the time, 1 = a little of the time, 2 = some of the time, 3 = most 
of the time, 4 = all of the time) that the responses range from 0–24 [14]. 
It has confirmed excellent internal consistency and reliability (Cronbach’s 
alpha = 0.89). 

To quantify emotional and subjective pain we used Non-Somatic Pain 
Scale, developed by one of the authors of this study, José Aparecido. It 
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consists in a three-item scale presented in a Likert format in four catego­
ries of responses (1 = never, 2 = sometimes, 3 = most of the time, 4 = All 
of the time). It has demonstrated great internal consistency and reliability 
(Cronbach’s alpha = 0.87). 

Afterwards, the participants completed a socio-demographic survey 
that included questions on their professions, social isolation, and work 
status as well as their emotional state during quarantine. 

3.5 STATISTICAL ANALYSIS 

All data were analyzed using the descriptive statistics method in IBM 
SPSS Statistics 23. 

3.6 RESULTS AND DISCUSSION 

To characterize the sample, we assessed some factors (age, gender, job, 
education level, social isolation, perceived happiness, and non-physical 
pain) in the socio-demographic survey, as shown in Table 3.1. 

In our sample, 89 participants (80.91%) were female, with a mean age 
of 36, 9 years old, with a complete college degree (40%), low perceived 
happiness (51.82%) and non-physical pain sensation (55.45%) during 
the COVID-19 pandemic. This profile may be significant because, as the 
literature has been showing since the beginning of the pandemic, women 
are showing higher levels of stress and psychological distress as they try to 
conciliate their careers, house tasks, and personal life during social isola­
tion times [15, 16]. 

Despite the lack of an official lockdown in Brazil, most of our sample 
kept self-isolation (55.45%). It is necessary to consider the fact that 
by the time this research took place, most cities and states had started 
to reopen non-essential services, and by September, some schools had 
reopened [16, 17]. 

Scientific understandings of the pandemic scenario of COVID-19 
undergo daily changes, causing fear, uncertainty, and even mistrust in the 
population [18]. In order to contain the damage of this pandemic, WHO 
promoted preventive behavioral measures, which were imposed on the 
world’s population from day to day. The night: social distance; hygiene 
practices; wearing masks; among others [19]. 



 

 TABLE 3.1 Characteristics of the Participants (n = 110) 

Variable N Percentage (%) 
Female 89 
Male 21 

Age (Years) 
Mean 36.9 
Median 35 
Mode 27 

Job 
Total People* 60 
Professor/teacher 34 
Health professional 24 
Health professional (frontline) 2 

Education Level 
Secondary school (complete) 2 
High school (complete) 16 
College degree (complete) 44 
College degree (incomplete) 6 
Postgraduate studies (complete) 39 
Postgraduate studies (incomplete) 3 

Non-Physical Pain 
Yes 61 
No 49 

Social Isolation (6 Months into th
Yes 85 
No 25 

Perceived Happiness During th
Happy 26 
A little happy 57 
Nothing has changed 20 
Very unhappy 7 

80.91% 
19.09% 

– 
– 
– 

54.55% 
30.91% 
21.82% 
1.82% 

1.82% 
14.55% 
40% 
5.45% 
35.45% 
2.73% 

55.45% 
44.55% 

e Pandemic) 
77.27% 
22.73% 

e Pandemic 
23.64% 
51.82% 
18.2% 
6.34% 
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Unlike what has been shown in the international literature for other 
countries [16, 20, 21], Brazilian leaders did not adopt official measures 
of lockdown or effective prevention policies. According to literature [1, 
2, 6], the lack of actions that would cause a sense of collectivity in the 
population, can be considered as a was a low capacity for EI for pandemic 
control. 
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Preventive measures for mental health care, promotion of information 
and coping strategies on stress and EI were not disclosed in Brazil. In 
Table 3.2, it is possible to see the gender frequency scores of the scales 
that were used. In two (K6 and Non-Somatic Pain Scale) of the four scales 
used, women’s mean scores were significantly higher than those of men. 
In Kessler Psychological Distress Scale (K6) 38.20% of women sample 
are said to have a severe level of distress, while 52.38% of men sample are 
categorized on the normal level. Also, the female sample presents a higher 
mean and maximum scores (6.51 and 12) than the male sample (5.3 and 
3) in the Non-Somatic Pain Scale (which contains affirmatives about deep 
sadness and agony). 

These results indicate that the female sample is more likely to be 
associated with increased distress. It is in line with others results in the 
literature [16, 22–24]. Some studies relate EI to the reduction of exhaustion, 
stress, and better performance at work, especially in health professionals 
[25, 26]. Women are being more affected by the COVID-19 pandemic 
than men. Meanwhile, on the BRS the female sample (3.23) presented 
a mean score lower than the male (3.58) and total sample (3.30). This 
result may be considered as a factor to why women are being the most 
affected. Considering the excessive load of work at their jobs, at home 
with their family, the stress and anxiety symptoms appear more frequently 
[27], since the intensity of affective reactions correlates with internalizing 
and externalizing symptomatology of anxiety and distress [26]. 

On the EI scale [1] and the OHQ [12] it is still possible to point the 
gender difference. The male sample presents a higher mean score (87.19) 
than the female sample (82.51) in the EI scale. This result, despite both 
samples reached a high score of 110, may explain the differences between 
the scores obtained on the K6 scale. As EI is considered to make a person 
more capable of dealing with adversities and their own and other’s 
emotions, it was expected that higher scores in EI would relate to higher 
levels of happiness and lower levels of distress. 

EI is adversely connected with anxiety, depression, and stress, according 
to several research [28, 29]. Also, studies have shown that EI can assist 
people notice and reduce the severity of unpleasant emotions [30]. 

This being said, it is possible to relate the higher performance of the 
male sample in the EI Scale with lower scores on the K6, as well the 
significantly lower performance on EI scale and higher scores on K6 from 
the female sample. In this study we found a strong, negative correlation 
between the EI Scale During COVID-19 Pandemic and the 6-item Kessler. 
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TABLE 3.2 Gender Frequency and Statistical Scores for OHQ, K6, EI Scale, BRS, and 
Non-Somatic Pain Scale 

Women Men Sample 
OHQ Statistics 

Mean 3.95 4.26 4.04 
Median 4.06 4.41 4.18 
Mode 4.03 5.41 4.37 
Min 2.34 2.65 2.34 
Max 5.59 5.41 5.59 

OHQ Frequency 
Not happy (1–2) 10 (10.11%) 3 (14.29%) 12 (10.91%) 
Not particularly happy or unhappy (3–4) 76 (85.39%) 15 (71.42%) 91 (82.73%) 
Very happy (5–6) 4 (4.50%) 3 (14.29%) 7 (6.36%) 

K6 Frequency 
Normal (0–7) 31 (34.83%) 11 (52.38%) 42 (38.18%) 
Mild (8–12) 24 (26.96%) 5 (23.81%) 12 (26.36%) 
Severe (13–24) 34 (38.20%) 5 (23.81%) 39 (35.45%) 

EI Scale Statistics 
Mean 82.51 87.19 83.4 
Median 82 84 82.5 
Mode 82 76 75 
Min 53 65 53 
Max 110 110 110 

BRS Statistics 
Mean 3.23 3.58 3.30 
Median 3.33 3.5 3.33 
Mode 4 5 4 
Min 1 1.83 1 
Max 5 5 5 

Non-Somatic Pain 
Mean 6.51 5.3 6.29 
Median 6 5 6 
Mode 6 3 6 
Min 3 3 3 
Max 12 3 12 
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Psychological Distress Scale (K6) (r = 0.639; p < 0.001), as it is shown 
in Figure 3.1. The negative correlations mean that in the presence of a 
low EI, a higher level of distress may appear, which is aligned with the 
literature about EI and negative emotions [29, 30]. 

FIGURE 3.1 Emotional intelligence scale during COVID-19 pandemic (y) and the 6-item 
Kessler psychological distress scale (K6) (x) and Pearson coefficient using scatter diagram. 

The results in Figure 3.2 also showed the EI scale during COVID-19 
pandemic and the Oxford happiness questionnaire (OHQ) demonstrated a 
substantial, positive association. (r = 0.686; p < 0.001). This indicates that 
higher EI may lead to higher levels of happiness. 

Table 3.3 shows the statistics scores for the EI scale during COVID-19 
Pandemic and the 6-item Kessler psychological distress scale (K6) for 
health professional sample (24) and professors/teachers’ sample (33). 
Health professionals and teachers presented similar results and mean 
scores on both scales. The high scores on EI Scale justify the lower scores 
on the K6 scale. 
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FIGURE 3.2 Emotional intelligence scale during COVID-19 pandemic (y) and the 
Oxford happiness questionnaire (x) and Pearson coefficient using scatter diagram. 

TABLE 3.3 Statistics Scores for the Emotional Intelligence Scale During COVID-19 
Pandemic and the 6-Item Kessler Psychological Distress Scale 

Health Professional Professor/Teacher Sample 
K6 Frequency 

Normal (0–7) 12 (50%) 19 (57.58%) 42 (38.18%) 

Mild (8–12) 6 (25%) 7 (21.21%) 12 (26.36%) 

Severe (13–24) 6 (25%) 7 (21.21%) 39 (35.45%) 

EI Scale Statistics 

Mean 88.54 89.18 83.4 

Median 87.5 87 82.5 

Mode 82 82 75 

Min 70 57 53 

Max 108 110 110 
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Several studies have shown that health care workers are most prone to 
suffer from psychological symptoms (such as panic syndrome, anxiety, post-
traumatic stress disorder and depression) [1, 16, 31]. Overwork, frustration, 
discrimination, isolation, patients with bad emotions, lack of touch with their 
families and weariness have been among the challenges faced by medical 
personnel in Wuhan during the COVID-19 pandemic [31]. 

Some studies also showed that schoolteachers and university professors 
have been presenting significant levels of stress, anxiety, and burnout since 
the beginning of online classes [32–34]. It is important to outline that by the 
time of this survey, schools were still closed or had just reopened. This way, 
we can infer that the professors/teacher’s sample had been for 5 months 
teaching remotely and were significant adapted to the new scenario. 

Half of health professional sample presented mild and severe distress 
(25% and 25%, respectively), which may correlate with the pandemic 
situation at the time. By the time of this study, As of September 12th, 2020, 
Brazil had 20,126 confirmed cases per 1 million of the population and 613 
by COVID-19 [35, 36]. 

Leading with EI would establish a common goal and an acknowledge­
ment of the factors over which cannot be controlled [6]. The fact that leaders 
do not make consensual decisions about the pandemic and what security 
measures should be implemented, ends up leaving health professionals and 
teachers working in a dangerous and infectious environment, which may 
explain some levels of psychological distress. 

3.7 CONCLUSIONS 

A few drawbacks of this study should be noted. Although we reached 
participants in 13 different U.S. states, this poll should not be viewed as 
representative of the entire country’s population. In this study, a limited 
sample was examined to determine the impact of the pandemic. The 
results can be related to the way the Brazilian leaders has been dealing 
with the COVID-19 pandemic, which correlates with the literature about 
EI and leadership. A number of studies have shown that diseases are 
followed by significant individual and social psychosocial effects, which 
can be far more damaging than the disease itself [37]. World population 
has been adversely affected by the COVID-19 epidemic, which has spread 
throughout the world. As a result, the pandemic had a greater impact on 
countries whose leaders lacked EI when dealing with the problem [3, 16]. 
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A number of studies have shown that EI is necessary for dealing with 
COVID-19-induced stress, anxiety, and other unwanted effects [1, 3, 
30]. In Brazil, a significant decrease in the populations mental health has 
been observed, mainly in people who have lost a relative to COVID-19 
or had some high economic loss, also affected by gender. However, there 
has been a wave of negationism during the pandemic and a complete 
lack of EI by the government, which is still negatively affecting the 
population. 
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ABSTRACT 

This chapter explores that how mediative fuzzy logic be used in 
emotional intelligence (EI) and its management of the conflicting factors 
in the pandemic. Mediative fuzzy logic is applicable as an extension of 
intuitionistic fuzzy logic to control the conflicting factors in pandemic 
period. It can manage the contradictory information, which is very useful 
to manage the emotional quotient as compared to intelligent quotient. 
The present work is often based on measurements of the Intelligence 
Quotient (IQ) levels such as mathematical computation. The factors to 
the confliction at home during pandemic are categories into five major 
categories as financial crisis, psychological behavior, interpersonal effects, 
clinical implication for health issues, and education loss. In addition, the 
relationship between the input factors and the conflicting factors has also 
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been defined to infer the output of the mediative based fuzzy inference 
system. 

4.1 INTRODUCTION 

Pandemic multiplies many existing conflicts. One of them is knowledge of 
the world around. Human beings acquire knowledge through their experi­
ences, communication, society, family, and education. Knowledge plays a 
central role in managing the assessment and relevance of the conflicting 
factors. But knowledge is affected by the emotional intelligence (EI). 
The problem with the emotional knowledge is that its most of the part 
is perception based. Perceptions and especially perception of the possi­
bilities and the probabilities of the factors are intrinsically imprecise and 
reflect the fact that human sensory organs, and ultimately the brain, have 
bounded. They lose the ability to resolve the conflicting factors which 
may arise during their stay-at-home stay in the pandemic situations. 
Pandemics are basically the global epidemic that occurs over a very wide 
area, crossing the natural boundary and usually affecting a large amount 
of society. Pandemics are having a classical, social, and economic impact 
on the lives of human beings. The pandemic changes the lives of people. 
The economic and social disruption due to the pandemic is divesting the 
people and begets conflict among the people during their stay at home. 

There are various factors which gives birth to the conflict at home 
during pandemic like financial crisis (F), psychological behavior (P), 
interpersonal effects (I), clinical implication for health issues (C), and 
education loss (E). 

Imprecision of perception stands in before the eyes of conventional 
technology in the measurement of conflicting factors. These techniques are 
based on the bivalent logic and probability theory. Another complication 
is: the too much knowledge about the pandemic. The human brain receives 
many kinds of information from various sources reliable and unreliable as 
well. This is one of the biggest obstacles and it centers upon the concept of 
relevance. As perception varies from man to man, so the conflicts may vary. 

The third obstacle is the emotional quotient (EQ). The EI is the 
potential to figure out, use, and maintain its own emotion in a positive 
sense to cure stress, self-awareness, and to communicate effectively. It 
may have empathy for others to overcome the challenges. The conflict 
during stay at home in the pandemic situation may occur. There are mainly 
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five attributes which define the EI, i.e., self-management, self-awareness, 
handling relationship, self-motivation, and empathy. There are different 
ways to increase the level of EI. Various techniques are also available to 
measure the EQ at different levels, i.e., perceiving emotions, reasoning 
with emotions, understanding with emotions, and managing emotions. 

In this present proposal, we will formulate a mediative fuzzy logic 
model in the management of pandemic days over these three obstacles, 
i.e., knowledge perception, conflicting factors, and EI. 

There are two different ways for the assessment of the model: 

i. Semantic; and 
ii. Statistical. 

Research was conducted (Sir Sanford Fleming College, Canada) 
in 2009. This study shows that the major reason of student withdrawal 
from their respective colleges was related to two factors, i.e., social, 
and emotional. To discriminates between the emotions level and to use 
emotional knowledge to handle the thinking and behavior; a study [2] was 
conducted in 2009. Austin’s [3] gave a study based on a limited correlation 
between academic scores and EI scores among students in the medical 
field. Many other studies [4–22] on EI were also conducted so far. 

In real-life situations, when human intervention is being quantized then 
the statistical methods have no relevance. To deal with such a situation, a 
logic-based method is required. Fuzzy logic [23] is a logic that deals with 
the real-life situation and works like human intelligence. Fuzzy logic is a 
rule-based inference model that can rely on the empirical happening of an 
entrepreneur, especially usable to hold escapades promoter accomplish­
ment. Fuzzy logic is a form of artificial intelligence software and it may 
be considered as a subset of artificial intelligence. Artificial intelligence 
and EI are two sides of the same coin. One side of the coin there are skills 
and on the other side there are advanced technological competence. Fuzzy 
logic controllers [24] are the mechanics on which fuzzy rule base system 
works like human thinking. Due to its logical reasoning ability [25] many 
researches [26, 27] have also introduced controller based on fuzzy logic. 
Fuzzy logic-based EI system has also been applied to test the emotional 
literacy of students [28]. Due to the assumption of truth value only, fuzzy 
logic fails to deal many vague, hesitation, and doubtful cases. To eliminate 
this drawback, Atanassov [29] provided a study based on intuitionistic 
fuzzy logic. This study considers both the cases that are true and false. The 
sum of these two values together with hesitation margin is always equal 
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to 1. Further, the truth value represents the membership grade; false value 
indicates the non-membership grade, respectively. There are so many 
applications of intuitionistic fuzzy logic in various fields [30, 31]. But 
in the present era of contradiction, both the logics, i.e., traditional fuzzy 
logic and intuitionistic fuzzy logic fails to handle the situations, where 
we have contradictory, non-contradictory, and conflicting factors. Montiel 
et al. [32] gave a mediate solution to such problems called the mediative 
fuzzy logic. It may apply as an extension of previously existing logics (i.e., 
traditional and intuitionistic fuzzy logics). Many interesting applications 
of mediative fuzzy logic have also been studied [33–35]. To deal with 
conflicting factors, we will use the mediative fuzzy logic due to its nature 
to deal with conflicting factors gave the solution in mediative forms. 

In this present work, we will develop a mediative fuzzy logic-based 
emotional inference system in the management of the pandemic days based 
on three obstacles, i.e., knowledge perception, conflicting factors, and EI. 
We take five factors as an input for the system namely, self-awareness, 
self-management, relationship, self-motivation, and empathy. And the 
output based on mediative fuzzy logic for emotional intelligent system 
has categorized into five linguistic variables namely, financial crisis, 
psychological behavior, interpersonal effects (I) and clinical implication 
for health issues and education loss. 

4.2 BASIC CONCEPTS 

4.2.1 FUZZY LOGIC 

When uncertainty, fuzziness, vagueness, and impreciseness exist in the 
experimental data or real-life problems, then fuzzy logic (given by Zadeh 
in 1965 [23]) is used to deal with these aspects. It is a computational based 
paradigm on human being thinking. 

4.2.2 INTUITIONISTIC FUZZY LOGIC 

If fuzzy logic fails to deal with the state where an unfavorable or antago­
nistic case exists, then intuitionistic fuzzy logic is used to deal with this 
situation. In this logic, we deal with favorable as well as unfavorable cases 
together including the hesitation part. 
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4.2.3 MEDIATIVE FUZZY LOGIC
	

In the present scenario where EI, knowledge, and conflicting factors affect 
the human stay at home then intuitionistic fuzzy logic and traditional fuzzy 
logic are not adroit to deal with these situations, due to the involvement of 
three types of contradictory factors. To handle such kind of contradictory, 
non-contradictory, and doubtful situation, Montiel et al. in 2005 [32] intro­
duced the concept of mediative fuzzy logic. In this logic, we try to find out 
a mediate solution to the problem at the optimal degree of acceptance with 
the help of existing contradictory factors. Contradictory factor works as a 
minimum of agreement or disagreement factor. 

4.2.4 FUZZY LOGIC CONTROLLER FOR RULE-BASED SYSTEM 

To perform the judgment of a human being, we need a paradigm that can 
easily deal with conflicting situations to form a self-operating program 
so that one can have an ability to perform as a human being. Fuzzy logic 
controller has the ability to handle such type of circumstances there are 
three types of fuzzy logic controller have been studied, namely, Mamdani, 
Sugeno, and Tsukamoto. In this work, we use Mamdani-type fuzzy logic 
controller. Further, we extended the inference system with the help of 
mediative fuzzy logic. For the proposed approach of this work, we need 
to define the membership and non-membership values for the factors and 
then we define the fired fuzzy rules. 

4.3 MEMBERSHIP AND NON-MEMBERSHIP FUNCTIONS FOR 
THE FACTORS 

In this proposed work, we used the concept of self-assessment tool introduced 
by Cartwright and Solloway [36], which was adapted from Goleman’s model 
of EI [37] to measure the conflict at home during a pandemic. A framework 
on mediative fuzzy-based EI is developed to calculate various linguistic 
categories of output for the measurement of EI. The proposed framework 
gave the most appropriate output designed to raise their EI effectively. We 
constructed the membership and non-membership functions for the input 
and output factors that have been included in our study by generating the 
codes in MATLAB. These all are represented by Figures 4.1–4.11. 



 

 

58 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.1

 
M

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
aw

ar
en

es
s. 



 

 

59 Emotional Intelligence and Its Management 

FI
GU
RE
 4
.2

 
N

on
-m

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
aw

ar
en

es
s. 



 

 

60 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.3

 
M

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
m

an
ag

em
en

t 



 

 

61 Emotional Intelligence and Its Management 

FI
GU
RE
 4
.4

 
N

on
-m

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
m

an
ag

em
en

t. 



 

 

62 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.5

 
M

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r r
el

at
io

ns
hi

p.
 



 

 

63 Emotional Intelligence and Its Management 

FI
GU
RE
 4
.6

 
N

on
-m

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r r
el

at
io

ns
hi

p.
 



 

 

64 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.7

 
M

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
m

ot
iv

at
io

n.
 



 

 

65 Emotional Intelligence and Its Management 

FI
GU
RE
 4
.8

 
N

on
-m

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r s
el

f-
m

ot
iv

at
io

n.
 



 

 

66 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.9

 
M

em
be

rs
hi

p 
fu

nc
tio

n 
fo

r e
m

pa
th

y.
 



 

 

67 Emotional Intelligence and Its Management 

FI
GU
RE
 4
.1
0 

N
on

-m
em

be
rs

hi
p 

fu
nc

tio
n 

fo
r e

m
pa

th
y.

 



 

 

68 Emotional Intelligence for Leadership Effectiveness 

FI
GU
RE
 4
.1
1 

M
em

be
rs

hi
p 

fu
nc

tio
n 

fo
r o

ut
pu

t v
ar

ia
bl

es
. 



 

 TABLE 4.1 Input Factors and Their Corresponding Membership and Non-Membership 
Grades 

Linguistic Category 1 Linguistic Category 2 Linguistic Category 3 

Self-
Awareness 

Self-
Management 

Relationship 

Self-
Motivation 

Empathy 

Mathematically, the numerical categorization of the factors into the 
membership and non-membership functions for each input factors with 
their three linguistic categories are shown in Table 4.1. 
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For the non-membership value of the output factor, the ranges of the 
linguistic variables are lies between: 

• [0, 28] (for F); 
• [5, 28] (for P); 
• [15–38] (for I); 
• [25–48] (for C); and 
• [35–60] (for E). 

4.4 FUZZY INFERENCE SYSTEM FOR EMOTIONAL INTELLIGENCE 
(EI) MODEL 

We developed the fuzzy IF-THEN rules for the mediative fuzzy logic 
based emotional intelligent system according to the requirement and the 
nature of the particular problem. From the inference of these fuzzy rules, 
we will get a comprehensive mediate value. In this work, we have taken 
the 10 fired fuzzy rules. The program for these fuzzy rules is given in 
Table 4.2 and these rules are shown in Table 4.3. 

The rules defined in the logic-based inference system can be summa­
rized in Table 4.3. 

4.5 NUMERICAL COMPUTATIONS 

The numerical computations for the proposed model of EI based on the 
mediative fuzzy logic have been carried out with the MATLAB software 
for the conflicting factors. The significance of the proposed model and 
individual conflicting factor and the lack of hesitational part are tested 
using the input as well as the output factors. A comparison between the 
intuitionistic and mediative logic based out is also obtained. We have 
taken different inputs and calculated the numerical values which have 
been shown in Tables 4.4–4.6. 

4.6 CONCLUSION 

This work represents a novel framework to model and process EI skills 
in the context of conflict at home during pandemic period. The proposed 
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 TABLE 4.2 Mediative Logic-based Inference System for the Fired Fuzzy Rules of the Proposed Model

IF THEN 
Input 1 Input 2 Input 3 Input 4 Input 5 Output 
(self-awareness) (self-management) (relationship) (self-motivation) (Empathy) 

1. low low week low no Psychological-behaviour
2. low low strong low having Financial-crisis 
3. average average average Low average Inter-personal effects
4. Self average average average no Clinical implication for health issues
5. low low week low having Education loss 
6. average average average average average Financial crisis 
7. self self week low average Psychological-behaviour
8. low low strong self no Psychological-behaviour
9. average self week low no Clinical implication for health issues
10. self self strong self having Education loss 

Em
otional I



 

 TABLE 4.3 Summarized Fuzzy Rules

1.	 If (input1 is low-self-awareness) and (input1 is low-self-management) and (input1 is week-relationship) and (input1 is low-self­
motivation) and (input1 is no-empathy) then (output1 is psychological-behavior)

2.	 If (input1 is low-self-awareness) and (input1 is low-self-management) and (input1 is strong-relationship) and (input1 is low-self­
motivation) and (input1 is having-empathy) then (output1 is financial-crisis

3.	 If(input1 is average-self-awareness) and (input1 is average-self-management) and (input1 is average-relationship) and (input1 is
low-self-motivation) and (input1 is average-empathy) then (output1 is inter-personal-effects)

4.	 If (input1 is self-awared) and (input1 is average-self-management) and (input1 is average-relationship) and (input1 is average-self­
motivation) and (input1 is no-empathy) then (output1 is clinical-implication-for-health-issues)

5.	 If (input1 is low-self-awareness) and (input1 is low-self-management) and (input1 is week-relationship) and (input1 is low-self­
motivation) and (input1 is having-empathy) then (output1 education-loss)

6.	 If (input1 is average-self-awareness) and (input1 is average-self-management) and (input1 is average-relationship) and (input1 is
average-self-motivation) and (input1 is average-empathy) then (output1 is financial-crisis)

7.	 If (input1 is self-awared) and (input1 is self-managed) and (input1 is week-relationship) and (input1 is low-self-motivation) and
(input1 is average-empathy) then (output1 is psychological-behavior)

8.	 If (input1 is low-self-awareness) and (input1 is low-self-management) and (input1 is strong-relationship) and (input1 is self-
motivated) and (input1 is no-empathy) then (output1 is psychological-behavior)

9.	 If (input1 is average-self-awareness) and (input1 is self-managed) and (input1 is week-relationship) and (input1 is low-self­
motivation) and (input1 is no-empathy) then (output1 is clinical-implication-for-health-issues)

10.	 If (input1 is self-awared) and (input1 is self-managed) and (input1 is strong-relationship) and (input1 is self-motivated) and (input1
is having-empathy) then (output1 is education-loss) 
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 TABLE 4.4 Numerical Computation I for the 10 Fired Fuzzy Rules Indicated by Rows

Input 1 Input 2 Input 3 Input 4 Input 5 Output 1 Intuitionistic-Based Output Mediative-Based Output
15 
0.5, 0.34 

0.5, 0.34 
0.5.34 

0, 1 
0, 1 

.5.34 

0, 1 

0.5, 0.34 
0, 1 
0, 1 

15 
0.28, 0.53 

0.28, 0.53 
.71.23 

.71.23 

.28, 0.53 

0.1 

0, 1 

.28, 0.53 
0, 1 
0, 1 

20
.67.25 

0, 1 
0.34.5 

0.34.5 
.67.25 

0.34.5 

0.34.5 

0, 1 
.67.25 
0, 1 

15
.5.34 

.5.34 

.5.34 

.5.38 

.5.34 

.5.38 

.5.34 

0, 1 
.5.34 
0, 1 

8 
.4.3 

0, 0.87 
.6.28 

.4.3 

.4.3 

.6.28 

.6.28 

.4.3 

.4.3 
0, 0.87 

P (0.28.25) Y1 = (1 – 0.47) 20 + (0.47) 
20.296875 = 20.1395 

F (0.34) Y2 = (0.66) 7.6357 = 5.039562 
I (0.34.23) Y3 = (1–0.43) 30 + (0.43)  

30.23 = 30.0989 
C (0.23) Y4 = (0.77) 40.213636 = 30.9645 
E (0.23) Y5 = (0.77) 54.0996 

41.6567 
F (0.25) Y6 = (0.75)5.5154 

= 4.1365
P (0.28) Y7 = (0.72)20.28 

= 14.6016
P (0.3) Y8 = (0.7)20.3 = 14.21 
C (0.25) Y9 = (0.75)40.25 = 30.1875 
E (0.87) Y10 = (0.13)53.762798 = 6.9591 

Aggregated = 19.8023862 

Y1 = (1 – 0.47 – 0.125) 20 +
(0.47 + 0.125) 20.2968 = 20.5764
Y2 = (0.66) 7.6357 = 5.039562
Y3 = (1 – 0.43–0.115) 30 + (0.43 
– 0.115) 30.23 = 30.12535
Y4 = (0.77) 40.213636 = 30.9645
Y5 = (0.77) 54.0996
41.6567 
Y6 = (0.75)5.5154
 = 4.1365 
Y7 = (0.72)20.28
 = 14.6016 
Y8 = (0.7)20.3 = 14.2
Y9 = (0.75)40.25 = 30.1875
Y10 = (0.13)53.762798 = 6.9891
Aggregated = 19.8487 
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 TABLE 4.5 Numerical Computation II for Different Inputs and for the 10 Fired Fuzzy Rules Indicated by Rows

Input 1 Input 2 Input 3 Input 4 Input 5 Output 1 Intuitionistic Mediative 
25 
0.5, 0.34 
0.5, 0.34 
0.5.34 

0, 1 
0, 1 
.5.34 

0, 1 
0.5, 0.34 
0, 1 
0, 1 

25 
0, 1 
0, 1 
.14.23 

.14.23 
0, 1 
.14.23 

.14.23 
0, 1 
.14.23 
.14.23 

20
.67.25 
0, 1 
0.34.5 

0.34.5 
.67.25 
0.34.5 

0.34.5 
0, 1 
.67.25 
0, 1 

10 
.5.34 
.5.34 
.5.34 

.5.38 

.5.34 

.5.38 

.5.34 
0, 1 
.5.34 
0, 1 

12 
0.7 
.4.37 
.6.25 

0.7 
.4.37 
.6.25 

.6.25 
0.7 
0.7 
.4.37 

P (0.25) 
F (0.34) 
I (0.14.23) 

C (0.23) 
E (0.25) 
F (0.14.23) 

P (0.23) 
P (0.34) 
C (0.23) 
E (0.23) 

Y1 = (0.75)20.296875 = 5.0742 
Y2 = (0.66)7.6357 = 5.039563 
Y3 = (1–0.63)30+(0.63)  
30.23 = 30.1449 
Y4 = (0.77)40.213636 = 30.9645 
Y5 = (0.75)54.0131 = 40.5098 
Y6 = (1–0.63)7.78+(0.63)  
5.4726 = 6.3263 
Y7 = (0.77)20.23 = 15.5771 
Y8 = (0.66)20.34 = 13.4244 
Y9 = (0.77)40.213636 = 30.9645 
Y10 = (0.77)54.0996 = 41.6567 
= 21.9682

Y1 = (0.75)20.296875 = 5.0742
Y2 = (0.66)7.6357 = 5.039562
Y3 = (1–0.63–0.07)30+(0.7)  
30.23 = 30.161 
Y4 = (0.77)40.213636 = 30.9645
Y5 = (0.75)54.0131 = 40.5098

 Y6 = (1–0.63–0.07)7.78+(0.7)
5.4726 = 6.16482
Y7 = (0.77)20.23 = 15.5771
Y8 = (0.66)20.34 = 13.4244
Y9 = (0.77)40.213636 = 30.9645
Y10 = (0.77)54.0996 = 41.6567
 = 21.9536 
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 TABLE 4.6 Numerical Computation III for Different Inputs and for the 10 Fired Fuzzy Rules Indicated by Rows

Input 1 Input 2 Input 3 Input 4 Input 5 Output 1 Intuitionistic Mediative 
28 
0, 1 

0, 1 

.2.14 

.8.14 

0, 1 

.2.14 

.8.14 

0, 1 

.2.14 

.8.14 

15 
.28, 0.53 

.28, 0.53 

.71.23 

.71.23 

.28, 0.53 

0, 1 

0, 1 

.28, 0.53 

0, 1 

0, 1 

20
.67.25 

0, 1 

0.34.5 

0.34.5 

.67.25 

0.34.5 

0.34.5 

0, 1 

.67.25 

0, 1 

15
.5.34 

.5.34 

.5.34 

.5.38 

.5.34 

.5.38 

.5.34 

0, 1 

.5.34 

0, 1 

8 
.4.3 

0, 0.87 

.6.28 

.4.3 

.4.3 

.6.28 

.6.28 

.4.3 

.4.3 

0, 0.87 

 
P (0.25) 

F (0.34) 

I (0.2.23) 

C (0.34.23) 

E (0.25) 

F (0.28) 

P (0.28) 

P (0.3) 

C (0.25) 

E (0.87) 

 
Y1 = (0.75)20.296875 
5.0742 
Y2 = (0.66)7.6357 
= 5.039562

Y3 = (1–0.57)30+(0.57)30 
= 1

Y4 = (1–0.43)40+(0.43)39.79 

Y5 = (0.75)54.0131 
40.5098 
Y6 = (0.75)5.5154 
= 4.1365

Y7 = (0.72)20.28 
14.6016
Y8 = (0.7)20.3 
 = 14.21
Y9 = (0.75)40.25 
= 30.1875

Y10 = 41.6567 
 = 20.45

 
Y1 = (0.75)20.296875
5.0742 
Y2 = (0.66)7.6357
 = 5.039562 
Y3 = (1–0.57–0.1)30+(0.67)30
 = 1 
Y4 = (1–0.43–0.115)  
40+ (0.43+.115)39.79
Y5 = (0.75)54.0131
40.5098 
Y6 = (0.75)5.5154
 = 4.1365 
Y7 = (0.72)20.28
 = 14.6016 
Y8 = (0.7)20.3
 = 14.21 
Y9 = (0.75)40.25
 = 30.1875 
Y10 = 41.6567
 = 20.42 75 
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model is based on mediative fuzzy logic. Five areas of EI competencies 
that help in identify the conflict. Mediative fuzzy linguistic variables and 
mediative fuzzy logic are used to find out the appropriate uncertainties as 
well as the complexities of modeling the EQ skills and their assessment to 
get the output. The mediative fuzzy-based system is expected to provide a 
suitable tool for the better orientation of their conflictions factors that help 
to succeed in their personal lives. The entire work done in this chapter 
illustrates the following points: 

•	 This work presented a new approach to evaluate the conflict at 
home during pandemic. The proposed approach plays a vital role 
in nurturing and to develop the EQ skills level to overcome the 
conflicts and learning perspective. 

•	 A mediative fuzzy logic-based EI system and processing its frame­
work is developed for the comprehensive model and to capture 
uncertainties and contradiction in the proposed framework. This 
approach is expected to provide as much as accuracy to understand 
the statements of conflict at home during a pandemic. The fuzzy 
linguistic variables and mediative fuzzy logic is used to handle the 
contradiction and complexities of the modeling of the EQ skills and 
their assessment in the results. 

•	 The basic objective of manual calculation is to obtain an appropriate 
output for the EI. The desired output cannot be calculated by using 
any software or simulation-based technique. 

•	 In case of intelligent quotient any program may use in a proper way 
to get each solution. But in this case, a program-based computation 
gives the best optimal result. But here, the numerical computation 
is performed by manual calculation as well as the software-based 
calculations because in the case of EQ, the calculation cannot be 
measured exactly by machine or any simulation technique, so such 
condition can easily be calculated manually. 

•	 In these computational (Tables 4.4–4.6) the output of mediative 
logic-based approach is more optimal than the intuitionistic fuzzy 
logic-based approach. Due to the consideration of contradictory 
factor, the obtained output is quite better than the intuitionistic logic-
based system output. Numerical computation I for Table 4.4, indi­
cates that the conflict may arise at home during the pandemic arises 
due to the psychological behavior of the person or financial crisis. 
In the case of numeric computation II and III in Tables 4.5 and 4.6, 
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conflict arises due to some interpersonal effects and psychological  
behaviors of the person. 

•	  To compute the traditional fuzzy output, we applied the MATLAB 
[38] software, and by using this we gained the output of fuzzy 
logic-based system. And for further study, we used the manual 
computation to get the approximated solution of the problem. 

•	  A  comparative study between intuitionistic fuzzy logic and media
tive is done in this work. The superiority of the mediative fuzzy 
logic over intuitionistic fuzzy enhanced in this work. With the 
consideration of mediative fuzzy logic conflict at home during 
pandemic can easily be handled. 

­
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ABSTRACT 

The outbreak of COVID-19 has the hallmarks of a “landscape-scale” crisis: 
an unexpected event or sequence of events of enormous scale and over­
whelming speed, resulting in a high degree of uncertainty that gives rise to 
disorientation, a feeling of lost control, and strong emotional disturbance. 
COVID-19 has made its impact on almost every area of life, from personal 
to professional today more than ever before. The humanitarian toll taken 
by COVID-19 creates fear among employees and other stakeholders. 
However, the word “crisis” is composed of two characters in the Chinese 
language: one representing a threat, the other representing opportunity. 
There is no question that as we look back on the ongoing health crisis, 
we will learn that it has resulted in many innovations: new medicines and 
medical devices, enhanced healthcare processes, breakthroughs in the 
production and supply chain, and new collaboration techniques. What 
these innovations will have in common is that problems will be solved, 
which is always at the core of innovation. 
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In a time when an organization is in crisis, what role leaders play, and 
how their programs can generate value is of utmost importance. Because 
innovation and leaders play important roles in helping the organization 
succeed and drive development within this new climate. The leaders can 
sink an organization faster than a ship with a leak or raise an organization 
from the ashes. When all is smooth sailing, the true test of leadership does 
not happen. Instead, leadership during a crisis is tested. Moreover, seeing 
the possibilities coming from this crisis is not like being able to seize them. 
Therefore, considering this context, the current chapter illustrates the role 
played by leadership during the pandemic crisis, the need for innovation 
in the crisis, and the measures that leaders may take to advance innovation 
in the crisis to mitigate problems, followed by a discussion and conclusion 
of the chapter. 

5.1 INTRODUCTION 

The nCoV 2019 (COVID-19) is a new category of coronavirus which 
has not been witnessed till date. The World Health Organization (WHO) 
professed COVID-19 a pandemic on March 11, 2020 and graded it as a 
“CoV” virus, which is “a large group of viruses that cause illness extending 
from the common cold to more serious diseases like middle east respiratory 
syndrome (MERS-CoV) and severe acute respiratory syndrome (SARS-
CoV). COVID-19’s ongoing uncertainty has raised a huge threat to the 
healthcare industry in particular, as well as other industries in general” 
[1]. Almost immediately, universities, colleges, and schools all over the 
world shut their doors and changed their teaching from face-to-face to the 
internet. Staff and students have reacted with incredible flexibility, revising 
delivery and evaluation procedures which otherwise could have elongated 
to several months to complete via conventional channels. Organizations 
in any industry and location are experiencing unparalleled intensity and 
magnitude of transition. Manufacturing companies have shifted their 
activities to accommodate the strong and immediate demand for critical 
goods such as ventilators, face masks, hand sanitizers, and paracetamol. 
Governments also developed comprehensive strategies to assist persons 
and organizations facing bankruptcy or layoffs putting economic issues 
aside to concentrate on societal goals as for instance, safeguarding the 
interests of the needy, aiding people in financial need, and improving key 
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public services (particularly health and social care). Communities have 
come together in ways that have not been seen since World War II, giving 
encouragement and reassurance to the aged and lonely, compromising 
personal liberty for the greater good, and innovating new ways to interact, 
communicate, and collaborate. 

Though it is not unusual to bracket “leadership” with the characteristics 
and behaviors of human “leaders,” the COVID-19 pandemic highlights the 
importance of individuals and communities working together to accomplish 
leadership outcomes. However, many national figures have failed to 
comprehend the scope and complexities of the challenges raised by COVID­
19. It is worth mentioning here that both local leadership and administration 
have proven much more successful in mobilizing governmental, corporate, 
non-profit, and local associations and organizations to unite and respond. 
Place-based leadership responds to the environment in which it operates, 
bringing together various viewpoints and experience to resolve matters 
of interest to residents of a specific area, which will be critical not only 
in coping with the immediate consequences of COVID-19 but also in the 
lengthy process of reconstruction and regeneration that will accompany 
the pandemic [2]. Crises have proven to be catalysts for innovation in 
the past. The way we used to live got drastically transformed due to the 
COVID-19 pandemic, thereby defying any question that our society will 
be changed fundamentally after the threat has passed. However, If the 
pain is never the same, most global crises cause considerable economic 
disruption and can rip societies apart but they still motivate innovation. 
Many workplaces and educational establishments have had to rapidly 
adjust to working remotely that was quite challenging as well. However, 
the current crisis is due to a lack of foresight and the ability to act on 
that foresight, rather than a lack of ingenuity or adaptability. Experts have 
cautioned that due to climate disruptions, population growth, and amplified 
global interconnectedness, such type of pandemics can occur frequently. 
Institute for the Future (IFTF) in the USA, developed forecasts based on 
bio-disasters more than 10 years ago, focusing on zoonotic diseases (those 
transferred from animals to humans), anticipatory quarantines, and other 
viral risks. The Institute developed Superstruct, a large-scale participatory 
game in which thousands of people worked to plan and execute solutions 
to five “super-threats,” including a pandemic, 10 years before the current 
outbreak. We were not the only ones who stressed the importance of being 
prepared. Many analysts, including those in government, have raised the 
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alarm. However, there are few incentives integrated into our systems 
for people to gain knowledge about the future systemically and then act 
accordingly. Short-term results are rewarded in our capital markets and 
businesses; politicians are concerned with the next election, and most of 
the media relies on news stories rather than in-depth research. Hence, in 
such a circumstance, the responsibility lies with top leadership and the 
innovative solutions to the problems caused by the pandemic. The next 
section of the chapter elaborates the role played by the top leadership at this 
turbulent time, followed by the significant role of innovation, the measures 
needed to be taken by leadership to advance innovation. Subsequently, the 
discussion and conclusion sections of the chapter are presented. 

5.2 LEADERSHIP AMID PANDEMIC CRISIS 

Crises can be triggered by disasters, pandemics, and emergencies, amongst 
other woes. While crises differ in terms of scope, their predisposition to 
become global has been on the rise since the past two decades, with people 
getting more connected globally. The dawn of globalization with its upturn 
in international travel and the progression of the technology sector has 
conferred the world with gigantic opportunities and threats alongside. 
During December 2019, a novel coronavirus (SARS-CoV-2) was spotted 
in Wuhan, China, and soon its rate of infection leading to fatality was 
on the surge. The fatalities owed to a complex respiratory syndrome 
named COVID-19. Just within a short period of three months, the virus 
had spread to over 100 nations in the world and 219 by March 2021 [3, 
4]. The aftermaths of the impact, whether negative or positive, depending 
on leadership and personal initiatives in the society were so obvious [5]. 
The crisis is something unavoidable since time immemorial and blatantly 
crisis’ management is necessary for survival and prosperity of human life. 

As per Zamoum and Gorpe: “What composes a crisis is not easily 
agreed upon, however, notwithstanding lack of clarity, there are specific 
conditions as given in extant literature. For instance, crisis has six 
characteristics which are rare, significant, high impact, ambiguous, 
urgent, and involve high stakes. Crisis involves a period of discontinuity, a 
situation where the core values of the organization/system are under threat, 
and this calls for critical decision making. There is a destabilizing effect of 
the organization and its stakeholders and escalation of one or more issues, 
errors or procedures are expected in this period [6].” 
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A global challenge such as the coronavirus outbreak requires a global 
response. Better coordination and collaboration among nations was 
highly required, however, we saw countries sealing off their borders 
as a precautionary measure to decelerate the reach of the pandemic, 
denunciating other nations and competing for scarce resources, and even 
engaging in absurd conspiracy theories. Responding to a grand challenge 
like a pandemic requires cross-country and cross-sector collaboration (e.g., 
partnerships with NGOs, public sector entities, and even competitors). 
While providing a simple description of what organizations need to endure 
a pandemic, Nohria [7] underscores the worth of distributed leadership 
(divergent to centralized leadership), dispersed workforce (as opposed 
to the concentrated workforce), and networked structure (as opposed to 
hierarchical structure), and pointing to the need for a global network of 
such people in organizations who can align and adapt as events evolve, 
countering instantly and appropriately to any disruptions. He also 
highlights the importance of global alliances, suggesting that companies 
should aim at co-developing adequate crisis responses with partners and 
even competitors. 

The bottom line of all this is simple: Local self-isolation and social 
distancing may be adequate measures to restrain the reach of the virus 
from an epidemiological perspective. In global politics and business, these 
are a recipe for disaster. 

The value of leadership in times of emergency is widely recognized. 
This pandemic has brought to the forefront the deep failures of our leaders 
to work together, and this time the outcome of these failures can be truly 
devastating. Our leaders are failing us once again. Subsequent to SARS, 
Ebola, the 2008–2009 worldwide economic recession, and other pivotal 
events, our governments cannot and will not function in a composed and 
synergetic manner toward a common goal. That common goal now is to 
defeat probably the most serious worldwide peril to our civilization that 
is unparalleled. Any worldwide problem of this description, significance, 
and scale positively requires a global approach [8]. Some glaring failures 
of leadership and accountability on the part of corporate executives (e.g., 
the Uber CEO’s negation to bear responsibility for the health and safety of 
their workers in this crisis period). The COVID-19 pandemic has shed light 
on a significant and fatal lack of responsible global leadership. Looking for 
an explanation for the differences is a tricky business as testing regimes are 
different, so are infrastructure and intensive care coverage. Additionally, 



 

 

 

86 Emotional Intelligence for Leadership Effectiveness 

the ways and means undertaken in various countries are driven by a vastly 
different sense of urgency. Still, watching the developments in the UK 
and the US, one cannot help but notice one factor that exacerbates the 
threat posed by the COVID-19 virus, and that is bad leadership [9]. To 
put it more bluntly, President Trump and Prime Minister Johnson have 
endangered their countries and own peoples by being, well, hypocritical, 
and self-inflated narcissists [10] other than being responsible global 
leaders in crisis. Gladly, the British Prime Minister survived his infection, 
but it is telling that his health, and not his failures, blunders, and the fact 
that people are dying by the hundreds, became the dominant story [11]. In 
contrast, the calm, considerate, and caring approach were taken by Mrs. 
Merkel in Germany or the science-based, compassionate but decisive 
leadership of Jacinta Adern in New Zealand with clear communication 
and wide-spread testing and treatment has not only helped to save many 
lives but has worked in congenial ways with well-equipped, professional 
health systems under the experts’ supervision toward a systemic response 
to the crisis. 

Narcissism is not a crime, but it is a psychological disorder that can 
lead to devastating consequences in times of crisis when the world needs 
leaders who take charge, build teams of experts around them, consider 
their responses in light of the evidence and scientific advancements, 
communicate in a calm but compassionate way, with the greater public 
good in mind. Narcissistic leaders are said to hold an ostentatious sense 
of self-importance, daydreaming about infinite achievement, strength, and 
brilliance, feel they are “unique,” demand undue praise, have unrealistic 
expectations of favorable treatment or automatic conformity with their 
expectations, and lack empathy [12]. In other words, they are rule-book 
narcissists. Mr. Johnson was picked for his office as a great communicator 
and tactician and eventually gave the UK its Brexit. But as the virus spread 
into Europe in February 2020, he went on a holiday with his fiancée some­
where in the British countryside. He only endorsed that the prevailing 
virus was the country’s chief priority when the FTSE (Financial Times 
Stock Exchange) index went into freefall. But rather than taking a decisive 
action and coordinating the government’s emergency response team, he 
took the weekend off, giving the virus three more days to run its course. 
He then started to entertain like the Netherlands the idea of authorizing 
the virus run its path to increase herd immunity, contrary to what experts 
have strongly advised. His performance since has been contradictory, 
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indecisive, and out of tune, and as a consequence, the UK has lost precious 
time, and Mr. Johnson narrowly escaped his fatal infection. As for Mr. 
Trump, well he has done what a narcissistic leader would do: downplaying 
the severity of the looming pandemic (it is going to be just fine), blaming 
it on others (a Chinese virus), and when he could no longer overlook the 
developments attempting to hold the grandeur as a war-time president to 
fight the silent enemy. Further, he disarrayed numbers, made misleading 
or false claims regarding potential treatment, and Fox News and his 
allies on the religious right aided in circulating hazardous messages that 
COVID-19 was a hoax pretty much like climate change. Worse still, rather 
than uniting the country, he encouraged the state governors to compete for 
limited medical supplies and allowed an incoherent response to the crisis, 
allowing the virus to spread, which had devastating consequences in New 
York and specifically in the South, where mostly people are uninsured. 

When the COVID-19 reached India the same year, the Indian leader­
ship chose a path of blind myths and illogical deeds over a scientific direc­
tion. Although medical experts and scientists recommended a scientific 
solution to COVID-19, Indian leadership encouraged the masses to clang 
plates from balconies at 8 p.m. on March 22 to celebrate the efforts of 
health workers [13]. The plate clanging and clapping at 8 p.m. was done 
with the same pomp and performance that we see at baraat, jaagran, and 
Diwali. It would have been cute if the festivities took place on balconies, 
but instead, people stepped out of their homes and into the streets to come 
together’ against the epidemic. And that negated the whole purpose of 
the exercise. Instead of honoring the real heroes, we finished disobeying 
precisely what they aspired for: be conscientious citizens who keep a 
social distance to prevent group transmission. Maybe the Prime Minister 
should have said it more explicitly for Indians. The issue is that the Prime 
Minister made no mention of the government’s actual plans to combat the 
nCoV pandemic in India. What steps are being taken to test patients? Is 
there an adequate quantity of testing kits? How about the funding available 
for hospital rooms, nurses, beds, and ventilators? Are we going to follow 
the South Korean model with further testing and no lockdown to save 
the virus from spreading? Abstract proposals and a single day of semi-
successful quarantine did not aid India, and that it is skeptical to deliver 
any assistance to India’s top leadership. The world was still struggling 
with health and medical facilities before the pandemic; for instance, the 
Census [14] revealed that there were just 0.55 hospital beds per 1,000 
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inhabitants [14]. This adventure did not end here but it continued further 
to the candlelight show. 

The countrymen were then encouraged to light a candle on April 5, 
to dispel the gloom brought on by the coronavirus. People were urged to 
put off electric lights for a short interval of nine minutes on that Sunday 
night and light torches, diyas, or flash mobile lights on their balconies 
or at doorsteps Just few minutes after the speech, social media platforms 
including Facebook, Instagram, and Twitter got overwhelmed with 
memes questioning the PM, “task kidhar hai?” (Where is the task?). When 
such types of questions are asked from the top leadership and they do 
not come up with an effective strategy, it depicts the lack of vision and 
planning to combat crisis on the part of leadership. What is clear is that 
from a responsible leadership perspective [15], most political and business 
leaders failed to amply tackle the global dimension of the prevailing crisis. 
In a crisis, leadership must be decisive, prudent yet caring, selfless, and 
oriented toward supporting people, with a consistent set of goals and a 
strong understanding of the systematic threats involved focused on facts 
and research, not on hunches, gut instincts, and self-serving agendas. The 
bad leadership of Mr. Johnson and Mr. Trump has tolled both nations, 
whose health care systems are ill-prepared, and consequently, too many 
people have died. 

The pandemic did not stop here and so were the occurrences of failed 
leadership. As there were high speculations about its second wave that 
it could be more lethal than its predecessor, the present Indian govern­
ment made certain decisions that were blatantly against the welfare of the 
common masses and consequently ensued huge disaster to human lives. 
To begin with, the central and state governments provided a nod to Kumb 
Mela 2021, a major pilgrimage for Hindus, for 30 days starting from 
April 1st to 30th. Though speculated as a superspreader of the COVID-19 
virus, granting permission to such pilgrimage served as a sheer invite to 
the devastation. Apart from that, the election rallies held across various 
country parts where no COVID-19 SOPs (standard operating procedure) 
were followed added fuel to the fire. Here the political interest was given 
precedence over the national interest, thereby highlighting the failure 
of governance at all levels. As quoted by an editorial entitled India’s 
COVID-19 emergency’ in The Lancent, “In the face of warnings about 
the risks of superspreader events, the Indian government gave a green 
signal to religious festivals, luring millions of people from all around the 
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nation, accompanied by huge political rallies-prominent for their lack of 
COVID-19 mitigation measures” [16]. 

Throughout the COVID-19 crisis, however, we have seen signs of 
politicians at all levels of government, industry, and civil society rising 
to the occasion, taking personal responsibility, and displaying genuine 
human interest. It was promising to see companies ranging from Alibaba 
to Amazon mobilize to aid in the pandemic’s fight [17]. Via the Alibaba 
Foundation, for example, Jack Ma donated 6 million masks, more than 1 
million testing kits, and 60,000 protective suits and face shields to various 
nations in Africa. When the entire world recuperates from this unparalleled 
crisis, we as scholars must examine leadership failure and emphasize 
the need for responsible global leaders [18], restating their qualities. We 
require such leaders who have a global mindset [19], who bear a sense 
of responsibility to all stakeholders, who pay attention to what others are 
saying and base their actions on a moral compass [20], and have a shared 
concern for the well-being of their constituencies and humanity as a whole 
[21]. Leaders, who are inclusive, kind, and considerate, and possess the 
vision to look at the bigger picture connecting past, present, and future as 
stewards of their countries and organizations. As the author [22] has put 
it recently, “let us practice responsible leadership ourselves by examining 
and advancing responsible leadership, along with other valuable topics, to 
contribute to the creation of a better world post-COVID-19.” 

5.3 INNOVATION AND THE PANDEMIC CRISIS 

In the Chinese language, the term “crisis” basically comprises two 
characters: one that represents a threat and the other an opportunity. 
COVID-19 has made its impact on almost every area of life, from personal 
(how people sustain a life and work) to professional (their jobs) today more 
than ever before. Almost 90% of executives expect the COVID-19 fallout to 
radically change the way they conduct business over the next five odd years 
[23]. More than three-quarters of executives believe the recession would 
open up substantial new prospects for growth opportunities. However, this 
varies a lot from one sector to another. Organizations attempt to search 
for newer ways to achieve a competitive advantage in an uncertain and 
competitive world. Introducing innovations is one of these methods [24]. 
Innovation can be generally understood as the successful implementation/ 
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execution of creative ideas within an organization [25]. Innovation is an 
opportunity, not a promise of success. Innovation is important not only in 
the medical and pharmaceutical fields [26] but also in all sectors of the 
economy in the COVID-19 period. Whilst a more stringent policy response 
to the pandemic was needed, businesses would eventually be influenced 
by it, with both short-term and long-term implications [27]. Firms in fast-
changing technology markets that invest in R&D as a response to emerging 
global threats will be well placed to support not just their near-term survival, 
but also their potential innovative performance to remain competitive 
[28–34]. The Innovators have rushed in to help with the coronavirus 
pandemic response. Hand sanitizers have been adopted by breweries 
and distilleries all around the world. Valves for ventilators were rapidly 
manufactured using 3D printers by a start-up engineering company in Italy. 
Without a doubt, as we reflect on the current health crisis, we will discover 
that it has resulted in many innovations, including novel drugs and medical 
technologies, upgraded healthcare processes, production, and supply chain 
advances, and new collaboration strategies. These technologies will share 
one common feature: they will settle down issues, that is what innovation 
is all about. When things get harder, they will be driven by a deep human 
need to assist, to get connected with other people, and becoming a part of 
the solution. 

Nevertheless, the generative nature of a crisis which paves the path 
for innovation is something more than simply an opportunity to sort out 
problems. Crisis offers unique challenges and innovators are compelled 
to think and act more freely to bring about swift and effective reform. 
Because of these requirements learning leaders encourage and empower 
employees to perform most of their innovative work in the best interest 
of their organizations. It seems quite impossible to know in exact terms 
whether or how the coronavirus spread will be slowed or stopped, or how 
we will be affected. But, if we use it carefully as an opportunity to innovate, 
learn, and evolve, we will realize that when it is over, we have given it our 
all and tried to do some good. Since “creativity and innovation love crises 
and restraints,” the latest public health crisis is catalyzing innovation in 
organizations across the world [35]. Every organization has a record for 
bringing the most creative and solution-oriented technologies to market in 
a short time. Many factors must be considered to navigate the invention 
process to achieve a competitive advantage. The most critical element 
impacting creativity and innovation has been proposed to be leadership 
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[25]. Many factors affect creativity and innovation, but leaders and their 
actions have been said to have an especially strong influence [37]. Further­
more, leaders in innovation cannot focus on predefined structures; instead, 
they must be able to induce structure and provide guidance to work that 
lacks it [37]. Leaders can drown an organization faster than a ship with a 
leak or lift an organization from the ashes. Nevertheless, identifying the 
opportunities presented by this crisis is quite different from taking the 
advantage. Prioritizing innovation today can lead to unlocking post-crisis 
growth. There is no question that the global health crisis has resulted in 
a slew of innovations: innovative treatments and medical technologies, 
improved clinical processes, logistics, and supply chain breakthroughs, 
and creative collaborative strategies. 

5.4 THE MEASURES THAT LEADERS NEED TO TAKE TO 
ADVANCE INNOVATION 

The concept of the butterfly effect known from chaos theory illustrates the 
idea that small changes such as the movement of the wings of a butterfly 
can cause large-scale systemic change. In terms of the corona crisis, it 
was presumably not the metaphorical wings of a butterfly, but the actual 
wings of a bat that sparked a chain of events eventually leading to the 
global COVID-19 pandemic. The crisis has swept across the planet, 
demonstrating the global interconnectedness of business, pleasure, and 
politics [38]. Numerous leadership studies include comments on leaders’ 
personalities and especially the need to be positive, e.g., extraversion 
with positive energy, being inspirational, expressing confidence, being 
charismatic [39, 40]. And this desire for positivity seems to be universal. 
Ideal leaders everywhere in the world are expected to develop a vision, 
inspire the masses, and develop a successful performance-oriented team 
[41]. Books like “How to Be a Positive Leader” [42] advise us that being 
optimistic is important, even during tough times. Maybe especially 
during a crisis, leaders need to encourage and persuade their followers, 
and in doing so what they essentially require is to exude positivity and 
be confidence builders. Positive leaders achieve better results. Business 
leaders who curtail their activities and dismiss employees are expected to 
do so while putting on a hopeful face and presenting a favorable scene of 
the future. This was the advice in previous economic downturns, and this 
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will again be the guidance now. But do inspirational leaders, those who stay 
positive despite a global pandemic, provide the best version of leadership 
to get us out of this grave mess and toward the best possible outcomes? 
Researchers across the globe have explored a wide range of crises and the 
environments in which they befall, in addition to the inherent risks extant 
in organizational and leadership, practices from a variety of perspectives, 
focusing on man-made threats [43–45], but there are little data on leadership 
challenges and organizational consequences ascending from various kinds 
of threats like COVID-19 [46–48]. Employee productivity is down during 
this era of instability, workers are partly affected by unemployment, and 
the staff goes through tough times when they are unprepared to respond to 
the current circumstance. As part of crisis management, frequent, and clear 
communication between the leader and staff has a positive effect on the 
organization’s success, providing perceived security at work as well as in 
the personal lives of their employees. The leader must possess constructive 
accountability, strong environmental and situational understanding, and 
the ability to combat disinformation efficiently with sound arguments. 
To maximize loyalty and devotion to the organization, the leader must 
first understand the qualities of his subordinates, admire them, and affirm 
them. Simultaneously, the leader must be agile, prioritize needs other than 
respond impulsively, and communicate knowledge effectively on all levels 
by swift adaptability. 

Since the innovation process has several distinct features, innovation 
leadership differs from leadership in other organizational contexts [49]. 
The COVID-19 pandemic has turned into an innovation catalyst, sparking 
a surge of innovative problem-solving in all industries. To succeed, 
spirited businesses have promptly adapted to changing market demands 
and developments, as well as engaged in continuous learning. While it 
may be alluring to slow down innovation efforts during a pandemic, but 
it is the right opportunity to double down so. It is the most appropriate 
time to make a decision. In the face of increased uncertainty, leaders are 
more likely to concentrate on operations to reduce costs and increase 
profit margins. However, it is particularly in these cases that innovation 
can be prioritized. The rising leaders in today’s crisis will facilitate invent 
solutions to tomorrow’s problems. Leadership is much more important in 
times of confusion and chaos because the leader decides about how an 
organization reacts. Businesses must be led by a steady and reassuring 
side, but they must still pivot and be flexible as the situation calls for it. 
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Grit, perseverance, and collaboration are some of the characteristics of 
such a culture that underscores innovation, and these are required to meet 
some of the most pressing issues. Whilst companies and other organiza­
tions all around the world confront crises, a few ways that leaders can help 
to promote an innovative culture are given here [50]. 

Learnability is a must: In these times of massive transition, learning 
rapidly is more critical than ever. Leaders must have a high learnability 
quotient, besides high IQ (intelligence quotient) and EQ. The challenges of 
today are so complicated and multi-faceted that they necessitate learning 
as situations change. Leaders must set an example by searching out new 
opportunities, and unusual viewpoints, and showing openness to newer 
ideas while fostering a learning culture in their organizations. 

Experimentation and Communication: Leaders must understand the 
technological expertise needed to successfully adapt their company in 
times of transition, such as how to migrate to remote work, while we are 
in uncharted terrain. They should be surrounded by experts and devote 
time to staying up to date on the new developments, threats, and oppor­
tunities confronting their business, as well as how to convey those needs 
effectively throughout the employees. 

Ability to adjust for the Subsequent Crisis: Neither Crisis nor transfor­
mation are one-time events. Since change is inevitable, it is critical to be 
flexible and adaptable. Feedback is critical in determining what actions 
leaders should take. Leaders must be quick to innovate, explore, and 
learn, and they must encourage their teams to do so as well. The world of 
tomorrow is just getting started. 

5.5 DISCUSSION 

Despite the government’s efforts, much more could have been accom­
plished much earlier if short, medium, and long-term strategic plans had 
been implemented. COVID-19 has taught every country, including India, 
the value of successful healthcare planning and preparations in the event 
of a potential pandemic. Distancing yourself from society is a deterrent, 
but lockdowns can be harmful to the economy. To ensure that emergency 
health services can deal with the pandemic more efficiently, better coopera­
tion between government officials and the local healthcare workforce is 
needed [1]. The pandemic had ravaged the world and led to a huge number 
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of deaths irrespective of national borders. While the percent of deaths was 
higher in less developed economies, the shared experience of helpless­
ness changed how people in the industrialized world viewed their poorer 
brethren. The coronavirus could have killed them too, easily. This realiza­
tion led to empathy toward the other that heretofore had been lacking when 
it came to relations between the haves and have-nots. For the first time, We 
Are the World became meaningful beyond being an idealistic song title. In 
an organizational crisis, leadership is important, and it is often theorized 
as the technique of exercising social influence [51]. Leaders must not only 
mount an appropriate tactical response to an organizational crisis but also 
meet a symbolic need for direction and advice from its members [36]. It is 
tempting to dream of putting things “back to normal,” but it appears to be 
quite far from reality. As a matter of fact, millions of people do not aspire 
to or deserve to return to “normal.” The contemporary pattern has writhed 
to bring in health, wellbeing, and prosperity to many people. Now that the 
“old” system’s lack of stability, as well as our potential to mobilize large 
amounts of capital and wealth while the economy is in jeopardy, hopes will 
be boosted on what more is now possible in the face of future crises. 

5.6 CONCLUSION 

Although globalization aided in the dissemination of the virus, co-creation 
with those around the world will aid in the resolution of the crisis. We must 
use this opportunity to focus on the need to reform and transform our world 
on a global scale; examine historical lessons and reset our aspirations for 
the future. The systemic shocks that we are now witnessing and will be 
experiencing in the future pose many concerns about what we have taken 
for granted, and show what is achievable when we need to act quickly. 
With the number of systems shocks we anticipate, now is a critical stage 
to mull over several key issues. This crisis will harden certain people’s 
firmly held beliefs, whilst it will shape new possibilities and perceptions 
for others. The truth is that our whole way of life is all set to be perpetually 
transformed. This is an opportunity to shape the future rather than simply 
respond to it. This pandemic has clearly delineated that humanity is above 
all and that leadership is a shared responsibility. Appropriate time to think 
about what it means to be a leader, regardless of title or rank has arrived. 
Even though isolation seems like it goes against our biology, we should 
reach out (from a physical distance) to embrace one another the best we 
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can. We should think carefully about where we get our information and 
how we respond to it. We should all lead by example, by communicating 
clearly with one another, and by having a common objective and action 
plan. Nobody has witnessed such a more critical moment to be kind to 
ourselves and one another than now. We are, by necessity, in an age of 
adaptation and evolution. Society, work, and education may be reformed 
for the better as we develop on the other side. 
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ABSTRACT 

The objective of the present study is to examine the effect of factors 
of Emotional Intelligence like Regulations of Emotions (ROE), Self-
Emotion Appraisal (SEA), Other’s Emotional Assessment (OEA), Use of 
Emotion (UOE) and Regulation of Emotion (ROE) on Satisfaction with 
Life (LS). Apart from this, the present study also examines the moderating 
effects of Gender between Emotional Intelligence and Satisfaction with 
Life. The present study used linear regression, stepwise regression, and 
interactive effects, ROE and UOE have significant positive impact on LS. 
UOE which refers to use emotions and feelings in constructive way and 
Regulation of Emotions (ROE) which helps an individual to cope up with 
psychological stress and satisfied with life as well. Interestingly gender 
has no moderating effects. 
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6.1 INTRODUCTION 

The term “emotional intelligence (EI)” came into the picture in 1964, 
coined by Michael Beldoch. Emotional Intelligence (EQ/EI) is one of 
the prominent topics and has received great attention over the last two 
decades [14]. 

Emotional intelligence or EQ/EI elicits abilities to connect intelli­
gence, empathy, and emotions to understand own’s and other’s feelings. 
There are various models that define emotional intelligence (EI/EQ) such 
as Goleman’s [8] EI performance model, Bar-On’s [2] EI competencies 
and Mayer et al. [6] defined EI as an ability model which are based on 
cognitive skills, non-cognitive skills, and competencies that help us to 
understand own’s emotions and other’s emotions in a positive manner and 
guide human behavior. According to Goleman [8] emotional intelligence 
(EQ/EI) consist of five factors like self-awareness refers to understand 
other’s and own feelings, self-regulations mean to keep one’s own 
emotions calm in difficult situations and to maintain calmness irrespec­
tive of one’s emotions, motivation refers to operate with hope of success, 
empathy means able to understand the emotions and feelings of others 
and provide affective or emotional support when required and social skills 
is related to handle the problems and emotional conflict with diplomacy. 
Out of which two of these factors are linked to personal competencies, 
such as recognizing and regulations while rest two are related to social 
competencies, such as social awareness and relationship management. 
Both competencies personal and social competencies help in resolving 
conflict at home during COVID-19 by recognizing how your behavior 
impacts others, awareness of himself or herself or other’s emotions, caring 
about others what others are going through, hearing what other person is 
saying and handling conflict successfully. 

According to Bar-On’s [2] EI ability model believe in guiding human 
behavior, stress management, and maintain good interpersonal relationship. 
Mayer et al.’s [6] ability model of EI emphasized on right understanding, 
how to control emotions, enhanced thinking, and effort to bring more 
intelligent method in order to strengthen the relationship. Salovey and 
Mayer [16] found that individuals who have high EI, he or she has the 
power to analyze own’s and other’s emotions and regulate emotions as well. 

During pandemic COVID-19 work from home, lay-off, and salary 
deduction changed the human behavior which led to change in psychological 



 

 
 
 
 
 
 
 
 

 

101 Emotional Intelligence as a Tool to Manage Conflict 

imbalance, people suffering from depression, anxiety, and stress at home. In 
such pandemic situation life satisfaction (LS) is very less. EI actually affects 
and influences all aspects of our lives such as managing conflicts. EI/EQ 
focuses on trust, respect, excellence, growth, happiness, and harmony that 
result into right understanding and good relationship. Understanding the 
distinctive attributes of emotions and EI is extremely important. Emotion 
is a natural and instinctive mental state which stems from our present and 
past experiences. On the other side, EI has potential to resolve conflicts in 
every aspect of life. 

In this study, the association between EI and LS was examined with 
the use of self-reports. [3, 4]. A four-factor scale based on emotional 
intelligence (EQ/EI) was employed in the present study of Davies et 
al. [1] and the concept of Salovey and Mayer [16]. This scale evaluates 
four dimensions of EI: self-emotion appraisal (SEA), other’s emotional 
assessment (OEA), use of emotion (UOE), and management of emotion 
(ROE). 

The term SEA refers to a person who has the ability to comprehend 
and examine their emotions, as well as the ability to show them naturally. 
Similarly, other’s emotional appraisal (OEA) means to understand other’s 
feelings and emotions. UOE acknowledges an individual has a potential to 
use emotions in creative and constructive work and regulation of emotion 
(ROE) helps an individual to revive from psychological stress. All four 
factors are very important in resolving conflict and in LS. 

A very few researchers explored the relationship of four dimensions of 
WLEIS with LS and the interactive effect of emotional intelligence (EI/ 
EQ) on LS in the Indian context to manage conflict and stress. The objec­
tive of present research is to identity that which dimensions of WLEIS 
is more effective and efficient to understand other’s emotions, resolve 
conflicts and problems. Apart from this which factor is more significantly 
correlated with LS. 

6.2 METHODOLOGY 

6.2.1 SAMPLE 

The present study considered a sample of 93 as shown in Table 6.1 showing 
respondents characteristics such as gender, education, and experience. 
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TABLE 6.1 Details of Respondents 

Characteristics of Respondents Number Percentage (%) 

Gender 

Male 50 53 

Female 43 46 

Education 

Doctorate 3 3 

Undergraduate 4 4 

Graduate 15 16 

Postgraduate 71 76 

Experience 

0–5 years 65 69 

5–10 years 11 11 

10–15 years 4 4 

15–20 years 4 4 

More than 20 years 9 22 

6.3 MEASUREMENT SCALE 

The study used self-report WLEIS scale (2002) to measure EI of four 
factors. This scale consists of 16 items and four items per factor [5]. 
Satisfaction with life scale (SWLS) that consists of five items to measure 
LS. An item of LS is “I am satisfied with my life.” The items were measured 
on a 5-point Likert scale. 

6.4 RESULTS AND DISCUSSION 

6.4.1 RELIABILITY AND VALIDITY 

The present used SPSS statistics to verify the reliability of all 21 items 
which is more than 0.7, i.e., Cronbach’s Alpha is 0.895 as shown in 
Table 6.2. According to Nunally [13] for reliability Cronbach alpha should 
be 0.7 or more than 0.7. 



 

 TABLE 6.2 Reliability 

Cronbach’s Alpha Cronbach’s Alpha Items 
0.895 0.900 21 

 TABLE 6.3 Linear Regression Output 

Model Summary 
Model R R2 Adj R2 Std. Error 
1 0.513a 0.263 0.230 0.70317 

 TABLE 6.4 Impact of Four Independent Factors on Dependent Factor Life Satisfaction 

Model UnStd. Coefficients t Sig. 
B Std. Error β, 

1 0.362 0.556 0.651 0.517 
SEA 0.033 0.143 0.028 0.231 0.818 
OEA 0.200 0.131 0.165 1.527 0.130 
UOE 0.256 0.147 0.216 1.741 0.085 
ROE 0.232 0.094 0.261 2.454 0.016 

aDependent variable: LS, whereas independent variable: SEA, OEA, UOE, and ROE. 

 TABLE 6.5 Stepwise Regression 

Model Taken Variables Not Taken Variables Method 
1 UOE . Stepwise regression 
2 ROE . 

aDependent variable: LS. 

6.4.2 LINEAR REGRESSION 

The Linear Regression showed that SEA, OEA, UOE, and ROE has impact 
of 0.263 on LS (Tables 6.3 and 6.4). 

6.4.3 STEPWISE REGRESSION 

The present study found that UOE and ROE are the important factors to 
predict LS. They have a significant impact on LS as shown in Tables 6.5 
and 6.6. 
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TABLE 6.6 Impact of Two Important Factors 

Model Summary 
Model R R2 Adjusted 

R2 
Std. Error 

of the 
Estimate 

Change Statistics 
R2 

Change 
F 

Change 
df1 df2 Sig. F 

Change 
1 0.412a 0.170 0.161 0.73402 0.170 18.634 1 91 0.000 
2 0.493b 0.243 0.226 0.70472 0.073 8.724 1 90 0.004 

aPredictors: (Constant), UOE. 
bPredictors: (Constant), UOE, ROE. 

6.4.4 INTERACTIVE EFFECT OF EMOTIONAL INTELLIGENCE (EQ/EI) 

The present study used the interactive effect of EI with all four factors 
and found insignificant impact to predict LS. Interestingly it has been 
found that all in linear regression, stepwise regression, and interactive 
effect ROE and UOE has significant positive impact on LS. Gender has 
no significant impact between SEA, OEA, ROE, UOE, and LS as shown 
in Tables 6.7 and 6.8. 

TABLE 6.7 Interactive Effects of EI_OEA_SEA_UOE_ROE 

Model UnStd Coefficients Std Coefficients t Sig. 
B Std. Error β 

1 (Constant) 0.362 0.556 – 0.651 0.517 
SEA 0.033 0.143 0.028 0.231 0.818 
OEA 0.200 0.131 0.165 1.527 0.130 
UOE 0.256 0.147 0.216 1.741 0.085 
ROE 0.232 0.094 0.261 2.454 0.016 

2 (Constant) –0.278 0.910 – –0.306 0.761 
SEA 0.077 0.151 0.066 0.509 0.612 
OEA 0.248 0.142 0.204 1.749 0.084 
UOE 0.307 0.158 0.260 1.943 0.055 
ROE 0.311 0.130 0.349 2.395 0.019 
EI_OEA_SEA_ 
UOE_ROE 

–0.001 0.001 –0.179 –0.889 0.376 

aDependent variable: LS. 
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TABLE 6.8 Interactive Effects of Gender 

Model Summaryd 

Model R R2 Adjusted Std. Change Statistics 
R2 Error R2 F df1 df2 Sig. F 

Change Change Change 
1 0.513a 0.263 0.230 0.70317 0.263 7.866 4 88 0.000 
2 0.515b 0.265 0.223 0.70632 0.002 0.218 1 87 0.642 
3 0.520c 0.271 0.220 0.70781 0.005 0.635 1 86 0.428 

aPredictors: (Constant), ROE, OEA, SEA, UOE.
 
bPredictors: (Constant), ROE, OEA, SEA, UOE, Gender.
 
cPredictors: (Constant), ROE, OEA, SEA, UOE, Gender, EI_Gender.
 
dDependent Variable: LS.
 

6.5 CONCLUSION 

On the basis of the above empirical analysis like linear regression, step­
wise regression, and interactive effects, ROE and UOE have significant 
positive impact on LS. UOE which refers to use emotions and feelings 
in constructive way and Regulation of Emotions (ROE) which helps an 
individual to cope up with psychological stress and satisfied with life as 
well. Interestingly gender has no moderating effects between SEA, ROE, 
UOE, OEA, and LS. On the basis of empirical findings, ROE and UOE 
play an important to manage conflicts among males and females. 

KEYWORDS 

• emotional intelligence 
• life satisfaction 
• management of emotion 
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ABSTRACT 

The study investigates the threatened autonomy on the psychological 
retrieval process of college employees who were called to work soon after 
unlock process started in India when the ongoing COVID-19 stressor 
was still there. This study focuses on the need for the development of 
autonomy to elicit goal-oriented behaviors so that normalcy could be back 
in behavior when it is totally distorted during the time of the COVID-19 
pandemic. Helplessness and reduced authenticity are the two indicators of 
weak autonomy that have been used to examine the process of retrieval 
soon after unlock-I and how it changed after unlock-VI. The data were 
collected in two phases through an experience sampling dataset. The first 
phase is from a period of two-weeks 1 June to 15 June 2020 and the second 
phase 19 Nov 2020 to 30 Nov 2020. The study will highlight the path for 
the psychological retrieval process in case of helplessness and reduced 
authenticity among employees with neuroticism personality characteristics. 
This study provides novel ideas for the psychological well-being of the 
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employees and suggests ways for beginning the psychological retrieval 
process during the COVID-19 pandemic. 

7.1 INTRODUCTION 

The sudden outbreak of novel coronavirus (nCoV) “SARS-CoV-2” across 
the globe has been declared as a state of “global emergency” leading to 
closure of public and private institutions intended to restrict the spread of the 
virus [1]. This virulent disease devours a massive impact on public health, 
leading to a huge economic crisis all over the world. After a sharp global 
upsurge in the figure of the COVID-19 virus, several countries endured 
strict stratagem to curtail its spread, a “nationwide complete lockdown” 
being one such measure [2]. Likewise, on 24 March 2020, the govern­
ment of India had declared a “nationwide complete lockdown,” which was 
initially supposed to be of 21 days and was later on increased further [3]. 
People were forced to “remain at home” and “all the offices, shopping 
malls and educational institutions” were completely shut down for the 
initial 21 days. Although this “lockdown” transpired to control the spread 
of coronavirus but it devised a huge emotional ramification upon the minds 
of both young and old generation [4–7]. Studies have shown an increase in 
the level of stress, anxiety, depression plus the poor state of living during 
this time [8–11]. Despite the steep increase in COVID cases in India there 
appeared a silver lining in the dark cloud when the government started the 
unlock process. The process of unlock—I had started in India from 1 June 
2020 in the face of rampaging pandemic [12]. Although, the educational 
institutions remained closed but the staff was called to carry out the office 
work initially for a few hours and on odd-even basis. College employees 
living in the containment zones were strictly prohibited from entering the 
campus. This unlock-I process was strenuous challenging task, as critical 
risk trade-off between health and economics. This unlock was followed by 
many other unlocks finally leading to unlock-VI in India. Unlock six was 
announced from 1 November 2020. Up till this time the COVID-19 stressor 
was still there, and people had become restless sitting at their homes. Fear 
of transmission of diseases and losing of jobs were two extreme phobias in 
the mind of the working class. Researches had confirmed that COVID-19 
is considered as the most stressful period in the entire career of employees 
globally [13]. Such a situation not only damages the general wellbeing of 
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the employees but also damages the sense of autonomy in them [14, 15]. 
Autonomy is the state where an individual work on self-belief and values 
without any external control. Helplessness and reduced authenticity are 
the two indicators of weak autonomy that are used to examine the process 
of retrieval soon after unlock one and how it changed after unlock six. 
Studies from the past have shown that the psychological retrieval process 
differs from individual to individual and there way of coping with the 
stressor [13, 17]. These studies were mostly conducted on the psycho­
logical retrieval after the stressor had completely extinct [18, 19]. The 
present study provides valuable insight on how the psychological retrieval 
process starts even when the stressor still exists. Research in the past have 
shown that autonomy is essential for the psychological wellbeing even 
before the arrival of coronavirus (CoV) [20]. The study highlights the path 
for the psychological retrieval process in case of helplessness and reduced 
authenticity among employee of neuroticism personality characteristic. 
People with high neuroticism are at the risk of developing more anxiety 
and mood disorders compared with those who are low on neuroticism 
index [21]. A perusal of literature highlights the significance of strong 
autonomy in the development of psychological retrieval process [22], 
but not much work has been done to examine employees respond to time 
when antagonized with “weak autonomy.” Most importantly, when a man 
is “deprived of autonomy” it gets increasingly accessible for the need of 
behavioral schema to look into [23, 24]. During the COVID-19 pandemic 
workers may retort to helplessness by enthralling in virtual conferencing 
through software like WebEx, Zoom, Google meet, etc., and by creating 
new work place at home. Employees may reduce the sense of autonomy 
like expressing an individual’s personality in a virtual work environment. 
The majority of work in the past addressed the autonomy restorative 
response in real life setup in a more controlled environment [25]. The 
investigators explore the manifestations of threatened autonomy: helpless­
ness and reduced authenticity on the psychological retrieval process of 
college employees even when the stressor is there. The hypotheses for the 
present study are built on the “autonomy restoration” theory [26] which 
postulates the demand to restore an individual’s autonomy shows “imme­
diately following the experience of an autonomy-depriving event.” It is 
assumed in the present study that after exposure to ongoing COVID-19 
stressor helplessness and reduced authenticity (inaccuracy) decreases over 
time among employees with low neuroticism characteristics. 
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7.2 METHODS 

7.2.1 RESEARCH DESIGN 

A qualitative inquiry was carried out in the present study using structured 
interview with the employees working in various colleges of India. 
Structured interview was conducted using telephone, video calls and 
personally approaching the respondents. The data was collected over two 
phases through the experience sampling method (ESM). The first one for 
a period of two weeks from 1st June to 15th June 2020 and the second one 
from 19th Nov 2020 to 30th Nov 2020. The data was collected in total for 
a period of 26 days, measuring the change in the psychological retrieval 
process among college employees during Unlock-I and Unlock-VI. 

7.2.2 PARTICIPANTS 

The participants were the employees working in various colleges of India. 
The study included both teaching and non-teaching employees of the 
colleges. All employees corresponded agreed to participate in the present 
study. The investigation was conducted on a sample of 46 college employees’ 
(20 males and 26 females belonging to the age group of 25–60) selected 
using convenience and snowball sampling techniques. Respondents were 
asked certain structured questions two times a day via telephone, video calls, 
or by personally approaching them for a period of two weeks from 1st June 
to 15th June 2020 and the second one from 19th Nov 2020 to 30th Nov 2020. 

7.2.3 MEASURE 

The first part of the interview covers the demographic information like 
gender, age, experience of work, marital status, job designation, and daily 
office timing. The second part involves questions like the idea of social 
isolation, physical distancing, quarantine, restriction on people movement, 
SOPs followed at the workplace, incorrect, and misleading information, 
helplessness, etc. The third part includes questions related to stress, 
loneliness, emotional chaos, anxiety, depression, obsessive-compulsive 
neurosis, etc. This structured interview was divided into two sets: one for 
morning and one for evening on a daily basis. 
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7.2.4 DATA ANALYSIS
	

The structure interviews were analyzed with regard to the objective of 
the study. Most of the questions were pre-coded, and some of them were 
post coded. In order to analyze the effect of neuroticism (lower vs. higher), 
helplessness, and reduced authenticity on psychological retrieval process 
during COVID-19 unlock one and unlock six in India random-intercept 
and multi-level regression analyzes were applied. The multi-level regres­
sion model depicts the design of the current study with reference to the 
measurement position (level 1) build within persons (level 2). Altogether 
the predictors at the first level were “centered within participants” and the 
predictor of age at the next level was “grand-mean centered” [27]. Moreover, 
to measure intra class correlation coefficient (ICC), a base model was run 
in the statistical software without any predictor. Moreover, fixed vs. random 
model were measured to check if the random model explains the additional 
variance in comparison to the fixed models. Although the interaction with 
reduced authenticity showed with higher neuroticism vs. lower neuroticism 
providing a significant development associated to the fixed model. Addition­
ally, to avoid the risk of overfitting the researcher involved merely two-way 
interactions, with the exception of reduced authenticity by lower vs. higher 
neuroticism interaction. Moreover, the researcher had to standardize the 
weak autonomy (helplessness and reduced authenticity) to dodge extremely 
high eigenvalues in calculations. The final model is exhibited underneath: 

Level 1 (within person): Psychological Retrieval Processti  =  π0i + π1i 
Helplesnessti + π2i reduced authenticityti + π3i Neuroticism (higher vs. 
lower)ti + π4i Helplessness*Reduced authenticityti + π5i Helplessness* 
Neuroticismti + eti 

Level 2 (between persons): π  = β  + β  Age + r0i 00 01 0i 

Level 2 (between persons): π  = β  + r ; π  = β  + r ; π  = β  + r ; π1i 10 1i 2i 20 2i 3i 30 3i 4i 
+ r ; π  = β  + r= β40 4i 5i 50 5i 

7.3 RESULTS 

7.3.1 CHANGE OVER TIME 

For analyzing the trend over time with the day of assessment, random-
intercept slopes multilevel models were employed. Psychological retrieval 
process made progress marginally over the 26-days’ time slot (β = 0.05, 95% 
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FIGURE 7.1 Change over time. 
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CI =0.03, 0.09 p < 0.001), reduced authenticity remained constant (β < 0.01, 
95% CI = –0.04, 0.04, p = 0.99) and helplessness lowered (β = –0.05, 95% 
CI = –0.09, –0.03, p < 0.001) (Figure 7.1). 

7.3.2 CROSS-SECTIONAL CORRELATIONS 

Finding of the result revealed that there is a negative correlation 
between psychological retrieval process and helplessness. It also showed 
psychological retrieval process was negatively correlated with reduced 
authenticity. Psychological retrieval process was positively associated 
with lower neuroticism and not higher neuroticism and also helplessness 
was negatively associated with higher neuroticism. Greater feeling 
of helplessness was related with more reduced authenticity, and more 
reduced authenticity was associated with lower neuroticism, which means 
reduced authenticity predominantly existed among higher neuroticism. 
Moreover, younger employees showed better psychological retrieval, 
more authenticity, and lower neuroticism (Table 7.1). 

7.3.3 MULTI-LEVEL ANALYZES 

ICC value for psychological retrieval process was found to be 53%. This 
can be explained as 47% variance existed within participants and 53% 
of variance existed between participants. Further there existed no gender 
difference in the study with reference to other variables. Thus, gender was 
not included as a predictor in the study. Gender effects: psychological 
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retrieval process: β = –2.24, p > 0.05, helplessness: β = –4.21, p > 0.05, 
reduced authenticity: β = –0.47 p > 0.05. The main effects came to be 
significant (Table 7.2). Feeling helpless and having more reduced authen­
ticity was associated with poorer psychological retrieval process, but 
lower neuroticism was associated with improved psychological retrieval 
process. Lower neuroticism raised the psychological retrieval process by 
3.4 units on an average and one unit more of reduced authenticity every 
day lowered psychological retrieval process by 0.4 units on an average. In 
terms of interactions, only helplessness among higher vs. lower neuroti­
cism interaction is significant. In a more precise sense, the relation between 
helplessness and psychological retrieval process was poorer among lower 
neurotic personality than among higher neuroticism personality. 

TABLE 7.1 Cross-Sectional Correlation 

Psychological Retrieval Process 1 2 3 4 5 
Helplessness –0.47*** 

Reduced authenticity –0.22*** 0.19** 

Higher neuroticism 0.12 –0.18** 0.09 
Lower neuroticism 0.22*** –0.12 –0.38*** 0.21** 

Age –0.18* 0.09 0.33*** 0.08 –0.44*** 

*** p < 0.001; ** p < 0.01; * p < 0.05. 

Weak autonomy (helplessness and reduced authenticity) was standard­
ized. Reference category for “lower neuroticism” was “higher neuroticism” 

7.4 DISCUSSION 

To examine the impact of hypothesized antecedents on psychological 
retrieval process during unlock-I and unlock-VI COVID-19 in India an 
ESM design was used. For explanatory purpose, interactive effects of 
lower neuroticism, helplessness, reduced authenticity, and age of the 
college employees on the psychological retrieval process was examined 
but the effect were mostly null except the interaction between helplessness 
and lower neuroticism. Based on the above findings, certain implications 
were highlighted by the researcher. 

At the first, the result showed that the employees with lower neuroti­
cism characteristic is related with the improved psychological retrieval 



 

 TABLE 7.2 Multi-Level Analyzes for Psychological Retrieval Process During Unlock-I and Unlock-VI of COVID-19 in India

Random Fixed 
Coeff. SD Coeff. B [CI] SE t 

Intercept within-person r 0i 16.03 β 00 68.06 [66.20, 69.91] 0.94 74.0*** 

Helplessness r 1i 5.34 β 10 –5.31[–6.19, –4.59] 0.42 –12.3*** 

Reduced authenticity r 2i 1.27 β 20 –0.41[–0.43, –0.11] 0.21 –3.9** 

Higher vs. lower neuroticism r 3i 3.32 β 30 3.43 [2.26, 4.39] 0.44 9.5*** 

Helplessness* reduced authenticity r 4i 0.49 β 40 –0.02 [–0.11, 0.18] 0.07 0.33
Helplessness* higher vs. lower r 5i 3.52 β 50 1.59 [0.59, 2.42] 0.45 3.7*** 

neuroticism
Between person age β 01 0.11 [–0.01, 0.23] 0.07 1.7 

*** p < 0.001; ** p < 0.01; * p < 0.05. 
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process. This result is consistent with the studies performed on the general 
population prior to the COVID-19 pandemic [27, 28]. Studies have 
proved that people with high range of anxiety, fear, and loneliness are 
likely to develop more stress during COVID-19 pandemic [29–31]. The 
present finding provides empirical support for these claims. This means 
that controlling the level of anxiety, fear, and loneliness during the time 
of pandemic will provide a myriad of opportunities in the psychological 
retrieval even when the COVID-19 stressor is still there. This may include 
opportunities to physically and mentally distract from the aggravation, 
build virtual connections, engage in physical activities, and do other 
household chores during the period of lockdown. However, as unlock 
period started it brought certain risks but these risks could be managed 
with various strategies and taking proper precautions [32]. 

Moreover, the present study reports that the helplessness during the 
unlock process of COVID-19 was related with poorer psychological 
retrieval. This finding is similar to the result with the investigation 
performed prior the COVID-19 pandemic reporting that helplessness is 
a chief contributor to poor psychological retrieval [33, 34]. Beyond the 
main effect two findings are worth highlighting regarding helplessness. 
First similar to emphasizing the role of younger age in reducing helpless­
ness and cross-sectional finding where college employees having older 
age reported helplessness. Second the relation between helplessness and 
psychological retrieval among college employees with higher neuroti­
cism, highlights the importance of lower neuroticism in improving the 
psychological retrieval process during the unlock phases of COVID-19. 

Finding of the present study also suggests reduced authenticity is related 
with poorer psychological retrieval, although effect was comparatively 
weaker than those among lower neuroticism and helplessness among college 
employees respectively during COVID-19 unlock phases in India. However, 
the effect of reduced authenticity on psychological retrieval was not 
indirectly influenced by helplessness or lower neuroticism. It might be esti­
mated that the reduced authenticity is an alternative for revealing to possibly 
stressful reportage of COVID-19 which could heighten distress [35]. In the 
correlational analyzes, higher reduced authenticity was significantly related 
with greater feeling of helplessness which means that reduced authenticity 
at the time of pandemic may disturb the employees with ongoing fake 
news and reports [16, 36]. The researcher also assessed improvement in the 
psychological retrieval process, helplessness, and reduced authenticity over 
time. Analyzes of the data in the present study revealed that since unlock-I 
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to unlock-VI in India there was a small improvement in the psychological 
retrieval process of college employees even when the COVID-19 stressor 
is still there. The study also reported with the gradual passing of the days 
during the time of pandemic, there was reported a slight decrease in the 
feeling of helplessness among college employees [38]. 

7.5 CONCLUSION 

The issue of psychological retrieval is a cause of concern for many during 
the time of COVID-19 pandemic. The problem of helplessness and reduced 
authenticity leading to weak autonomy is related to poor psychological 
retrieval of people during the time of pandemic and unlock process even 
when the stressor is still there. Those with lower neuroticism characteristics 
are related to higher psychological retrieval and also alleviated dangerous 
effect of helplessness. The finding of the present study, particularly the 
lower neuroticism characteristics may have important implications for 
psychologists and others in the field. Since the waves and new strain of 
COVID-19 pandemic may require new norms to be followed as lifestyle 
such as social distancing, health policies and effectively managing the 
emotions like anger, anxiety, fear, and depression, especially people of 
old age. The effectiveness of such condition will promote space for the 
psychological retrieval by promoting stronger autonomy. 
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ABSTRACT 

A coronavirus outbreak and its associated measures have caused mental 
health problems such as stress, worry, sadness, insomnia, denial, wrath, 
and panic throughout the world due to their rapid spread and their resulting 
actions. People living in Kashmir who have been infected with a corona-
virus were assessed for sadness, anxiety, and stress, and for psychological 
resilience. A total of 120 participants were selected through purposive 
sampling from two districts (Ganderbal and Srinagar) of Kashmir Valley. 
Depression anxiety stress scale (DASS-21) and psychological hardiness 
scale were used for data collection. Results revealed that 66%, 17%, 
10%, and 5% were normal to extremely severe depression. 45%, 21%, 
15%, 10%, and 8% of the participants were normal to extremely severe 
anxiety. 35%, 25%, 19%, 11%, and 10% of the participants were normal 
to extremely severe stress. Results also indicated that 15% of people have 
a low level of psychological hardiness, 71% have an average level, and 
15% have higher psychological hardiness. Psychological hardiness and 
DASS-21 showed a highly significant association (depression, anxiety, 
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and stress). As a result, the study found that patients who are infected 
with the COVID-19 coronavirus require proper counseling to minimize 
its psychological impact. An increase in psychological hardiness would 
also reduce depression, anxiety, and stress in coronavirus-infected people. 

8.1 INTRODUCTION 

People’s mental health suffers when they are confined to a certain type 
of environment. The psychological effects of lockdown, isolation, and 
quarantine to contain pandemics have been studied in a number of studies. 
Among quarantined parents and children, 25% had posttraumatic stress 
disorder, and 30% had it [1]. While in isolation in Korea, 7.6% of 1,656 
patients reported anxiety symptoms and 16.6% displayed rage [2]. When 
SARS (severe acute respiratory syndrome) broke out in Canada in 2003, 
similar consequences were observed [3]. As a result of the lockdown, 
mental illness is on the rise, according to several sources. Fast the entire 
planet has been paralyzed by this disease’s terrible outbreak. According 
to the World Health Organization, over 200 nations have reported corona-
positive cases [4]. The first coronavirus pandemic case was reported in 
India on January 30, 2020. The virus was believed to have originated from 
China. As well as the state of Jammu and Kashmir, the union territory was 
also impacted. In Jammu and Kashmir, this is the first time that a fatal 
virus has been discovered [5]. Jammu and Kashmir has had 80,474 cases 
of the disease, including 13,712 active cases, 65,496 successful recoveries, 
and 1,268 deaths, as of October 2, 2020 [6]. People began to worry about 
the coronavirus pandemic because of its extremely high infection rate and 
comparable high mortality rate. Stress, concern, depressive symptoms, 
insomnia, denial, fury, and fear are only a few of the mental health 
challenges produced by the rapid spread of this disease and associated 
measures worldwide [7–11]. During the lockdown, anxiety, depression, 
tension, and other mental health concerns were frequent, according to the 
psychiatric society of Goa [12]. There has been a 20% increase in the 
number of patients who suffer from mental illness [13]. 

Due to the coronavirus pandemic, life is full of thrilling challenges, 
terrible situations, anxiety, fears, and emotional problems. COVID-19 
has forced people to adopt specific personality traits in order to function 
effectively. People who have high levels of psychiatric hardiness, 
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according to study, are better able to handle such situations. Psychological 
hardiness refers to a person’s ability to effectively deal with stress. It is the 
process of adapting well to adversity, such as a trauma or a failure, when 
faced with it. A person is more likely to be able to deal with changes and 
problems in their lives with a sense of humor and resilience, which has a 
positive impact on their health-preventing behavior. Pressure, worry, and 
hopelessness are the norm for most of us in today’s world of business. 
Suffering from melancholy and accepting the death of a loved one are 
necessary for survival. As a result, it is used to assess a person’s propensity 
to form a bond with themselves and their environment. The purpose of the 
creative process is not rigidity or stress tolerance, but rather the ability 
to properly navigate difficult situations and stressful situations. In other 
words, it does not indicate that you are careless. It only means that you 
are capable of detecting the conditions around you and making your own 
choices. Early research identified a personality structure consisting of 
three interconnected dispositions: commitment, control, and challenge, 
as the basis for a person’s ability to cope with stressful situations. One’s 
propensity to engage in life’s activities fully and with dedication is 
known as the commitment disposition. By putting in their hard effort, an 
individual tends to assume that they can influence an especially stressful 
scenario. Lastly, the challenge disposition is defined as “the conviction 
that life transitions are opportunities for personal progress” [14]. In other 
words, it is the ability to see the shift as an opportunity for growth and 
progress. Stressors can be tolerated without resulting in mental illness 
or persistently negative mood [15, 16]. Development and environmental 
stresses can be reduced by fostering mental and physical health growth in 
emerging countries with these attitudes [17, 18]. As a result of a pattern of 
attitudes and talents, you can turn potentially disastrous events into growth 
possibilities [19]. 

8.2 OBJECTIVES 

•	 To determine the level of depression, anxiety, stress, and psycho­
logical hardiness among coronavirus-infected people of Kashmir; 

•	 To find out the relationship of psychological hardiness with 
depression, anxiety, and stress among coronavirus-infected people 
of Kashmir. 
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8.3 METHOD 

8.3.1 PARTICIPANTS 

Using a purposive sampling strategy, 120 coronavirus-infected persons 
were recruited in Ganderbal and Srinagar, two districts of Kashmir Valley. 
Participants were made aware of the study’s nature and purpose, as well 
as its voluntary nature. 

8.3.2 MEASURES 

8.3.2.1 DEPRESSION ANXIETY STRESS SCALE (DASS-21) 

This study employed the depression anxiety stress scale (DASS-21). It 
gauges three negative states and has 21 components. As a result of the 
study, participants completed three subscales each having seven items 
that measured depression, anxiety, and stress levels. As a result, responses 
ranged from 0 to 3, with zero meaning that it did not apply to me; one 
meaning that it did apply to me in some way; two meaning that it did apply 
to me in a significant way or a good part of the time; and three meaning 
that it did apply to me very much or most of the time. 63 (21 multiplied by 
three) is the maximum possible score (21 × 0). It indicates a higher level 
of depressive and anxious symptoms. 

8.3.2.2 PSYCHOLOGICAL HARDINESS SCALE 

In this study, the researcher himself established the Psychological Hardiness 
Scale. Measures three dimensions (Commitment, Control, and Challenge) 
and consists of 45 items. There is a five-point scale for grading the responses. 
Positive items are scored as follows: strongly agree receives a score of 5, 
agree receives a score of 4, neither agree nor disagree receives a score of 3, 
disagree receives a score of 2, and strongly disagree receives a score of 1. As 
for the negative items, highly agree receives a score of 1, agree gets a score of 
2, neither agree nor disagree receives a score of 3, disagree gets a score of 4, 
and strongly disagree receives the highest possible score of 5. A higher score 
indicates better mental toughness. 225 (45×5) is the maximum psychological 
toughness score, while 45 is the least score in this category (45×1 marks). 
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8.3.3 STATISTICAL TREATMENT
	

For achieving the objectives of the present study, the collected data was 
analyzed by using the appropriate statistical techniques with the help of 
SPSS-20. 

8.4 RESULTS AND INTERPRETATION 

The results and their interpretation have been presented in Tables 8.1–8.5. 
Table 8.1 indicates that 66% of coronavirus-infected people have a normal 
level of depression, 17% have a mild level of depression, 10% have a 
moderate level of depression, 5% have a severe level of depression, and 
0% have extremely severe depression. 

TABLE 8.1 Level of Depression Among Coronavirus Infected People of Kashmir (n = 120) 

Depression Total 
Normal (0–9) Mild 

Depression 
(10–13) 

Moderate 
Depression 

(14–20) 

Severe 
Depression 

(21–27) 

Extremely 
Severe 

Depression (28+) 
80 (66%) 20 (17%) 13 (10%) 07 (5%) 0% 120 

Table 8.2 indicated that 45% of coronavirus-infected people have a 
normal level of anxiety, 21% have a moderate level of anxiety, 15% have 
a moderate level of anxiety, 10% have a severe level of anxiety, and 8% 
have extremely severe anxiety. 

TABLE 8.2 Level of Anxiety Among Coronavirus Infected People of Kashmir (n = 120) 

Anxiety Total 
Normal (0–7) Mild 

Anxiety 
(8–9) 

Moderate 
Anxiety 
(10–14) 

Severe 
Anxiety 
(15–19) 

Extremely 
Severe Anxiety 

(20+) 
54 (45%) 26 (21%) 18 (15%) 12 (10%) 10 (8%) 120 

Table 8.3 indicates that 35% of coronavirus-infected people have a 
normal level of stress, 25% of people have a mild level of stress, 19% have 
a moderate stress level, 11% people have severe stress, and 10% people 
have extremely severe stress. 
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TABLE 8.3 Level of Stress Among Coronavirus Infected People of Kashmir (n = 120) 

Stress Total 
Normal 
(0–14) 

Mild Stress 
(15–18) 

Moderate 
Stress (19–25) 

Severe Stress 
(26–33) 

Extremely Severe 
Stress (34+) 

42 (35%) 29 (25%) 23 (19%) 14 (11%) 12 (10%) 120 

Table 8.4 indicates that 15% of coronavirus-infected people have a low 
level of commitment, 70% have an average level, and 14% were having a 
higher level of commitment; 13% of people have a low level of control, 74% 
have an average level, and 12% were having a higher level of control; 17% 
coronavirus infected people have a low level of challenge, 67% have an 
average level, and 15% were having a higher level of challenge; 15% people 
have a low level of psychological hardiness, 71% have an average level, and 
15% people were having a higher level of psychological hardiness. 

TABLE 8.4 Level of Psychological Hardiness Among Coronavirus Infected People of 
Kashmir (n = 120) 

Levels 
Low % Average % High % 

Commitment 18 15 85 70 17 14 
Control 16 13 89 74 15 12 
Challenge 21 17 80 67 19 15 
Total psychological hardiness 17 15 87 71 16 15 

Table 8.5 results revealed a negative correlation between psychological 
hardiness and DASS-21 (depression, anxiety, and stress). The intensity of 
the correlation is (r = –0.59) and found statistically significant at 0.01 level. 
This suggests that higher would be the psychological hardiness, lower would 
be the depression, anxiety, and stress among coronavirus-infected people. 

8.5 DISCUSSION 

Coronavirus-infected people in Kashmir were assessed for sadness, 
anxiety, tension, and psychological toughness. There were 66% of people 
with a normal depression level, 17% who had mild depression, 10% who 
had moderate depression, 5% who had a severe level of depression, and 
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0% who had extremely severe depression, according to the results in 
Table 8.1. 

TABLE 8.5 Correlation Coefficient of Psychological Hardiness with Depression, Anxiety, 
and Stress Among Coronavirus Infected People of Kashmir 

Variable Correlation 
Psychological hardiness –0.59 
Depression, anxiety, and stress 

Significant at the 0.01 level. 

On the basis of the data in Tables 8.2 and 8.3, 45% of patients infected 
with coronavirus have a normal level of anxiety, 21% have a mild level 
of anxiety, 15% have a moderate level of anxiety, and 10% have a severe 
level of anxiety. Around 35% of coronavirus-infected patients have a 
normal level of stress, 29% have mild stress, 23% have moderate stress, 
11% have severe stress, and 10% have extremely severe stress. 

Table 8.4 shows that 15% of coronavirus-infected people have a low 
degree of dedication, 70% have a medium level of commitment, and 14% 
have a high level of commitment; 13% of persons have a low degree of 
control, 74% have a medium level, and 12% have a high level of control; 
The challenge level for 17% of coronavirus-infected patients is low, 67% is 
average, and 15% is high. The psychological hardiness of 15% of persons 
is low, 71% is average and 14% is high. The results also revealed a negative 
correlation between psychological hardiness and DASS-21 (depression, 
anxiety, and stress). The intensity of the correlation is (r = –0.59) and found 
statistically significant at 0.01 level. This suggests that higher would-be 
psychological hardiness lower would be the depression, anxiety, and 
stress among coronavirus-infected people. In previous studies, a negative 
association between hardiness and stress has been found [20, 21]. Work­
place mental stress and psychological toughness are negatively correlated 
[22]. Stress reduces the physical erosion of psychological toughness [21]. 
Psychological hardiness is a form of defense against stress and its repercus­
sions [23]. In challenging situations, psychological hardiness might help 
people to improve their health and performance [24]. 

The Jammu Kashmir government and mental health specialists must 
pay immediate attention to the mental health of inhabitants. People’s 
mental health has been negatively impacted by the coronavirus outbreak 
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and the ongoing lockdown. As part of their research, scientists are aiming 
to discover the coronavirus’ genetic makeup as well as its epidemiological 
characteristics and clinical symptoms around the world. Unfortunately, the 
psychological impact of the coronavirus pandemic is overlooked. Stake­
holders should be alerted so that they can act quickly [25]. 

8.5.1 LIMITATIONS OF THE STUDY 

Due to the small sample size results of the present study cannot be genu­
inely generalized. Another limitation is that several variables were not 
measured that may influence psychological hardiness with depression, 
anxiety, and stress (DASS-21). Future studies could be conducted by 
considering other variables. Besides, it is suggested that future researchers 
may undertake such studies with a large sample so that the results obtained 
may be more reliable. 
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ABSTRACT 

Since the COVID-19 pandemic hit the world, a number of health monitoring 
and diagnostic systems have been proposed for e-health care ranging from 
simple wearable type of device or sensor to complex implantable sensors. 
Despite of all this there are several challenges both in the technological/ 
clinical and managerial. Since the COVID-19 pandemic forces the human 
race to remain isolated and Quarantine at the appropriate places. In such 
scenarios the technological and scientific advances may not work. There­
fore, in this work, some self-strategies have been proposed for mitigation 
of COVID-19 crisis. The proposed strategies are in tune with the clinical 
and scientifically principles. The appropriate materials and methods have 
been used to validate the results. 

9.1 INTRODUCTION 

A situation during which an individual physical, mental, and social well­
being is at risk is known as a crisis situation [1]. A crises situation like the 
pandemic of novel coronavirus (nCoV) disease has hit every corner of the 
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world by November 2019 and has affected almost everyone in one way or 
another. Some got infected, while most were under psychological burden 
during this pandemic [2]. COVID-19, which catches mankind off guard 
and therefore not having an effective treatment brings manifold troubles to 
people because it not only affects their health but also sweeps other important 
domains of life. The pandemics like COVID-19, which are beyond our 
control, can induce fear and uncertainty in every individual [3]. The response 
to any event depends on the nature of the event, attitude, and perception 
of people towards an event and more importantly a person's psychological 
predisposition [4]. To negotiate and counter a global crisis like a pandemic, 
self-management is extremely important for an all-inclusive individual. 

While growing older we face different challenges and risks in life. 
Modern life temptations like a sedentary lifestyle, unhealthy diets, 
substance abuse, crowded working places, and an unfavorable environ­
ment predispose an individual more to health-related problems [5]. The 
habit of practicing self-care strategies substantially reduces the risk 
of health-related problems thereby helping in dealing with a crisis-like 
situation. Self-care is defined as an approach towards the self that entails 
inculcating and exercising things that inevitably enhance the physical and 
mental health of a person. Self-care a part of routine life is disturbed at 
times of crisis [6]. 

More research is done on self-care related to non-communicable 
diseases, and little evidence is related to self-care during pandemics like 
COVID-19. However, the same self-care management plan works and can 
prove beneficial during these crises. At present self-care is a priority but 
is lacking in actuality due to knowledge gaps. So, the aim is to address 
these knowledge gaps by generating a self-care intervention plan which 
contributes to effective well-being, lower morbidity and improves the 
health status of a nation [7]. It is not possible to form a self-care plan 
during times of crisis but to have a routine self-care strategy in hand can 
prove beneficial in any challenging situation to cope with and maintain 
well-being [8]. 

9.2 MATERIAL AND METHODS 

The data was collected by conducting a systematic review of related 
articles published till February 2021. The search engines used were Google 
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Scholar, PubMed, Medline, EMBASE, and Wiki.com. The articles were 
searched by typing self-care, self-management, pandemic, crises, COVID­
19, Self-care methods, self-care strategy and health education program as 
a search query in search engines. All the related articles were thoroughly 
reviewed and relevant material was collected. 

9.3 RESULTS AND DISCUSSION 

9.3.1 SELF-CARE CHALLENGES 

Self-care challenges during pandemics are the same as seen in the care 
of non-communicable diseases. Worldwide various factors have been 
found which can motivate an individual to take an interest in self-care. 
Like people lack the knowledge of basic health information, which is the 
major challenge contributing to poor self-care. A poor health care educa­
tion creates a delay in early detection of health-related problems which in 
turn increases morbidity in future [9]. Poor access to health care services 
or a shortage of resources is also a big barrier affecting the self-care of 
an individual [10]. People from poor socioeconomic classes also lack 
resources as well as knowledge so are unable to meet their health care 
needs therefore engage less in self-care activities [11, 12]. The patients 
suffering from mental illnesses do have impaired cognitive functions, 
which lead to socio-occupational dysfunction and failure to follow healthy 
lifestyle behaviors, thus compromising the self-care process in them 
too [13]. The indwelling premorbid personality, psycho-social factors, 
interpersonal factors like age, lack of prior experience, multiple medical 
comorbidities, and influence of others are also challenging that we face in 
the self-management process [14–16]. 

Even when exposed to the same challenges, different people face 
different problems and have different self-care needs. The self-care needs 
vary from basic physical, psychosocial, monetary, emotional, spiritual, 
supportive, and professional needs [17]. Self-care policy programs have 
been recommended. The policies which are universal in their application 
and focus on supporting positive behaviors in healthy people are more 
appropriate, better accepted, and useful than those which penalize sick 
people or target individuals [18]. 
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9.3.2 SELF-CARE STRATEGY 

The cycle of activity behavior of maintenance, monitoring, and managing 
of self is known as self-care [8]. The care of already existing well­
being, promotion of health, prevention of diseases is known as self-care 
maintenance. It is the measure to improve physical and emotional health 
by adapting to a healthy lifestyle [19]. Self-care monitoring is to know the 
normalcy of self and recognize changes at the earliest to prevent disability 
[20]. Self-care management represents a promising strategy for solving 
problems by identifying challenges. Various self-management strategies 
can be employed to deal with grave precedented and unprecedented 
crises. The self-management strategies provide a useful framework for an 
individual to respond to and effectively combat any crisis. 

9.3.2.1 PSYCHOEDUCATION 

The first step to deal with this particular crisis is psychoeducation which 
means an individual must know the general information about COVID-19 
infection, its symptoms, modes of transmission, and its preventive 
measures so that a timely strategy is followed to avoid the spread of the 
disease. WHO has provided us with some simple precautionary measures 
to stay safe. We should stick to the basic preventive measures like regular 
hand washing, use of triple-layer masks, avoiding unnecessary outings or 
social gatherings, maintaining a physical distance of at least 1 meter, and 
adhering to good respiratory hygiene to prevent the spread of infection. 
Psychoeducation not only helps us to curtail the spread of infection but 
also decreases the fear of getting the infection [21]. 

9.3.2.2 HYGIENE 

We should make provisions for adequate ventilation to ensure the fresh 
and crisp air in living rooms and also at a working place to boost the self-
management program. Make it a habit to clean and disinfect the frequently 
touched surfaces. The timely self-quarantine measures must be observed 
with utmost vehemence if one comes in contact with a COVID-19 case to 
make sure the non-transmission of the virus to others. To maintain oneself 
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it is recommended to seek medical attention immediately once symptoms 
of COVID-19 are suspected [22]. 

9.3.2.3 PHYSICAL ACTIVITY 

The matter of concern during the COVID-19 pandemic has been the activity 
levels which greatly reduced due to the lockdown imposed to curtail the 
spread of infection. The famous adage runs that a healthy mind resides 
in a healthy body and we can have a healthy body only by practicing a 
healthy lifestyle. Daily exercise or YOGA (your objectives, guidelines, 
and assessment) at home not only improves our overall physical health 
but also significantly relieves us of mental stress. A study revealed that 
people who had a healthy lifestyle before the pandemic adhere more to 
coronavirus protective behaviors which not only have direct benefits but 
also prepare an individual for the next global health crisis [23]. 

9.3.2.4 HEALTHY HABITS 

Increased time at home and COVID-19 fear push people towards over­
eating. The stress may provoke a craving for certain foods and also 
disturbs sleep. We should observe proper sleep hygiene and eat healthy 
foods to replenish and repair the body. Good food and proper rest facilitate 
the regeneration and detoxification of the body. People should completely 
refrain from substance abuse because such indulgences can aggravate the 
existing psychological crisis brought about by the pandemic. One should 
observe a strict regimen for the ailments which linger throughout life to 
prevent exacerbation [24]. 

9.3.2.5 AVOID STRESS 

During the pandemic, a common stress-inducing factor has been the persis­
tent updates about COVID-19 given on different social media platforms. 
TV programs like comedy shows, religious programs, health programs, 
or programs of choice act as real stress busters. The quality time spent in 
indoor games, household chores, family discussions, indoor hobbies and 
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working from home significantly reduce the feeling of boredom arising out 
of the non-movement protocol [25]. Religion which has been the refuge 
of mankind since the dawn of human civilization comes in handy even 
in times of such crisis. One should follow religious teachings and listen 
to religion, which no other thing can provide [26]. People should adopt a 
positive approach to life. One should bear in mind that everything good 
or bad is fickle or temporary in this world. With the above-mentioned 
mindset, one should focus on immediate needs and put the remote and less 
important things on the back burner to relieve oneself of undue stress [27]. 

9.3.2.6 EFFECTIVE INTERVENTION WITH HEALTH CARE PROVIDERS 

For timely management of symptoms and disability, the appropriate and 
wise use of modern digital technology can be of tremendous help in the 
crisis-ridden period. At a time when visiting a doctor in person can have 
undesirable consequences, the internet can significantly come in handy by 
facilitating virtual consultations [28]. 

9.3.2.7 MAINTAINING ROLE AND RELATIONSHIPS 

One can maintain healthy relationships and friendships even by doing 
away with the real in-person meetings by availing various social media 
platforms The aforementioned mobile phone network can be used in 
blissful conference calls among peers and relatives wherein they can 
indulge in humorous and spirit boosting talks and also share worries if any 
amongst themselves. The restrictions on the movement and free flow of 
people by imposed lockdowns can take a heavy toll on the education and 
career of students, but this effect can somehow be mitigated by arranging 
online classes and healthy virtual interactions amongst the students and 
teacher [29]. 

9.3.2.8 STIGMA 

The COVID-19 carries a significant risk of stigma to frontline workers as 
well as to those who were infected with the infection. As per WHO “All 
efforts must be taken to scientifically destigmatize COVID-19 instead of 
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statutory sermons by lawmakers.” “Proper health education targeting the 
public appears to be the most effective method to prevent social harassments 
of both healthcare workers and COVID-19 survivors.” Avoiding stigma 
related to pandemics makes it easy to contain the spread of infection [30]. 

9.3.2.9 PRACTICAL ASSISTANCE 

Exposure to any crisis situation is often accompanied by hopelessness 
in highly vulnerable people. In such situations, we can improve the 
emotional and mental health of ourselves as well as others by helping 
the disadvantaged. By listening to their concerns and meeting their basic 
needs, one can help the warriors and can improve their own emotional, 
physical, moral, and social well-being. Therefore, assisting the survivor 
with problem-solving helps in managing self during crises [31]. 

9.3.2.10 MEDITATION AND MINDFULNESS 

Meditation is a technique that would help to deliberately shift attention 
from routine to present to achieve the stable mental and physical state of 
an individual, while mindfulness generates self-concentration so that we 
can monitor our health and detect changes in the body [32]. 

9.3.2.11 HEALTHY CONDUCIVE WORKING ENVIRONMENT 

Working in a favorable healthy environment also promotes healthy 
functioning during times of crisis. It proves to be an important factor in 
reducing stress in grave situations [33]. 

9.4 CONCLUSION 

COVID-19 pandemic proved to be an individual as well as a global crisis. 
Where in both situations, an individual itself needs to be courageous 
and a front runner for providing numerous solutions to cope with the 
crises. During times of crisis, the maintenance of the competency of an 
individual is important for integrity. The role of daily self-assessment and 
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self-management prepares an individual to fight back and limit the damage 
caused during any type of crisis. Various self-management strategies 
already discussed provide a useful framework for an individual to respond 
to and effectively combat any crisis. These strategies are not confined and 
applicable to any particular crisis but are universal and can be effectively 
applied to any crisis's situation like COVID-19. These strategies not only 
keep the resulting anxiety at bay but will also develop a positive outlook 
and optimism among the people and therefore enable them to cope with 
the problem at hand with sheer efficacy. 
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ABSTRACT 

Something very serious is happening across the globe! A deadly COVID-19 
spreads everywhere and creates critical conditions everywhere. In view of 
the health and safety organizations are forced to allow work from home 
to their employees. Organizational changes do not always achieve their 
expected outcomes and may have a negative impact on employee’s well­
being and emotional balance. In the present study, the researcher tries to 
explore the employee’s perception on forced work-from-home initiatives. 
Resistance to change is always been part of the system, hence it is very 
important to know the impact of the initiative on employee’s emotional 
balance and work-life balance. The employees are bound to work in new 
setup they require some time to adjust because every organization does not 
provide the option of work from home to their employees. The epidemic 
is creating disaster across globe in context of health and economy but 
maybe it has positive side too. It enables employees to spend time with 
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their families, which they only dreamed off. So, the purpose of the study is 
to review the employee’s perception of forced work from home initiative. 
The interview method was used to collect the data from employees. The 
results indicate that (90%, N=100) maximum respondents are enjoying 
their family time. The study suggested that organizations should think 
about the work-from-home initiative seriously and allow employees to get 
benefited whenever they needed. They also try to use IT in more useful 
ways like converting offices into e-offices, HRIS (human resources infor­
mation system), etc. 

10.1 INTRODUCTION 

As COVID-19 spread throughout the globe, the big players in the market 
are suffering badly. Rapidly spread of the virus also creates trouble for the 
global investors in the market, which is directly affecting the economies 
of the individual nation. Unfortunately, the organizations could not stop 
working for a longer duration, which resulted in finding new ways to 
complete their targets “Work from home” or “Forced work from home.” 
Everybody is talking about the impact of the problem across the nation. 
As COVID-19 affected cases are on the rise in the countries, organizations 
are bound to take preventive measures to avert the spread of the virus. 
Many big organizations like Google, Cognizant, Paytm, Accenture, and 
Wipro have stepped to secure their employees from epidemic spread 
[12]. Companies are sanitizing, keeping hand sanitizers on the entry and 
exit gates, banning the social gatherings, distributing the N95 masks, 
and disinfecting the office premises to prevent the employees. Many IT 
companies are taking forward steps as their employees are frequently 
travel cross boundaries and may contact the deadly virus. Financial sector 
is struggling as interest rates are going down that to borrow money is 
almost essentially free. Emre Tiftik, director of Research for Global Policy 
Initiatives at the Institute of International Finance, a Washington-based 
financial industry trade group quote, “We have been always saying that 
we are sitting on top of an unexploded bomb, but we don’t know what 
is going to trigger it” [5]. In many countries, the situation is getting 
worse due to COVID-19, so organizations are doing rapid preparations 
which never considered enabling their employees to work from home. 
Looking at the emotional impacts on those who suddenly force to work 
in this setup until offices will be reopened with a new set of challenges. 



 143 Theoretical Framework on the Need of Emotional Balance 

Many working groups who are focusing more on remote working are 
joining their hands together behind the hashtag “#remoteagainstCOVID­
19virus” encouraging others to share tips and strategies to start remote 
working sooner. David Prince, workplace wellbeing expert and CEO of 
Health Assured, discussed that “it is difficult to separate your work and 
professional life especially when they both exist in the same place but at 
the same time remote workers are more engaged and loyal towards their 
work” [14]. The continuous and rapid effects of COVID-19 worldwide are 
creating unpredictable level of uncertain changes in both the personal and 
professional life of the employees. 

10.2 NEED OF THE STUDY 

The COVID-19 has now reached a new level where things are becoming 
serious and out of control. At this time, public health systems need to act 
decisively and actively to resist the growth in the new epidemic time. Now 
the main focus should be on containing and mitigating the diseases itself. 
Companies are trying to deal with the situation and implementing inno­
vative strategies to secure their employees physically and emotionally. 
Everybody is talking about the negative impact of the COVID-19 virus 
on the health of the nation, but it is taking a toll on their work-life balance 
and emotional balance. Home becomes office now where employees are 
working 24×7 virtually. Different perceptions and experiences are shared 
by many articles like while working from home, employees are getting 
time with their families, cleaning of home and clothes, and so on. Many 
companies across the globe are asking their employees to work from 
home and take unpaid leave. These types of disruption to daily work life 
have been confined to many parts of the countries across the globe. For 
many employees, the situation is not easy because of sudden change in 
the schedules where it is very difficult for an employee to be emotionally 
balanced and stress free. The call of an hour creates impetus for the present 
study where researcher trying to collect, analyze, and evaluate the different 
perception employees who are part of forced “work from home” initiative. 
As the epidemic situation still continues, researcher did not find any such 
study that has focused on the real and different perceptions of employees 
on forced work from home or home quarantine experience which proves 
the novelty for the present study. 
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10.3 LITERATURE REVIEW 

Speaking to IANS (Indo-Asian News Service), Jaipur State Women 
and Child Development Minister Mamta Bhupesh shared that “Kids 
are now happy because they are getting food being cooked by me and 
are terming it as Mummy ka Dhaba. Also, in the absence of domestic 
help, I am looking after my garden, cleaning my home and vessels and 
what not. During Navratri time, I offered my regular prayers to Mata 
Rani so that everything turns normal for everyone. We never had extra 
time for these prayers so now I am giving my time to prayers. Also, 
I am back to my favorite hobby – cooking – which I was not getting 
time for despite being a good cook. My son and daughter-in-law are 
helping me in all other chores as the domestic help is also off” [9]. An 
oil company and a media house asked their employees to work from 
home in London. Similarly, the media group OMG (Omnicom Media 
Group) also sent their 1,000 employees back to home after a staff 
member recently traveled through Singapore showing symptoms. The 
British-pay-television company started screening their visitors and keep 
away from their regular employees until they are not medically checked. 
Lufthansa airline stopped the recruitment process and asked employees 
to take unpaid leaves as they are facing an economic slowdown due to 
the present situation. Again, one more advertising agency Dentsu asked 
their employees to work from home. Milan is not a closed city but it is 
drastically slowdown in the scenario. The insurance giant Generali and 
Armani have adopted “smart working” policy to secure their employees 
[8]. Apple CEO Tim Cook said in an interview that “I think of this 
as the third phase in getting back to normal.” Cisco Systems develop 
and sell online meeting and e-conferencing application experienced 
drastically outbreak in the number of users. Traffic on several Webex’s 
routes in China has increased nearly 22 times because of the situation 
people are commuting from their locations. JetBlue Airways help people 
in rescheduling and canceling their fights for new booking. American 
Airlines suspended cancellation and rebooking fees of the scheduled 
flights. Amazon also sent workers on leave when one of the delivery 
people was found COVID-19 positive in the facility [7]. One of the 
workers from ETX (embedded technology extended) who is a mom as 
well stated that as the COVID-19 outbreak continues, it is not easy to 
find a home and work balance [3]. 
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10.4 RESEARCH DESIGN AND METHODOLOGY 

10.4.1 RESEARCH DESIGN 

The research design is exploratory in nature. The researcher is trying to 
investigate a problem which is not clearly defined. The study conducted 
to have a proper understanding of the existing problem. The researcher 
started with the general idea and will use this research as a mode to iden­
tify issues that can be considered for future research. 

10.4.2 DATA COLLECTION 

The data was collected through both primary and secondary sources. 
The secondary data was collected through available sources in the form 
of articles, news, etc. As the scenario still continues, there is a scarcity 
of available literature. The primary data was collected in the form of 
observations and interviews from 100 employees and business persons. 
Due to critical environment, there was no possibility for the researcher to 
have face-to-face interviews, so the researcher conducts telephonic inter­
views and circulate open ended question through Facebook messengers, 
WhatsApp, and different online apps. The respondents for the study are 
employees working in any sector and experience work from home. 

10.4.3 TIME AND LOCATION 

At the time of epidemic (COVID-19) and the data collected on PAN (Pres­
ence Across Nation) India basis. 

10.5 ANALYSIS AND RESULTS 

The primary data was collected in two parts. The response rate was 
90%. In the first part, the researcher asks respondents three statements 
referred from Statista Research department 2020 where respondents give 
their answer is YES or No. In the second part researcher as respondents 
about how COVID-19 is affecting the employee’s emotional balance and 
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work-life balance. Organizations are adopting various strategies like work 
from home, virtual meetings, shutting down various public places and so 
on. Hence in a way employees are getting their “Me time or We time.” 
Researcher ask respondents to share their views as an employee how 
this situation is affecting their emotional balance and work-life balance? 
Researcher ask them to make suggestions as well. On the basis of informa­
tion given by Statista Research department 2020, the researcher asked the 
same question while interviewing the respondents which are presented in 
the form of values in Figure 10.1. 

FIGURE 10.1 Data analysis diagrammatic representation. 

10.5.1 ANALYSIS FOR PART 1 

The data collected through secondary source in Figure 10.1 indicate that 
30% of the employees believe that they are more efficient when they 
are working from home. Employee shared that the reason for being less 
efficient at home is that at office they work in a proper set up, colleagues 
are near but now they need to call for every little thing which is quite 
frustrating. Around 50% agreed that they are working more serious hours 
at home in comparison to office hours because there is no disturbance 
in between as time limits are set by them only. Around 37% believe that 
work from will intrude their life but they are working from home where 
mentally they are with their family and physically, they are working which 
create emotional imbalance. Majority agreed they are enjoying best time 
with their families but in between they attend their office task as well 
(Table 10.1). 
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TABLE 10.1 Statistics Related to the Efficiency of Employees During Work from Home 

Statement Response (%) 
More efficient when 28 
working from home 
Work more hours at 52 
home 
It will intrude on their 37 
personal life 

Source: Home office and work-life balance of employees in India at the time of COVID-19. 

10.5.2 ANALYSIS FOR SECTION 2 

Responses of the employees interviewed and observed are reproduced 
here. The data collected was collected in qualitative form, so it was not 
possible for the researcher to present all responses. As the responses were 
repetitive in nature, on the basis of similarity, they were combined and are 
reproduced in Table 10.2. 

10.6 DISCUSSION 

From the collected data, it is very much clear that most of the employees 
are spending quality time with their family where they do not need to keep 
a watch on time. Otherwise in the routine scenario to have social life for 
them means office colleagues and peers because they do not get enough 
time to be with friends, neighbors, and relatives. As in the running time 
the work encompassing a large amount of time in employee’s lives. It is 
not at all surprising that now employees are seeking for the meaning and 
purpose behind their professional life. One of the approaches to mean­
ingful work is occupational calling. “Calling refers to the perception of 
personal meaning, dedication, and involvement tied to one’s career.” So, 
employees who find meaningful ties with their work spend long hours in 
the office premises and make many compromises on their emotional and 
social parts to live out their calling [16]. Apart from the work-life, the 
vicious circle of work life balance includes personal, family, and social 
life. Due to the target deadlines organizations are forcing their employees 
to work from home in the pandemic situation. It clearly indicates that not 



 
 TABLE 10.2 Responses Collected from the Respondents

Profile Work Experience Responses 
in Years 

IRPFS, Div. Sec. 
Commissioner	 

Assistant 
Professor	 

Deputy Manager 
of Collections 	

 with BMW	
India Financial 	
Services Pvt. 	
Ltd.	 

9	 

1	 

13	 

As Indian railways has suspended passengers’ trains services and only goods train are functional, 
workload on railway security staff has reduced a bit. My nature of job is such that complete work 
from home is not possible. However, as the offices are closed, I am managing the office work from 
home with some surprise field visits so as to lift the morale of staff and also have better command 
and control over my team. There is a daily video conference with the honorable Minister of 
railways which officers take from home in which issues and challenges are discussed and solutions 
are delivered to field level staff. I am spending more time with family and developing skill sets 
which help me to perform my duty even better in future.
Due to COVID-19 my college is closed for the entire month. My personal and professional life
is becoming like a new flavor of “Haldirams mixture namkeen”! I get less time with my husband
because we both keep on working for the whole day. To complete the syllabus, I am taking online 
classes and give assignments to complete my syllabus. On the other side, I really enjoy the new
experience which gives me an opportunity to learn something new. I am getting familiar with the 
different uses of the IT which I was ignoring earlier. I support the efforts put by the government in 
eradicating the COVID-19 from the country. I am not going out in public places and maintaining 
hygiene standards as well by using sanitizers and masks.
In my 13 years of work experience, I never have been given an opportunity to work from home.
The industries I have been associated with never had such set. Now, due to COVID-19 outbreak 
companies had to take a decision of putting each of their employees on work from home and within
a week’s time they found alternatives and IT setups to successfully implement the same. Working 
from home has pros and cons both. If I talk about pros, I have been able to look after my house and
been able to get a lot of chores done by my domestic help which I am usually unable to do due to
my busy schedules. I have been able to spend more time with my husband. He is around even when
I am working or on office calls. His presence around me gives me happiness. I have been able to 
look after my health and work in my comfort zone without any unwanted interruption. Apart from 
personal benefits, there are few good things that have happened. The traffic and pollution are less 
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 TABLE 10.2 (Continued) 

Profile Work Experience Responses
in Years 

Marketing
Executive at
Pharmaceutical
Company

Executive at
Accenture

IT-based 
Professional 

17	 

1	 

7 

on roads. I feel the crime rate has also gone down as people are scared to touch others. If I talk
about cons, working from home for too long gets monotonous and you need to go to the office 
because you have people around you to socialize. The screen time has increased even more by 
being home because we are working from our laptops and phones. When we go out, we have a set 
schedule for everything. However, when we are at home, we do things at our own convince which 
is the best part. I must say that every employee should have a flexibility to choose if they want to
work from home or office.
I am working as a marketing executive at pharmaceutical company from last 17 years. We deal in 
direct marketing so work from home is not our cup of tea. Infect when the problem is related with
the medical field then it is our busy time as companies are trying to promote their medicines and
drugs. Every day I used to visit some hospitals to meet doctors and recommend our medicines. So
only doctors are not working anybody who is affiliated with the medical field is working directly 
or indirectly. I appreciate that the strategies are adopting by the public and private sectors are for 
employee benefits. They all protective materials like mask and sanitizers. Though I need to work 
but government is also taking care of those employees who are working in the field.
My social life gets affected a lot when I have to work from home because when I am at the office, I 
meet friends and colleagues. I can interact with them and get the time to chill my mind. But when I
am working from home and due to the current situation cannot go out, I feel like a prisoner because
during office hours I have to work and remaining time I can out. So basically, I am trapped in a 
room for all day. Sometimes I feel like I am on an island. Organization and government have taken 
the right step there should be a lockdown for it otherwise the problem will continue.
I need to be on the phone for the whole day as per my work schedules due to which I am not able to
spend much time with my kids and wife. I remain locked in one room for the whole day as I need
peace and isolation to attend the calls but not getting so makes me frustrated and inactive. I really
hope that situation outside will get better soon and I can go out to socialize. 
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 TABLE 10.2 (Continued) 

Profile Work Experience Responses 
in Years 

Research 
Assistant at 
Indira Gandhi 
National Center 
for the Arts 

Entrepreneur 

Assistant 
Professor 

Housewife 

2 

11 

4 

3 months 

I have a fond of reading books. Even when I visit to my friend’s place, I carry a book to read in 
small free time. I joined this organization two years back, and we are working on various projects 
related to the extinction of various cultures from the society. We are working insane on sights and 
lots of traveling is also included. Now, as the situation is critical outside, I am really enjoying my 
own time. I sleep a lot, read as many books I can in a day and my favorite ‘Chai (Tea),’ what else 
any literature lover needs.
I am working as an entrepreneur from last 6 years. Prior to this I worked as a mechanical engineer
with one of the good brands. I establish everything on my own which needs most of my time
on work. I was giving average time to my family as I was busy with my struggling phase. In the
meantime, I also got married and did not get time to even go for a vacation. In view with the
present scenario, social distancing is required, so like others we are not commuting out. Trust me 
if I ignore my work part this is the best phase of my life as I am spending time with my wife and
parents all together. We eat together, joke together and even cook together.
I am working as an assistant professor and have two kids. One is 5-year-old and other is 2-year-old. 
My husband runs a food business due to which he came late at night and we hardly get time to talk.
I always feel like a pendulum and need to take help from my housekeeping staff to take care of my 
kids as I have my work commitments as well. Due to the pandemic situation outside I am seriously
spending quality time with my family which I never had before and always dreamed of.
I am a housewife now as I recently got married and shifted to Germany with my husband, I left
my job. We are just three-months-old couple. Due to my Visa process, I shifted late to Germany. 
Here situations are also critical and companies are asking their employees to work from home. My
husband remains on office calls for the whole day but I am satisfied that at least he is near to me. 
We are having breakfast, lunch, and dinner together. Enjoy long gossips and do the household tasks 
together makes our bond stronger. 
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 TABLE 10.2 (Continued) 

Profile Work Experience Responses 
in Years 

Script Writer and 
Event Planner	 

Marketing 
Professional	 

Deputy Manager 
at Telecom 	
Company	 

6	 

10	 

15	 

I commute frequently between Delhi and Lucknow as my father keeps unwell. I am home
quarantine from last one week due to which I am unable to visit my home town to see my father. 
My mother and brother are managing everything at home. I enjoy my free time because my profile
includes lots of traveling, but same time, I want to meet my family which I miss the most. I am
appreciating the step took by the government but everything has dark and the brighter side both. I
am a fitness freak but always skip my workout due to my work nature. These days I am completely 
enjoying my workout and working towards my health.
I am working as a marketing professional with the company dealing in crushers. I am very busy
with my schedule like 25 days in a month I travel. My wife was also working, but after kids she
left the job. In a way she alone bought up our kids, I never get time to spend with my family. But 
now I am spending quality time with my family and dealing with my clients online. I am realizing
that what precious I missed in my life while running for my occupational calling. I get enough
time with my wife and kids. We plan things together; I love to cook so these days my wife is on 
complete resting zone.
I am working with telecom industry which include handling of large number of labors, so I need to 
be continuously on phone to take updates about sites. I recently got transferred to another location,
and as we recently had our second child, it is not possible for my wife to commute. I kept on
commuting every week between the two locations. We are planning to shift by the end of the month 
and unfortunately states are shut down and people are not permit to commute. I was on my site and
somehow managed to come back. Now I am at home taking care of my kids and wife, as we are
staying in nuclear set up so my wife was managing all alone. It is impossible to manage work and
family together when you are working from home but yes, I agree that companies should give this
option when their employees need it. 
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 TABLE 10.2 (Continued) 

Profile Work Experience Responses 
in Years 

HR Manager 8	 I wish organizations showed genuine interest in employees’ health and safety rather than paying 
lip service and making some dramatic show. I do not think employees appreciate organization for 
this as most of them were pushing commercial interest and asking people to come, until it became
mandatory. 

AVP, JP Morgan 10	 Initially, it was good to know that our company cares for this much that we are given the privilege 
to work from home. Personally, it was great as I am having a year and quarter old kid at home. I 
thought I would be able to spend quality time with him. But when I started working from home,
there were so many connectivity challenges like I cannot expand my screen at home, network
problem. Yes, and one thing I really enjoy is that there is no everyday pressure of formals and reach 
office on time. 
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all organizations are concerned about their employee’s emotional health 
and safety rather they are bound to do so under the pressure of governing 
bodies. Somewhere unknowingly employees are spending quality time 
with their own selves and family. They are cooking, washing, and cleaning 
with their families. Though they get less time as they are working from 
home but they do all the stuff that makes them happy like painting, singing, 
dancing, relaxing, and so on. In the race of proving better from others, 
everybody is living like robots and working clockwise. There is a fixed 
schedule for everything, people are forgetting to do random things in their 
life and feel threaten in changing their schedules. From family picnic to 
marriage everything is dependent upon the organization’s calendar. People 
are delaying their outings with family, cancel family plans, delay marriage 
often just to fulfill organizational commitments. Salaries are going up, but 
a spark is missing in the workforce. Gradually, the old school of thought of 
management again entering into the market where the only focus was on 
target accomplishments. If talking about personal life they are getting time 
for their hobbies and interest. In the earlier studies of the researcher [6], it 
was concluded that when employees get time to do things of their choices, 
they feel emotionally balanced and creative. In the same line, family, and 
social part also cannot be ignored. Everybody is staying in a nuclear setup 
where casual relationships are existing these days. There is not a much 
difference between a home and hostel. With the forced “work from home” 
concept employees are getting in touch with their families directly and 
indirectly. They call their friends, have long chats, late night movies with 
families, playing with siblings and kids, be in a lazy mode for the whole 
day, no worries about looks, and most important, parents are getting time 
with their children. 

10.7 CONCLUSION 

It is a time of reflection for the employees. My life, my choice, my 
freedom, my independence, my right, and my habits should be focused 
by all employees. No, means absolutely not. Your choice, habit, freedom 
can become hindrance in sustenance of world. Simple living, restraints, 
reasonable restrictions, self-disciple all are necessary for the nourishment 
of the world. Future of work is so near. Taking this opportunity of “forced 
work from home” employers and employees can analyze the effectiveness 
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of this mode of working. If it works fine then so many communica­
tions, traffic jams, travel frustrations, environmental degradation can be 
avoided. Cognitive dominance [15] hits every employee so hard that they 
forget everything and became a part of the race blindly. Every employee 
is working to have a big house and car, nobody cares about basic things 
in life. As the Maslow hierarchy need theory indicate that the first level 
in anyone’s life is physiological need or basic needs of food, clothing, 
and shelter. The people of today’s generation are taking much time at the 
basic level of hierarchy which delay many things in their life like buying a 
house, getting married, children, and much more. To work is an everyday 
routine for employees but to work from home is a new challenge which 
everybody is not comfortable with. This new strategy is helping them in 
making their emotional relationships strong with their partner, children, 
and elders. They are getting time for their health, hobbies, and can get 
in touch emotionally with their friends. Employees are having different 
experiences with work from home but one thing they all demand is that 
it should be optional for every employee on a regular basis. They must 
have a leverage to have work from home whenever they want. Organiza­
tions do not worry about their work because in the present situation also, 
employees are working with all dedications, which shows their organiza­
tional commitment but goal accomplishment in the absence of emotions is 
a matter of concern for both employee and employer both. 

10.8 SIGNIFICANCE OF THE STUDY 

Though the initiative is forced but on the basis of literature review and 
collected data in the form of observation and interview, it is transparent that 
work from home should not be forced. It must be provided to the employees 
as per their requirement because the phase of life for every employee 
differs. The study will help organizations to realize that employees are part 
of the organization and their emotional participation matters in framing 
policies and strategies. In the span of time, the line between work and life 
is getting lighter which ultimately results in employees who are working 
without emotions, consistency, and satisfaction. If the scenario continues, 
then organizations will soon face the problem of employee sustainability. 
The study will help in underlining the feelings of employees while working 
from home, ignoring the fact that it was forced. 
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10.9 SUGGESTIONS 

Succession planning is the need of an hour! This time will work as an alarm 
for everyone including employees, organizations, and government. There 
is a need for organization now to think about the working patterns they are 
designing for their employees. Like 360° appraisal there should be 360° 
participation procedure in the organizations. Every employee wants to work 
accordingly but only software professional get the leverage to work from 
home. Now as due to the scenario, all organization are bound to allow their 
employees to work from home clears many doubts. They should give some 
time to employees in such situations as it is also difficult for them to adjust to 
the new working environment. Organizations should allow their employees 
to opt for the option of working from home when they need it. They should 
have proper facilities in their premises especially related to health and safety. 
Time to time every person working in organization should provide training 
about basic hygiene and make their employees more technically advanced, 
so in future also if similar situation will arise then organizations will not 
suffer because its directly related with the economy. If meetings can be orga­
nized through e-conferencing then in future also organization will continue 
with it, which also helps in environment sustainability. Researchers and 
respondents both believe that this is an opportunity for Indian organizations 
to redevise their strategy to cater demands of people and strive for paperless 
working by speeding up various interventions like e-office, HRMS, HRIS, 
etc. Employees should also try to complete their task within the allotted time 
frame as future is very unpredictable now. 
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ABSTRACT 

Stressful situations are all too common in the workplace. It may become 
harder and harder to manage your emotions under these circumstances. 
Mainly emotion is a complex feeling state accompanied by physiological 
arousal and overt behaviors. It varies from man to man, person to person. 
The consequences of emotional states in the workplace, both behaviors, 
and attitudes, have substantial significance for individuals, groups, and 
society. Positive emotions in the workplace help employees obtain favor­
able outcomes including achievement, job enrichment, and higher quality 
social context. Negative emotions, such as fear, anger, stress, hostility, 
sadness, and guilt, decreased work performance, reduced productivity, 
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and effects on product quality. The pharmaceutical industry plays a crucial 
role in today’s world economies. Emotional labor is likely to be common 
among most employees across several vocational fields, not just those 
that entail services to the public. The significance of emotional labor has 
been acknowledged in a variety of occupations. Today, most organizations 
especially in the pharmaceutical sectors manage or regulate employees’ 
emotions in order to accomplish their organizational goals. These regula­
tions and requirements have been found to be more prevalent in jobs. 

11.1 INTRODUCTION 

Stressful situations are all too common in pharmaceutical manufacturing 
industries. To manage the emotion in this stressful environment now 
became a great challenge for the higher management staff in the industry. 
It is really to header control the negative emotion in the pharma industry. 
Emotion is a complicated feeling state directly connected with psycho­
logical and physiological behaviors. It varies from person to person, 
employee to employee. Studies showed that females are more emotional 
than males. Emotional states in the working areas connected with atti­
tudes and behaviors have substantial significance for employees, working 
groups, and surrounding society. Emotion is a god-gifted phenomenon 
that plays a crucial role in the workplace to build a positive relationship, 
directly increasing productivity. Positive emotion is always good for 
the industry, whereas negative emotion declines the industries growth 
and reduces profit. To increase the skill self-regulation, motivation, and 
self-awareness are involved which decreased depression and stress [1–4]. 
Embracing the nuances of human feelings in the workplace can have 
practical benefits, such as improved collaboration between employees 
and a happier workplace. In industry, Workman emotion, intelligence, 
and overall temperament play a significant role in work performance, 
leadership capability, specialized skills, decision-making character, 
and team sprits. A favorable work environment increased the industry's 
turnover. Anger and aggressive behavior towards fellow colleagues and 
management staff develop dissatisfaction which demotivates the workers. 
Recognition, rewards, and promotional benefits from the management 
build positive emotional intelligence (EI), most important for better skill 
development and increased productivity [5, 6]. People who are calm and 
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quiet, good behavior, adjustable, compromising the character and down to 
earth are happier in life, good, and healthy relation towards colleagues and 
Handel difficulties and complications [7]. 

Study of emotional behaviors and their control in the pharmaceutical 
industry are a flourishing subject in management today. Fortune and Harvard 
business review (FHBR), a famous business journal published interesting 
articles on EI. The article focused on various emotional behaviors that 
are observed in industrial workplaces and their management [8]. Human 
emotion and stress are lined with hormones like epinephrine, norepi­
nephrine, androgen, and estrogen. Hypothalamus hypophysial portal axis 
directly controls these hormone secretions through neural connection [9, 
10]. Recent research revealed that, for a superior or substandard, emotions 
impact workman/employees’ work performance, decision-making capacity, 
creativity, quality of work, commitment leads to hampering industrial 
growth. So, negative emotions in the workplace should be monitored 
for obtaining a good quality product. Unfortunately, current pandemic 
employees are suffering mental and social stress which decline EI as a 
result industry horribly suffers to obtained good quality products. If this 
situation persists, industries economic stability is questionable [11–13]. 

The main aim and objective of this research paper is to study the 
emotional and psychological behaviors of pharmaceutical workers during 
the lockdown phase and its effects on industrial growth and development. 
The study was based on both male and female workers in a leading phar­
maceutical industry in Kolkata and find out the probable solution to mini­
mize the negative emotion. The paper also examines both EI and negative 
emotion are important behavioral factors in the workspace. So, maintain 
the positive emotional climate (PEC) in the pharmaceutical sector through 
motivational discussion with the employees is the only tool to suppress 
negative emotion (Figure 11.1). 

11.1.1 EMPLOYEE’S EMOTION AND PANDEMIC SITUATION 

People all over the globe suffer from COVID-19 deadly infection which 
is a massive biological disaster in this century. This pandemic situation 
developed a major global health crisis that severely declines thinking 
ability and generates various psychological deformities. Not only this but 
also its reduced the work speed, productivity, performance, etc. Spreading 
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the virus load makes a new challenge for health professionals and scien­
tists. People affected by this virus showed various psychiatric problems 
that developed negative emotion, developed depression, and anger. 

FIGURE 11.1 Phases of emotion. 

The current global health crisis caused by coronavirus not only impacts 
health but also severely damages the global economy. Health complica­
tions not only decline the productivity but also reduce the product quality 
which decreased the profit. Low income, uncertain job security, family 
problems, mental disability directly inhibit industrial growth. To overcome 
this situation is now a new challenge towards the industry people mainly 
human resources (HRs) personnel [14, 15]. 

11.1.2 POSITIVE AND NEGATIVE EMOTION 

Motivational inspiration in the workplace comes from positive emotions. 
Positive emotion builds better interpersonal relationships. Good relations 
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between staff and management increased the work power which directly 
helps for the growth of the company. On the other hand, lots of studies 
showed that positive emotion makes some personal relationships which 
improves social interactions. 

Negative emotions in the workplace create huge troubles and decreased 
work performance. When people in the factories are negatively minded to 
lose productivity. From a management point of view to find out the decline 
of negative emotion is very essential for a better work environment. Senior 
managers in the organization have the responsibility to decline negative 
emotions [16]. 

11.1.3 STRATEGIES TO MANAGE NEGATIVE EMOTIONS 

Based on a recent scientific study, frustration, depression, anger, fear, 
unhappiness, dislike approach, etc., are the main common negative 
emotions (CNE) that are frequently observed in the industry. Different 
situations and emotions are interlinked to each other which directly affects 
the work performance [17, 18]. The common 10 strategies can be used to 
control negative emotions. The popular 10 strategies that are extensively 
used in industries to manage negative emotions (CNE) are (Figure 11.2): 

•	 Compartmentalization (when negative emotions from home affect 
your work); 

•	 Deep breathing and relaxation techniques; 
•	 The 10-second rule; 
•	 Clarify; 
•	 Blast your anger through exercise; 
•	 Never reply or make a decision when angry; 
•	 Know your triggers; 
•	 Be respectful; 
•	 Apologize for any emotional outburst; 
•	 Never bring your negative emotions home. 

11.1.4 EMOTION AND WORK CAPABILITY 

Different conditions like stress, emotion, moods, depression, physical 
activity, mental stability, etc., create an impact on job performance in every 
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industry, especially in pharmaceutical manufacturing industries. Disturb 
mind decline work performance, decision-making power, creativity, and 
leadership capacity. The situation decreased the productivity and turnover, 
which hits the company's stability. In increased work performance motiva­
tion training is mandatory in the industry. Understanding people's feel­
ings and behavior change the situation and increased the work capability 
(Figure 11.3) [19–21]. 

FIGURE 11.2 Strategies to manage negative emotions. 

11.2 EXPERIMENTAL METHODS AND MATERIALS 

11.2.1 QUANTITATIVE STUDY 

In a quantitative study, all data were collected from a reputed pharmaceu­
tical manufacturing factory based in Kolkata, West Bengal. The study’s 
participants were manufacturing workers and others involved in the 
different plant operations in the smooth functioning of the industry. The 
study was carried out during the lockdown period (COVID-19 pandemic) 
between 25th March and 31st May 2020. 
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FIGURE 11.3 Stages of emotional management. 

11.2.2 DESIGN 

Due to the outbreak of COVID-19 severe infection, more or less all the 
industries of over 210 countries were drastically affected and facing lots 
of troubles including financial, social, employers, materials, and market. 
More than 3 million people throughout the globe either physically or 
mentally affected by this infection. To control the spread of COVID-19 
infection Government of India declared 21 days Phase-I lockdown from 
25th March. After observing the severity of the infection upon the commu­
nity the Indian government sentenced the lockdown phase till 31st May 
2020. As per the government, the circular transport facility was totally 
suspended during the lockdown period except for emergency and essen­
tial service vehicles like medicine, food, water, dairy, fire, police, and 
other emergency services. All places of worship, educational institutions 
(schools, colleges, and universities), cinema, and theater halls, shopping 
malls, and general offices were completely closed during this period. 

The study was conducted on male and female pharmaceutical manufac­
turing industry workers during this lockdown period. Data were collected 
from 441 workers based on the questionnaire (Table 11.1). 
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TABLE 11.1  Questioner for Pharmaceutical Manufacturing Workers 

SL. No. Questioner 
1. Are you frustrated during this pandemic COVID-19 unexpected situation? 
2. Are you worry about this situation and feeling insecure? 
3. Are you angry for this pandemic COVID-19 unexpected situation? 
4. Are you feeling down? 
5. Are you feeling dislike attitude? 
6. Are you anxious? 
7. Are you depressed in this situation? 
8. Are you stressed? 

11.2.3 PARTICIPANTS 

All the study participants were working in the pharmaceutical company and 
attending to their work on alternate days in a week from 9 am to 5 pm (day 
shift duty). The verbal consent of the participants was taken and then only 
the questionnaire was given to them. The total sample size was 441, which 
consisted of 387 males and 54 females. The respondents specified their 
level of agreement to a statement, typically in three points: (i) disagree; (ii) 
neither agree nor disagree; and (iii) agree. The respondents who participated 
in the study were debriefed and explained before their responses. 

11.3 RESULTS AND DISCUSSION 

11.3.1 STUDY OF STRESS PARAMETERS DURING LOCKDOWN 
PHASE 

Out of 441 respondents, the majority of respondents (87.76%) were males. 
From the responses obtained, it is ascertained that both males and females 
were frustrated with a response of 83.72% and 85.2%, respectively. The 
response to the statement on insecurity or worry is almost equal as both 
males (91.73%) and females (92.6%) were worried during the lockdown 
phase. The response to the parameter anger was quite different, the response 
from males (74.94%) > females (40.7%). The feeling “down” syndrome 
was more in males (83.20%) compared to females (64.8%). The feeling of 
dislike was almost same in males (77.8%) and females (77.8%). Anxiety 
was more in males (93.54%) compared to females (87%). Depression was 
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also slightly more in males (91.73%) compared to females (88.88). The 
males (95.61%) were more stressed out compared to females (92.6%) 
(Tables 11.2 and 11.3; Figures 11.4 and 11.5). 

TABLE 11.2 Study of Emotional and Stress Parameters During COVID-19 Pandemic 
Lockdown Period (25th March 2020 to 31st May 2020) Upon Male Pharmaceutical Manu­
facturing Workers 

Parameters Agree Percentage 
(%) 

Disagree Percentage 
(%) 

Neither Agree 
nor Disagree 

Percentage 
(%) 

Frustration 324 83.72 57 15 6 1.5 
Worry or 
insecurity 

355 91.73 28 7.23 4 1.04 

Anger 290 74.94 89 22.99 8 2.08 
Feeling 
“down” 

322 83.20 60 15.5 5 1.3 

Dislike 301 77.78 80 20.67 6 1.56 
Anxiety 362 93.54 18 4.65 7 1.81 
Depression 355 91.73 25 6.45 7 1.82 
Stress 370 95.61 17 4.4 0 0 

FIGURE 11.4 Percentile representation of different parameters in male workers (sample 
size 387 males). 
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TABLE 11.3 Study of Emotional and Stress Parameters During COVID-19 Pandemic 
Lockdown Period (25th March 2020 to 31st May 2020) Upon Female Pharmaceutical 
Manufacturing Workers 

Parameters Agree Percentage Disagree Percentage Neither Agree Percentage 
(%) (%) nor Disagree (%) 

Frustration 40.0 85.2 7.0 13.0 7.0 13.0 
Worry or 50.0 92.6 3.0 5.6 1.0 1.9 
insecurity 
Anger 22.0 40.7 30.0 55.6 2.0 3.7 
Feeling 35.0 64.8 14 25.92 5.0 9.3 
“down” 
Dislike 42.0 77.8 6.0 11.1 6.0 11.1 
Anxiety 47.0 87.0 3.0 5.6 4.0 7.4 
Depression 48.0 88.88 4 7.41 2 3.7 
Stress 50.0 92.6 3.0 5.6 1.0 1.9 

FIGURE 11.5 Percentile representation of different parameters in female workers (sample 
size 54 females). 
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11.4 DISCUSSION 

The factory has more male workers than females so the percentage of 
male respondents are more in study and it was not intentional, we did not 
have equitable distribution of respondents based on gender [22, 23]. The 
frustration was slightly higher in females compared to males because of 
the lockdown. They were burdened with household work as well work 
from home also took its toll. Not only that the children studying at home 
with schools and colleges closed also impacted the result. The females 
were more insecure because during lockdown, many people lost their 
jobs [24–26], they were always worried about jobs security as well as 
earning the capability of their family members, mainly spouse, children, 
and others allied members. The lockdown was done in phases so after 
first phase people thought this lockdown would be over and there was 
a hope that normalcy would resume but it got extended increasing the 
uncertainties and worries. The females are less angry than males in this 
study because they could understand that being angry will not resolve 
any problem, they instead felt more helpless. The males had more of the 
feeling “down” response compared to females as few of them rediscov­
ered their hobbies and started baking, making handicrafts, and pursued 
other activities from home in their off times. This involvement made them 
fare better than males. The response to dislike was the same in both males 
and females, as no one wanted a changed work, home front and environ­
ment. The response to anxiety, depression, and stress is more in males in 
comparison to females because most of females have other involvement in 
household work, activities related to children and others besides working 
in factories. The concept of being social had taken a backstage and being 
isolated from friends, family, and peers led to these feelings. 

11.5 CONCLUSION 

At workplace generally emotion affects attitudes and behaviors. Positive 
emotion (PM) improves the quality whereas negative emotion decreased 
the productivity. So, in pharma industries, emotion directly affect the 
productivity that’s why control emotions are the prime factor for the 
betterment of the organization. If we scientifically and psychologically 
manage people’s emotions, to overcome the challenges and hurdles in 
the shop floor became easier. Changing the higher boss, departmental 
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rotation, transfer the woman, developed the team working attitude or 
avoid conflict of interest with a co-worker or customer makes the better 
work environment during this pandemic situation which increased the 
productivity yield. In the field study, female workers facing more insecure, 
and frustration in comparison to males. On the other hand, male workers 
are more depressed, anxious, and feeling stress in comparison to females. 
During the unexpected COVID-19 pandemic outbreak, both male and 
female pharmaceutical manufacturing workers were emotionally stressed 
and depressed, and worried about insecurity. 
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Emotions, Perceptions, and the 
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Tourism During a Crisis 
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ABSTRACT 

Tourism is an emotional process. However, little is known about the complex 
nature and dynamic relationship between tourist experiences and their 
perceptions and emotions about the destination and local communities. The 
tourism industry has been hailed as the ‘fun’ industry and is practiced for 
its benefits and income generation. Tourists choose to spend discretionary 
disposable income on holidays and travel essentially for the anticipated 
pleasure that they will obtain. Hence, based on this proposition, tourism 
is significantly focused on emotions and perceptions. The theorization of 
emotions and perceptions has received much attention in the contemporary 
tourism literature and among destination marketer. Emotions, perceptions 
and episodes of intense feelings associated with a specific situation or 
event play a key role in understanding tourist behavior. There has been a 
lot of study pertaining and focusing on the positive emotional experiences 
associated with festivals, shopping, theme parks, holidays, heritage sites 
and adventure tourism, among others and the links between emotional 
responses and behavioral outcomes such as customer/tourist satisfaction and 
loyalty. Tourist destinations around the world try to focus on and emphasize 
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on the positive emotional connections. For example, countries highlight the 
surprising component of the tourist experiences in their branding strategies. 
Some notable successful country campaigns include, “Amazing Thailand” 
and “Incredible India.” These have been built to associate a sense of positive 
and delight with tourism visits. In marketing and tourism context, perception 
is considered as a major influential predictor in directing decision making 
and consumer behavior. Each individual selects, organizes and interprets 
received information in a unique way. This image depends on both a specific 
stimuli which are related to the environment and the individual’s own 
characteristics and situations. Destination perception accumulates from 
destination attributes, both physical and mythical. Tourists’ pre-experience 
a particular destination through various sources about the destination 
attributes. Destination attributes are commonly used in empirical research 
to measure tourists’ perception of a destination. Tourist destinations consist 
of a number of attributes that differentiate them from each other. These 
are listed as accessibility, amenities, accommodation, attractions, and 
activities. There are also psychological aspects to the tourist experience. 
Tourists take into consideration most or all of those attributes when making 
their decision to visit or revisit a particular destination. Potential travelers 
make comparisons of the attributes of different destinations before they 
make their choice and decide on the destination that offers those attributes 
that they deem important. At the same time, different market segments 
place different levels of importance on different attributes, resulting in 
different destination choices. Most of the early studies of the effects of 
tourism focused upon the economic aspects of tourism. However, during 
the past decade increasing attention has been given by researchers to the 
social effects of tourism. These social effects are broad ranging and refer to 
ways in which tourism contributes to changes in value systems, individual 
behavior, family relationships, collective lifestyles, safety levels, moral 
conduct, creative expressions, traditional ceremonies, and community 
organizations. The principal reason for giving attention to the effects of 
tourism is inevitability that tourism development will induce some impacts. 
Information about tourism impacts is an important ingredient which needs 
to be considered in tourism planning. One aspect of social impact research 
which has been investigated and which provides valuable information for 
future planning is resident/host perceptions of tourism. The importance of 
innovation was long underestimated in service activities and the tourism 
sector. In contrast to the radical innovations vital to growth in manufacturing 
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sectors, innovations in services and tourism were secondary and capital-
scarce, and for this reason they were excluded from the scope of government 
interest and action. It is interesting to note that the discourse changed 
with the emergence of new information and communication technologies 
(NICT) and with the COVID-19 pandemic in the year 2020, which have 
been clearly influential in the realm of tourism. The dissemination of new 
modes of production and the resulting organizational shock waves, along 
with the marketing adjustments this has entailed, have been the subject of 
much research. 

12.1 INTRODUCTION 

Everyone has heard the word “emotions” in the course of their daily lives. 
This is transitive because they express a major portion of human attitude, 
individuality, and decorum. The exchange of emotions has a major impact 
on the organizations’ conduct as well. Primarily, the term ‘emotion’ 
delegates “a state of consciousness having to do with the arousal of feel­
ings (Webster’s New World Dictionary).” Emotions imply superiority 
over other mental states like perception, desire/choice, and knowledge 
of bodily sensitiveness. Emotions are subject to interpretation and often 
influenced by mood, opinions, psyche, temper, disposal, and penchant. 
The term ‘emotion’ originates from the French word Emouvoir which is 
underpinned on the Latin word emovere, where e (alternate of ex) means 
‘out.’ These comprise of either: 

•	 A psychological process that stems instinctively and gradually 
rather than mediating via deliberate attempts and is often escorted 
with corporeal and physical changes; including sentiments like: the 
emotions of happiness, pain, respect, fondness, and abhor. 

•	 Being in a distressed state and showing signs of restlessness: he 
spoke in a feverish voice or fidgeting that showed intense agitation. 

•	 The state of being aware of and responsive to one’s surroundings 
and involving sense and sentiment; sensibility. 

A person’s behavior is dictated by their perception of their environ­
ment, not by what it actually is, but rather by what they believe it to be. 
People systematize and examine their sensatory ideas in order to have 
a meaningful impact on the world around them and the environment 
where they live. As a result, humans have contradicting views of living 
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and non-living objects. A person will not make the same inferences about 
humans as they would about inanimately objects. Everyone has their own 
individuality and their own set of personal values, beliefs, dogmas, or 
intentions. Determination and the ability to understand another person’s 
conduct are therefore influenced by these variables. We see the world 
around us through our senses, which requires us to receive and respond to 
external cues in a timely manner. By acquiring knowledge about the traits 
and components of our environment, which are necessary for our survival 
and which also allow us to function within our environment, we are able 
to behave within the context of our environment, which is facilitated by 
the perceptual process. Every organization has a principal commitment 
to capitalize its resources, both human and material, and employ them to 
the fullest extent, as has each individual. As a company, businesses have 
certain responsibilities to society. The goal is to improve the level of living 
and quality of life for the communities and to sustain profitability for the 
organization as a whole. It is judged on the economic performance and 
what it can do for the community, of which it is a member already. 

12.1.1 TOURISM AS A BUSINESS ENTITY 

Tourism frequently initiates an array of manifold advantages to local 
communities, improved facilities (electricity, water, utilities, and informa­
tion technology (IT)), ingress, assistance (banks, communications, travel) 
and new financing, that all serve to intensify and enrich the lifestyles of the 
commune [1]. The novel coronavirus (COVID-19) is arduous to the whole 
world. The tourism sector has been devastated and UNWTO predicted 
that millions of jobs are also at risk. With limited medical capacity to treat 
the virus, vulnerable populations in all countries need the vaccination as 
their highest priority. Unprecedented universal travel limitations and stay-
at-home orders have brought about the most serious disturbances to the 
worldwide economy. Local travel restrictions directly affect economies 
nationally and internationally, including the tourism mechanisms, i.e., 
international tourism, domestic travel, tour operators, and segments as 
diverse as flights, sea trips, public transit, lodging, motels, eatery/diner, 
conferences, fests, meets or athletic events. 

The role of the tourism sector to providing livelihoods and boosting 
economies is at stake. Owing to the circumscriptions levied on March 
2020, whilst the virus started transmitting quickly throughout the world, 
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global travel was discontinued in April and May resulting in the drop in 
the global tourism business. In the future, the global tourism industry 
is likely to be affected by many factors, including economic, social, 
geopolitical, technological, cultural, and environmental. Tourism is a 
network for cultural heterogeneity, which enables sharing different ideas, 
traditions, and knowledge between residents (community) and tourists 
(visitors). Travel is a means to “discover those things that are unknown or 
forgotten within ourselves.” Targeting tourists may involve a mishmash 
of response driven approaches across a range of markets and localities. 
Hence, Community support follows progress that serves the community 
and provides perpetual profits. Tourism development boosts the conserva­
tion and transmittal of intellectuality and heritage, preservation, and viable 
regulation of natural reserves, the safeguard of local traditions, and the 
restoration of aboriginal customs, artifice, skills, and so on [2]. The intent 
of the paper is to perceive allegiance towards a destination theoretically 
by using tourists’ approach, destination impression from the residents’ 
purview and tourist satisfaction. 

The influences of tourism on every community are complicated and 
intricate in subject. Tourism effects are vital to different societies, consorts, 
and people controlled by their Morales, principles, and the type of reserves 
accessible for advancement in the tourism industry. This study analyzes 
elements, factors, and traits affecting the destination form and probes into 
the tourist gratification and rationales of destination fealty. This chapter 
strives to evaluate current perceptions on tourist contentment and piety to 
the tourism destination, i.e., Meghalaya after the spread of the novel coro­
navirus. Tourist Acumen compositions have been controlled by variants 
like cultural attractiveness, destination reasonableness, safe environment, 
natural scenery, gaiety events, and organizational structure. Destination 
imagery compositions have been controlled by variants like primary 
facilities, traditional attractions, innate attractions, destination cleanness, 
friendly locals, preservation, maintenance price, and accessibility. The 
satisfaction composition has been controlled by factors like accommoda­
tion, food, transportation, entertainment services, and marketing. The 
destination loyalty composition is controlled by word of mouth and aims 
to go back again to tourist destinations [3]. Therefore, we can assess that 
tourist acumen, destination imagery and satisfaction directly control desti­
nation loyalty. Hence, tourism helps reduces privation, fiscal, and affable 
debarment, and also offers shifting to metro cities [5]. Regardless of the 
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profitable aspects of tourism employment and local tourism businesses, it 
must be remembered that job creation focusing on tourism is capricious, 
even in developed economies, with notable levels of unpredictability in 
total sales and temporary jobs [6]. 

In this study, we ask whether global leaders should have anticipated a 
pandemic like COVID-19, given that a range of health and economic orga­
nizations and institutions have been warning about the increased potential 
of a devastating worldwide pandemic and if they could recover from the 
loss that the virus has envisaged in many lives. In the COVID-19 era and 
beyond, travel, and tourism will be marked by uncertainty and relative 
tourist concern. Globally, reopening, and resurrection plans will have to 
be customized to match the specific environment of normal tourism again, 
given the varying recovery paths. 

12.2 METHODS 

Data collection was the first and most crucial stage of a survey, as it 
involves gathering data. As a result, the method of data collection depends 
on numerous factors such as the purpose of the study, its extent, type, 
and the availability of resources. For this paper, a sample of 50 tourists 
and 50 residents has been taken to study their emotions, perceptions, 
and tourism development through tourism after the COVID-19 crisis. 
The schedule of questions was designed structurally in conformity with 
the objectives. The scheduled questions comprises of two parts, namely, 
Part A(Tourist perception) and Part B(Resident perception), which was 
further divided into distinct sections as per the objectives and variables 
and to acquire maximum variables based on their individual perception 
and on Meghalaya as a whole. The subject matter of perception is assessed 
through a scale of “one,” “two,” “three,” “four,” and “five.” They stand for 
“bad,” “acceptable,” “good,” “excellent,” and “outstanding.” The data was 
collected from primary and secondary sources. 

12.2.1 TOURIST AND RESIDENT PROFILE 

As a platform for results and subsequent discussion, Table 12.1 presents 
the tourist and resident profile with the objective of assessing the homo­
geneity/difference between the two groups. The profile includes variables 
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such as gender, age, literacy level and marital status. In case of gender, the 
majority of the tourists are male; owing to the fact that female tourists are 
lesser in number. 

TABLE 12.1 Tourist and Resident Profile 

Variable Category Tourist Resident Total 
Gender Male 35 25 60 

Female 15 25 40 
Total 50 50 100 

Age <26 30 20 50 
26–35 17 26 43 
36–45 3 4 7 
46–55 0 0 0 
>55 0 0 0 
Total 50 50 100 

Literacy level Illiterate 0 2 2 
<10th pass 0 0 0 
10th pass 4 7 11 
12th pass 18 15 33 
Graduation and above 28 26 54 
Total 50 50 100 

Marital status Single 31 28 59 
Married 17 20 37 
Separated 2 2 4 
Divorcee 0 0 0 
Widower 0 0 0 
Total 50 50 100 

12.2.2 TOURIST AND RESIDENT PERCEPTION OF MEGHALAYA 

12.2.2.1 TOURIST PERCEPTION 

Table 12.2 portrays the tourist perception. It indicates that most tourists 
perceive food, transportation, safety, and accommodation as an impor­
tant aspect while traveling to another place. These variables denote the 
key factors through which the tourist decides whether the destination is 
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amicable or not and if he plans to visit again. While most tourists have 
found Meghalaya to be of excellent leverage; some tourists found the 
place to be average. 

TABLE 12.2 Tourist Perception 

Variable Score Total 
1 2 3 4 5 

TF.Q 0 0 12 31 7 50 
TF.P 0 0 13 28 9 50 
TF.S 0 0 11 30 9 50 
TT.Q 0 0 12 26 12 50 
TT.P 0 0 12 25 13 50 
TT.S 0 0 12 22 16 50 
TA.Q 0 0 6 27 17 50 
TA.P 0 0 11 20 19 50 
TA.S 0 1 8 30 11 50 

12.2.2.2 RESIDENT PERCEPTION 

In comparison with Table 12.3, where the tourists view an amicable 
environment and quality in food, transportation, and accommodation. 
Table 12.3 highlights that the residents are happy to welcome tourists into 
the destination, and most of them have a fair knowledge about tourism 
and its prime benefits. But because of the pandemic, they tend to become 
fearful of the tourists. 

12.2.3 CORRELATION MATRIX OF TOURIST AND RESIDENT 
PERCEPTION 

The correlation matrix (Table 12.4) does not show a clear relationship 
between the perception of tourist and resident. Of the correlation coef­
ficients, only a handful (depicted in bold) are statistically significant. 
Interestingly, there also exist a negative relationship between tourist and 
resident perception between some variables. These results portrays that 
there is a degree of difference on the perception of tourist and resident 
on Meghalaya as a tourism destination during a crisis. This highlights the 
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need and demand for concerted efforts for the development of tourism 
through the involvement of all the stakeholders. 

TABLE 12.3 Resident Perception 

Variable 
1 2 

RF.Q 0 1 
RF.P 0 0 
RF.S 0 0 
RT.Q 0 0 
RT.P 0 0 
RT.S 0 0 
RA.Q 0 1 
RA.P 0 0 
RA.S 0 0 

3 
26 
15 
15 
11 
16 
16 
13 
13 
16 

Score 
4 
17 
29 
28 
29 
23 
27 
26 
21 
20 

5 
6 
6 
7 
10 
11 
7 
10 
16 
14 

Total 

50 
50 
50 
50 
50 
50 
50 
50 
50 

TABLE 12.4 Correlation Matrix 

RF.Q RF.P RF.S 
TF.Q 0.127 0.058 0.010 
TF.P 0.010 0.014 0.017 
TF.S 0.180 0.134 0.083 
TT.Q –0.199 –0.185 –0.135 
TT.P 0.173 0.281* 0.271 
TT.S 0.139 0.161 0.194 
TA.Q 0.079 0.049 –0.012 
TA.P 0.128 0.019 0.011 
TA.S 0.262 0.198 0.236 

RT.Q 
0.096 
0.090 
0.047 
–0.045 
0.219 
0.252 
–0.038 
–0.034 
0.229 

RT.P 
0.113 
0.108 
0.209 
0.040 
0.276 
0.273 
–0.039 
–0.116 
0.288* 

RT.S 
0.206 
0.152 
0.225 
0.132 
0.397** 

0.317* 

0.094 
–0.023 
0.414** 

RA.Q 
0.248 
0.108 
0.209 
0.159 
0.393** 

0.273 
0.218 
0.029 
0.450** 

RA.P 
0.143 
0.010 
0.088 
–0.076 
0.110 
0.310* 

0.014 
–0.121 
0.231 

RA.S 
0.204 
–0.006 
–0.044 
0.075 
0.111 
0.249 
0.058 
0.011 
0.116 

**significant at 1%; *significant at 5%. 

12.2.4 TOURISM: A BOON OR MISFORTUNE 

Many people consider the development of tourism to be a vital part of 
local economies. Development and promotion of tourism has been shown 
to create new jobs, increase tax receipts and foreign exchange benefits 
and improve community infrastructure that attracts other companies [7]. 
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Recently, tourism has been seen as a positive economic move, especially 
in less developed countries (LDCs) [8]. Tourist literature has been increas­
ingly using the term “tourism impact.” Local citizens’ impressions of the 
impact of tourism development in their town have been studied extensively 
in recent years, and this remains a crucial topic. Tourism development 
can have both positive and bad effects at the local level, according to a 
growing body of studies [7, 8]. Most often, travel, and tourism are justi­
fied by financial rewards, but they are also criticized for harming social 
and/or cultural values or damaging the environment and its resources [9]. 
In addition, the economic benefits of tourism expansion are now being 
assessed against the potential for social disruption, which is growing 
in importance [8, 9]. Tourism expansion may alter inhabitants’ interac­
tions with one other and with their community, according to a new study 
[10, 11]. A majority of tourism planners and policymakers believe that 
community views of the impacts of tourism are likely to be an essential 
consideration in the establishment of present and future tourism program­
ming [12]. Uncertainty (risk) in the process must be taken into account, as 
well as innovation’s role in creating value that is ultimately appraised by 
consumers [13]. 

12.2.5 STRESS AND CRISIS MANAGEMENT 

Events that generate mental or bodily tension are defined as stress. There 
is a limit to the amount of stress a person can handle, which can produce 
mental and bodily imbalance. Brain signals release of stress hormones 
during handling of stressful situations as a result, the blood sugar levels 
rise, the heartbeat speeds up, and blood pressure increases. In preparation 
for action, the muscles tense and tighten. To deal with the circumstances 
at hand, blood supply is diverted away from the gut and sent instead to the 
extremities and brain. 

12.2.6 GENERAL ADAPTATION SYNDROME (GAS) 

A researcher came up with a theory on stress and described systematically 
that the body reacts to difficult life events like it reacts to disease. This is 
vital because stress can cause chronic illness, mental fatigue, irritability, 
and insomnia [14]. He portrayed general adaptation syndrome (GAS), as 
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a flexible approach that takes place in three phases: (i) an alarm stage; (ii) 
the stage of resistance; and (iii) exhaustion stage (Figure 12.1). 

FIGURE 12.1 GAS. 

1.	 Alarm Stage: According to this model, the general adaptation 
syndrome begins when a person experiences an irritant and arrives 
into the alarm stage (under stress). He reflects how to handle the 
situation and feels apprehension and even nervousness. At this 
stage, the person tries to cope with uncertainty. 

2.	 Resistance Stage: After the initial stage, the person assumes he 
can cope with the irritant; he/she begins to feel better and the 
body begins to repair itself. Now the person thinks about how to 
respond. In this stage, the person focuses his/her vivacity and uses 
it to withstand the irritants’ adverse effects. The person deals with 
the problem, envoys the challenge, or adapts to the change. 

3.	 Exhaustion Stage: Many irritants are temporary–the person tends 
to solve the issue or the complication ends by itself. In this stage, 
the traits of the alarm stage reoccur and the person makes use of 
his/her pliant energy in due course of time. 

12.2.7 CRISIS MANAGEMENT 

Crisis management is a systematic attempt at preventing or managing 
organizational crises [15]. In a crisis, an organization and its stakeholders 
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are threatened by a large, unpredictable occurrence that threatens to harm 
the organization. 

A threat to the organization, a surprise element, and a limited decision 
time are all common to most definitions of a crisis [16]. 

There are four types of organizational crises: 

1.	 Sudden Crisis: Like natural catastrophes, explosions, fire outbreak, 
workplace vehemence, etc. 

2.	 Smoldering Crisis: Issues that start out as trivial and could be 
minimized or forestalled if someone was attentive or acknowl­
edged the possibilities for trouble. 

3.	 Bizarre Crisis: Such extreme events which are almost unbelievable. 
4.	 Perceptual Crisis: Such as a persistent problem and long-term 

problem [17]. 

Notwithstanding the size of an organization influenced, the main 
advantages of crisis management would comprise of: 

•	 Potential to evaluate the circumstances internally and from the 
exterior of the organization as the shareholders might get a chance 
to appraise it. 

•	 Approaches to involve activities to suppress the probable or recog­
nized damage escalation. 

•	 A more constructive method to quickly activate part(s) of business 
progression control. 

•	 Better managerial elasticity for all the shareholders. 
•	 Assent with organizational and moral requirements. For example, 

corporate social responsibility. 
•	 Better governance of severe incidents or those that could become 

hazardous. 
•	 Upgrade staff realization of their roles in the organization and 

conjectures. 
•	 Amplified capability, credence, and self-esteem. 
•	 Improved risk management, so that evident risks are recognized, 

reduced (where possible) and intensify business progression manage­
ment—as planned for. 

Example of the COVID-19 as a crisis – the COVID-19 pandemic 
represents a global health catastrophe of our time and a prominent challenge 
for everyone. It is also an unmatched socio-economic crisis. The world is 
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facing a global danger, with social and economic emergencies during this 
pandemic, of which travel and tourism are among the most afflicted sectors 
with travel restrictions in almost all the countries of the world. The World 
Tourism Organization (WTO) has initiated a new console on COVID-19 
on the tourism sector based on tourism destinations worldwide. 

The dashboard incorporates: tourists’ entry and receipts, destination 
vulnerability, assessment of COVID-crisis impact on tourism, and so on. 

12.3 FINDINGS AND CONCLUSION 

Tourism critically concerns not only what a destination can offer; rather, 
it reflects how the destination can serve tourist better [18]. In the context 
of tourist and resident profile, there exist a lot of similarities. The tourist 
perceives basic amenities like food, transportation, and accommodation 
as the essential facets while traveling [19]. Importantly, Meghalaya as 
a tourism destination provokes positive and negative influences [20]. 
According to Goeldner and McIntosh, “Tourism demand for a particular 
destination is a function of the propensity to travel and the reciprocal of the 
resistance of link between origin and the destination areas.” Conclusively, 
a tourist’s demand can be defined as “either the number of tourists who 
will or may visit a particular attraction or region, with a set of expectations 
and requirements, OR the volume of services, products, and facilities that 
will or might be purchased from a specified geographic area, for a certain 
price range, and within a given period of time” [2]. 

Through this article, the emotions and perceptions of locals and tourists 
in a crisis were acknowledged. This research focuses on tourist and resident 
emotions/perception on Meghalaya as a tourism destination. It accounts of 
both negative and positive feedback, where in some cases the tourists are 
unable to communicate their problem to the residents and on the other 
hand the residents are hard to come across to solve the questions owning 
to language barrier as one of the major differences among them [1]. The 
tourism sector, which is contemplated as a noteworthy component of 
many economies, is extremely affected by the pandemic which is affecting 
the wider economy. The national isolation, quarantine, and lockdowns 
have enfeebled the demand for tourism and travel abruptly, causing huge 
income losses and a drastic liquidity stupor for many businesses. There are 
also many job losses in the tourism sector because of the pandemic. Even 



 

 
 
 
 
 
 

186 Emotional Intelligence for Leadership Effectiveness 

when tourism restarts operations, work will run at limited volumes due to 
new health patterns [21]. Slowly the demand for tourism will recuperate 
but the longer the pandemic carries on, the more intense the consequences 
on consumer behavior and travel etiquette will be, leading to major 
implications [22]. However, tourism is also perceived as a boon in places 
where job creation is stimulated, and the tourists can also visit places 
freely regardless of the maturity levels on tourism. These effects could 
influence residents, and this intimation is also becoming a significant area 
of the tourism organization process [23]. The perception of the residents 
and tourists can be pinpointed as being relevant for tourism development 
or not. This means that a person who receives tourism-related income that 
is inclined to improve their standard of living is more apparently to have 
an affirmative perception of tourism development, and will much likely 
support this sector every time afterwards [24]. However, this might not 
happen to other individuals, who perceive the drawbacks of the tourism 
industry, and thus will defy the sector [25]. It was also established that men 
were more cooperative and encouraged tourism development in the state 
than women [1]. The main components—namely, positive perception, 
negative perception, and tourism development—were found out to have an 
important impact on support for tourism during a crisis. We can conclude 
that the residents/tourists in Meghalaya trust that tourism development has 
the potential of yielding constructive as well as fatal effects on the national 
development in terms of the three facets: socio-cultural atmospheres, the 
particular environment, and the status of the economy; even in a crisis. 
Nonetheless, there exists a meaningful state of homogeneity among 
tourists and residents and their level of perception. 
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ANNEXURE I
 

Code Variable 
TF.Q Tourist food quality 
TF.P Tourist food price 
TF.S Tourist food service 
TT.Q Tourist transportation quality 
TT.P Tourist transportation price 
TT.S Tourist transportation service 
TA.Q Tourist accommodation quality 
TA.P Tourist accommodation price 
TA.S Tourist accommodation service 
RF.Q Resident food quality 
RF.P Resident food price 
RF.S Resident food service 
RT.Q Resident transportation quality 
RT.P Resident transportation price 
RT.S Resident transportation service 
RA.Q Resident accommodation quality 
RA.P Resident accommodation price 
RA.S Resident accommodation service 
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ABSTRACT 

COVID-19 is a global health crisis which has not been experienced 
by anyone in the modern days. Every person has been affected by the 
pandemic in one way or the other. This study explores the strategies taken 
up by the organizations and the Individuals to cope up with the challenges 
posed by the Pandemic. It also explores the Covid-19 stressors responsible 
for the psychological distress among the employees. It has been found 
that there is a considerable impact on the behavior of employees due to 
COVID-19. Stressors like fear of unknown, improper communication, 
future uncertainty, lack of clarity and role ambiguity, no clarity about 
the plans to resume work, social isolation are responsible for creating 
psychological distress among the employees. 

13.1 INTRODUCTION 

COVID-19 has changed our lives and has forced organizations and 
employees to change their behavior. COVID-19 is a global health crisis 
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that has not been experienced by anyone in modern days [1]. Every person 
has been affected by the pandemic in one way or the other. This study 
explores the strategies taken up by organizations and individuals to cope up 
with the challenges posed by the pandemic. It also explores the COVID-19 
stressors responsible for the psychological distress among the employees. 
It has been found that there is a considerable impact on the behavior of 
employees due to COVID-19. Stressors like fear of the unknown, improper 
communication, future uncertainty, lack of clarity and role ambiguity, no 
clarity about the plans to resume work, and social isolation are responsible 
for creating psychological distress among the employees. Psychological 
distress is responsible for a considerable change in the behavior of the 
employees and results in prolonged illness. Psychological distress also 
affects the productivity and performance of the employees. To overcome 
psychological distress of the employees some of the organizational strate­
gies explored in the study are: (i) more transparency in Communication, 
(ii) reinforcement of HR policies, (iii) training to mitigate the effects 
of COVID-19, (iv) social support and workplace relationships, and (v) 
preparation and communication of proper plan to resume work physically. 
Some Stress coping strategies must also be developed by the employees 
to face the challenges of the pandemic. Individuals must devote more time 
to secure their mental and physical well-being by developing their own 
stress coping strategies like (i) positive thinking, (ii) prioritizing tasks, (iii) 
physical fitness, and (iv) spiritual development. Yoga and meditation is a 
very strong mechanism to cope up with Stressful work-life, it rejuvenates 
an individual’s psychology and clears all the mental blocks. The current 
study will prepare both Organizations and Individuals ready to handle the 
challenges thrown by the pandemic. 

13.2 METHODOLOGY 

The current study is conceptual in nature and is based on literature review. 
Literature Review helps to examine the current literature to get a compre­
hensive and complete knowledge about different subjects [2]. Papers of 
good quality have been reviewed on COVID-19 and psychological stress 
at the workplace to get a good idea about the measures adopted by the 
organizations and by the individuals to cope up with the stress due to the 
outbreak of COVID-19. 
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13.3 LITERATURE REVIEW
 

During the pandemic, people faced a number of stressors in their day-to-day 
life. Government restrictions to move out from home, salary deductions, 
Job loss, closing organizations and offices, travel restrictions, pressure to 
keep oneself healthy, accumulating household items to overcome the short­
ages in the near future were some of the real-life problems which everyone 
of us might have gone through during this global crisis. COVID-19 is a 
global health crisis which has thrown economic and social challenges. As 
a result of COVID-19 a large number of people are under stress. It has 
been found that prolonged exposure to stress results in severe physical 
and mental health hazards. Physical problems (fatigue, chronic diseases, 
reduced stamina to work) and mental problems (depression, anxiety, and 
stress) may occur due to stress [3, 4]. Reduced productivity and high rate of 
absenteeism are also the outcome of stress [5]. 

13.3.1 ORGANIZATIONAL STRESS COPING STRATEGIES 

Managing stress during and after the pandemic must be taken on high 
priority by the organizations. In such a scenario, it becomes the respon­
sibility of organizations to take some measures to prevent the potential 
negative effects of stress on the mind of the employees [6]. In this 
chapter, some suggestions and recommendations have been given to the 
organizations so that some mitigation measures can be taken to overcome 
the outcomes of the pandemic. Human resource (HR) managers must take 
the lead to adopt some measures to overcome the psychological distress 
employees are facing due to COVID-19 crisis. Some of the organizational 
strategies suggested to mitigate the effects of COVID-19 are discussed in 
subsections. 

13.3.1.1 MORE TRANSPARENCY IN COMMUNICATION 

Organizational communication plays an important role in overcoming the 
negative outcomes of COVID-19. Employee’s psychological state of mind 
has become so negative that some clarity in organizational communica­
tion is needed to reduce the psychological distress. Managers must have 
continuous communication with the employees whether they are physically 
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present in the organization or not. Continuous communication prevents 
social isolation, fear, and uncertainties of their employees. Organizational 
leadership must be open and honest so that trustworthy relationship can 
be developed with others [7]. During the COVID-19 crisis, leaders must 
announce the major policies to all the employees by phone or through 
video conference, this would help in constructing a shared vision and 
shared responsibility to work. Transparent communication by the leaders 
in this time of crisis can reduce some of the stress of their subordinates. 
Subordinates develop confidence and trust in leadership which thereby 
impacts subordinate’s performance positively [8]. 

13.3.1.2 REINFORCEMENT OF HR POLICIES 

Managers along with HR experts and health practitioners must come up 
with some health and safety plans to prevent the spread of the COVID-19 
disease. HR policies like flexibility plans and teleworking can be rein­
forced within the organization. Implementation of such policies may make 
the employees feel more protected and supported by the organization [6]. 
To control the spread of COVID-19 most of the organizations have asked 
their employees to work from home by making the use of the internet, 
email, and phone. Teleworking is one of the best options with the help of 
which organizations may continue their operations and can also ensure the 
health, safety, and well-being of their employees both during and after the 
pandemic. Inadequate psychological support by the employers is respon­
sible for the psychological distress of the employees. HR practitioners 
must develop some psychological support system for the employees with 
the help of well-trained mental health professionals who can mitigate the 
consequences of COVID-19 pandemic [10, 11]. 

13.3.1.3 TRAININGS TO MITIGATE THE EFFECTS OF COVID-19 

Training is a strong weapon to handle the challenges posed by the pandemic. 
There is a need to train people to handle the challenges of COVID-19. To 
reduce the psychological distress “stress management training” must be 
given to all the employees. Initially managers are needed to be trained 
so that they can understand how to manage the current and aftermath of 
pandemic. Trained managers can educate and coach their subordinates 
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well about how to handle the challenges of COVID-19. There is a strong 
need to train Managers about virtual team management and teleworking. 
Managers will further act as a mentor of their subordinates and will facili­
tate the desired changes. To reduce the stress level of teleworkers, training 
must be arranged by the managers to educate them about the effective 
utilization of the technology. There must also be trainings on COVID-19 
to educate people about the desired behaviors and necessary precautions 
to be taken like sanitation, right eating habits and social distancing to be 
taken to prevent the spread of the virus. Training is indeed essential both 
during and after the COVID-19 crisis as it helps in reducing the stigmati­
zation at the workplace [12]. 

13.3.1.4 SOCIAL SUPPORT AND WORKPLACE RELATIONSHIPS 

Social support plays an important role in handling organizational psycho­
logical distress [13]. Employers must provide a supportive working 
environment to the employees in order to mitigate the negative outcomes 
of quarantine, social isolation, fear of the unknown and uncertainty. Social 
support system must be developed by the management by ensuring a good 
communication with the employees with the help of virtual team meet­
ings [14]. Social support can be extended by the organizations by giving 
employees some flexibility in their work schedule. Gradual return to work 
may be considered for those employees who were quarantined or has 
gone through some mental trauma during the pandemic. Social support 
strengthens the relationship of management with the employees which 
ultimately reduces their stress level. 

13.3.1.5 PREPARATION AND COMMUNICATION OF PROPER PLAN TO 
RESUME WORK PHYSICALLY 

Return to work plan must be well prepared for the employees. It includes 
the expectations and future plans of the employers. Plans must be prepared 
for those who were quarantined and were working in an online mode or 
in teleworking mode. People who resume work after a period of time 
feel less stressed if there is proper communication about the moves of 
the organization and about the expectation of the organization from its 
employees. Organizations can have work accommodation plans for those 
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employees who will resume the work after a long period of quarantine so 
that mental illness can be subsided easily [15]. Communication of proper 
plan to resume work physically will reduce the fear of unknown. Such 
a proper preparation and communication of plan helps in reducing the 
stigma and mental unrest of the employees [16]. 

13.3.2 INDIVIDUAL STRESS COPING STRATEGIES 

Researches prove that an individual’s belief about stress plays an important 
role in coping with stress in an effective manner [17, 18]. A number of 
researchers have given different models of stress like transactional model 
of stress coping [19], biopsychosocial model of stress [20] and recently 
stress optimization model [21]. All these models of stress suggest that an 
individual’s mindset determines that whether he/she will be able to cope 
with the stressors in an adaptive manner leading to effective coping or he 
will follow maladaptive behavior leading to ineffective coping. Maladaptive 
behavior results into lack of clarity of thoughts and health problems. Hans 
Selye – the father of Stress management explained that “Stress is inevitable 
and it is the spice of life” which is needed for optimum performances. Stress 
is not always unpleasant (distress) but it is also pleasant (eustress). Stress is 
how our body responds to any threat, change or pressure for some external 
environment. Stress is created in our mind. Eustress or Adaptive stress is 
a productive stress which results in better health, correct cognition, high 
performance, and productivity [18]. Distress or maladaptive stress results 
in health hazards and improper functioning [23, 24]. For mature coping 
with stress individuals must have Eustress. Individuals must follow some 
stress management strategies which can help them to minimize the felt 
stress and anxiety [25, 26]. During and after the COVID-19 pandemic some 
stress management strategies are needed by the individuals to overcome the 
stressors posed by the lockdown, social isolation, job insecurity and other 
challenges [27]. Some of the individual strategies suggested to mitigate the 
effects of COVID-19 are discussed in subsections. 

13.3.2.1 POSITIVE THINKING 

Our mind is responsible for most of our actions. Feed your mind with 
positive thoughts to face the challenges of COVID-19. Various researches 
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have proved that positive thinking is directly proportional with life 
satisfaction (LS), well-being, optimism, and overwhelming feelings [28]. 
Positive thinking is needed to be developed by the individuals to overcome 
the stress due to pandemic. 

13.3.2.2 PRIORITIZING TASKS/PROBLEM FOCUSED APPROACH 

Due to COVID-19 most of the people are doing work from home, in such 
a situation individual finds it very difficult to meet all the personal and 
professional demands. He/she is required to set priority for all the tasks to 
be done. Proper time management is the key to relieve most of the stress. 
First priority must be given to the most important and urgent work later 
on other tasks can be given time accordingly. If an individual follows an 
adaptive and problem focused approach then he can resolve most of his 
stress and will have a higher psychological satisfaction [29, 30]. 

13.3.2.3 PHYSICAL FITNESS 

It is well said that a “healthy mind lives in a healthy body.” All individuals 
must have some fitness mantra for themselves like yoga, exercises, 
attending gymnasium, running, dancing, etc. During the pandemic, 
people spend most of their time on laptops, and it is suggested that they 
must spend at least half an hour to one hour on their fitness. Breathing 
techniques like Yoga and Pranayam are very helpful in minimizing 
stress [31]. 

13.3.2.4 SPIRITUAL DEVELOPMENT 

During this time of COVID-19 crisis, it becomes the responsibility of 
all the individuals to grow themselves spiritually, and this would help in 
increasing their emotional well-being [32]. Spiritual intelligence helps 
individuals to develop an understanding of the purpose of life and develops 
wisdom to make a right choice of action [22]. Spiritual intelligence can be 
developed through spiritual connect with the supreme power, which can 
be established through meditation. Individuals must practice meditation 
daily to avoid the irrational thoughts. Breathing techniques like Yoga and 
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Pranayam relaxes the mind and help in meditation. Meditation is one of 
the important keys to solving most of our problems. 

13.4 CONCLUSION 

This study reveals that the current challenges of COVID-19 are needed to be 
addressed both by organizations and individuals. The positive psychology 
of individuals is needed to mitigate the effects of COVID-19. Stressors due 
to pandemic have created a lot of psychological distress, which ultimately 
affects the performance, productivity, and quality of work of employees. 
Employees are needed to have mental well-being, which can be secured 
by the efforts of both organizations and the employees. Organizational 
support in terms of supporting HR policies plays an important role in over­
coming the stress of the employees [9]. This study will help the managers 
and employees in developing stress coping strategies both during and after 
the pandemic. 
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ABSTRACT 

This chapter proposes a roadmap which helps in building a culture of 
continuity which helps in delivering long-term benefits to the organization 
by recognizing the efforts of all team members, encouraging the voice 
of employees, prioritising the company’s values, and positive and strong 
connections between team members, continuous learning and organization 
investing in staff development. An afresh contribution having a new 
perspective in the field of behavioural sciences and human resources with 
special reference to the emotional stability of employees and organizational 
culture. Organizational culture influences the behaviour of the employee 
directly. This has an effect on decision-making abilities and the skills used 
in contingency situations. The driving force in employees and innovative 
behaviours helps in building commitment among employees and 
promoting innovation in an organization. Creativity and efforts are always 
put in by the committed employees. Studying organizational culture has 
focused that employee’s performance is concentrated by innovation, 
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stability, consistent attitude and communication which helps in applying 
organisational culture helps in better understanding customer needs. Due 
to organizational culture, the employee feels like the team which improves 
performance [4]. In an organization adapting the new policies, completing 
tasks, communicating and collaborating helps in problem-solving which 
is procedural in nature. 

14.1 INTRODUCTION 

Organizational culture includes the practices, expectations, actions, and 
collective values of all team members. It can be put up as the collective 
traits that make the organization what it is. It is created through consistent 
and authentic behaviors practiced in the organization and is well needed 
as a prominent key for developing traits needed for business success. 
Organizations emphasizing on culture make employees feel more 
comfortable, valued, and supported showing high commitment towards the 
company. Organizations which understand and are aware of employee’s 
emotions; by what they believe, think, say, decide, controlling emotions 
in agile conditions, behavior with others and how they recognize as well 
as control emotions of others. Companies like Microsoft and Salesforce 
being technology-based companies; an admired brand with world class 
performers who prioritize organizational culture. Being an important 
indicator of organizational culture is job satisfaction that is a paramount for 
almost two-third of employees to stay in the job showing reduced turnover 
intentions. Organization culture helps in making the company unique by 
retaining and exercising its culture. It can be done in various ways such 
as alignment which means pulling together of company’s objectives and 
employee’s motivation in one direction; Appreciation is when all the 
team members are frequently given recognition for contributing in the 
organization; building trust in organization is vital as it helps in relying 
on other’s in the organization; resilience when included in organizational 
culture helps leaders in teaching to watch and respond to change; integrity 
helps the team-members in taking decisions and forming partnership 
contributing in transparency and honesty in organizational culture; 
innovation that means organization is using innovative means and applying 
creativity in every aspect of business; and psychological safety that supports 
employees and provides a safe environment so a comfortable culture is 
experienced in the organization. The organizational outcomes like strategic 
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management, decision-making, person-job fit, occupational choice, team 
building and training programs which are grasped through innovation. 
Organization productivity depends upon the effective management which 
ensures coordination and proper job roles among the workers. Efficacious 
leadership skills and emotional stability in managers like interpersonal 
skills, relationship building, innovation, flexibility, emotional intelligence 
(EI), and decision-making helps in meeting the goals, which simultaneously 
increases the organization productivity and performance of the employees. 

This chapter proposes a roadmap which helps in building culture of 
continuity which helps in delivering long term benefits to the organization 
by recognizing efforts of all team members, encouraging voice of 
employee’s, prioritize company’s values, positive, and strong connections 
between team members, continuous learning and organization investing in 
staff development. The leaders understanding emotions of his fellows in 
respective organization foster an environment that is safe, comfortable for 
risks, suggesting ideas and giving opinions. This type of environment does 
not only provide a safe environment to work in collaboration but also wove 
the organizational culture. Leaders being emotionally intelligent, uses 
emotions to drive the organization ahead. They have this responsibility 
to make necessary changes for the organization, and being aware of the 
fellow employee’s emotions regarding the changes, they can prepare and 
plan the best optimal ways to make them. Organizational culture being 
the complicated challenge must be owned by government and private 
agencies which helps in teaching employees the norms, values, references, 
and guidelines which are implied in the organization. It helps in reducing 
conflict, unifying employees and motivation, which helps employees in 
carrying out their duties having a positive impact on their performance 
and behavior. Strong culture helps in maintaining the performance of the 
organization in the long run perceiving that all employees have the same 
mindset which helps in achieving organizational goals. It is important 
to change the old organizational culture with the new one as it helps in 
achieving the voluntary desires and participation of employees. Change 
in the organizational culture will not take place through governance 
and only change if employees want that consciously and voluntarily. 
Turnover intention by employees due to change are very few in number. 
Organizational culture influences the actions and the behavior of the 
employees [1], being a psychological framework, which is embedded and 
practiced by the employees [2]. It can be better understood as the personality 
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which influences the manner the employees work within the organization. 
Research in this field have shown a positive impact of organizational culture 
on employee’s performance [3, 4]. Performance culture will influence the 
service and quality provided by the organization. Organizational culture 
influences the driving force in employee’s and innovative behaviors, which 
helps in building commitment among employee’s promoting the innovation 
in organization. Creativity and efforts are always put in by the committed 
employees. Studying organizational culture has focused that employee’s 
performance is concentrated by innovation, stability, consistent attitude, 
and communication which helps in applying organization culture helps 
in better understanding customer needs. Due to organizational culture the 
employee feels like the team which improves the performance [4]. In an 
organization adopting the new policies, completing tasks, communicating, 
and collaborating helps in problem solving which is procedural in nature. 

14.2 ORGANIZATIONAL CULTURE 

Organizational culture is explained by four levels; (1) Artifacts which add 
all the occurrence which can be heard, seen, felt as employees discover 
other cultures and their groups. It has products that adds up language, 
style, technology, appearance, architecture, and organizational story; (2) 
embracing beliefs and values – employees are persuaded by the managers 
to act on the work solutions, and beliefs; (3) having the similar perception 
of success and values the promotion resulting in trust value that originated 
through a shared assumption; (4) assumption that nonconfrontational 
belief of the employees are difficult to change. Though the understandings 
and beliefs which are difficult to change any approach can be created 
negatively and interpreted differently [5]. Organizational culture can easily 
understand through, organizational commitment, emotional stability, job 
satisfaction. Organizational commitment can be better understood through 
three dimensions [6]. First, affective commitment among workers will 
continue doing work as a responsibility with a general feeling of doing 
more for the organization. Second, a sustained commitment towards the 
organization. Third, employees having high normative commitment is 
necessary which leads workers in defending organization despite of facing 
social pressure. With this it is fair to say that organizational commitment 
and job satisfaction significantly relates to performance boosting the 
organizational culture. 
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Employee have their different behaviors and policies depending on their 
organizational commitment. Employees wish to become members desire 
and work in the direction leading their business to meet their organizational 
goals. Opposite to these are the ones who forcefully become members, 
avoiding financial losses, trying to do little from their part. Developing the 
normative component due to socialized experience, depending on how far 
the employee feels. It helps in creating the sense of obligation in respond 
to what employees receive from the organization. Job satisfaction is 
understood by knowing the differences between the needs and expectations 
the employees possess and what they achieve through work. No difference 
between their possession and their perception results in satisfaction of the 
employees. Employee performance is dependent on the organizational 
culture, organizational commitment, and job satisfaction. Organizational 
culture in the organization helps in achieving high organizational 
commitment and job satisfaction [7]. Organizational management is 
important for the progress and drive growth. It can be achieved through 
organizational commitment and management commitment. Commitment 
can be understood by the determination to take decisions which helps in 
achieving the goals [8]. It also reflects the strong desire of the workers 
to remain associated with the organization [9]. Therefore, organizations 
need to give full attention by making employees trust in the organization 
which will boost their commitment towards the organization [10]. It 
guarantees corporate survival for the members. Employees who show high 
commitment sees themselves as the part of the organization in the long run 
by binding and directing the whole organization [11]. On the other hand, 
employees who have low commitment sees themselves as outsiders and do 
not treat them as the member of that organization. 

The two components of the commitment are attitude and willingness 
to act. Attitude is understanding and identification of an organization’s 
goals and the basis of employee’s commitment towards the organization. 
Identification of employees emerges as an attitude which accepts organiza­
tional values, organizational wisdom, personal values, and proud member 
of the organization [12]. The drivers of organizational commitment are 
the employee satisfaction. High commitment towards the organization 
are the factors which directly or indirectly drives the performance of the 
employees. High organizational commitment in employees leads them to 
be more productive and stable which would benefit the organization [13]. 
The assessment of organizational commitment and focusing on the higher 
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categories’ states that a genuine effort and willingness by employees to 
carry out the organizational goals [14]. Organizational culture and human 
resource (HR) management are related to one another and are inseparable 
in the organization. The HR management manages and impacted the 
management of the corporate culture. Organizational culture is shaped 
by the HRs system by influencing workers, salary, incentives, composing 
executives and implementing strategies. 

14.3 HUMAN RESOURCES (HRS): DETERMINATES OF AN 
ORGANIZATION’S SUCCESS 

The determinants of organizational success are dependable on the HRs. 
HRs and its quality are the driving force which boosts the organization’s 
sustainability, stability, and operations. HRs are managed by organizations 
for their development and survival [15]. The employees being the 
organization’s corporate assets is important in determining the goals 
of the organization. In the organization, the goals can be achieved 
when employees meet the requirements and being task-centered. Every 
organization strive for improving employee’s performance as it is in line 
of organization achievement. The capabilities of employees are reflected 
in performance. Optimal performance is marked as good performance. 
Employee’s performance is reflected in organization goals, and corporate 
leaders should be aware of employee’s behavior [16]. Quality of HR is 
directly proportional to employee’s performance. Employee performance 
correlates with effectiveness, efficiency, and output. Work ethic and high 
work performance show high correlation with productivity. The high-quality 
employee requirement is well needed for organizational performance [7]. 

Organizations need employees to practice functional management 
practices policies for new practices which are more innovative and 
adaptive in responding to the rapidly changing environment. Cooperate 
leaders should note the amount of work performance of employees is 
cooperated and is the record of results derived from specific employee 
activities to achieve the goals [18]. Organization is constituted of the 
individuals and it is a human tendency to experience situations and 
perceive them as they look. If the employees are dissatisfied, it says that 
it is a disturbance in acceptance of dissatisfied perceptions. The effective 
and emotional response which shows various aspects of work, including 
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the set of feelings the employees have about the job. Job satisfaction is 
the general attitude of the employees towards its job, communication with 
seniors and fellow workers, follow the rule of the organization by meeting 
the performance standard. The attitude of the employee towards the job 
by seeing the difference by how much an employee is earning and how he 
should earn. When the type and nature of work performed according to the 
employee’s needs, a productive work environment is formed. That may be 
the reason satisfied employees choose their job situation as compared to 
the dissatisfied employees. Employees performance in the organization is 
related his satisfaction at the job. This helps in improving the performance 
as satisfied employees will perform better and vice versa [17]. Employee 
performance and job satisfaction are positively correlated as employees 
tend to perform better as there is a boost in employee performance when 
there is high job satisfaction. According to preferences and value systems, 
every individual have different job satisfaction level. The more a particular 
job meets the need of the employees, the more the level of satisfaction 
exists [18]. 

Job satisfaction strongly influences the turnover intentions and the 
retention [8]. Few factors such as promotion, supervision, and co-workers 
correlate positively with the job satisfaction. Contextual factors like 
organizational culture and goal orientation are the personal factors influences 
the job satisfaction affecting the turnover rate in the organization [19]. 
Employee’s commitment is the attitude which shows the loyalty towards the 
organization, it is closely related to the psychological aspects such as trust 
and acceptance in organization goals and values as a result of building trust 
and loyalty in the organization [20]. Employee relations and organizational 
commitment when implied together boosts the growth of the organization 
certainly. The organization’s growth and performance are the result of 
the work of an employee or a team having certain responsibilities and 
authorities with morals, ethics which helps an organization in reaching the 
goal [17]. The requirements of the employees which are fulfilled indicates 
the achieved success at work. This marks work requirement as the potent 
factor in employee’s performance in the organization [21]. Managers, who 
are aware of their emotions make better decisions, increasing performance 
and developing employees. HR management with emotional stability helps 
in inducing positive emotional states and responses. It helps in keeping 
employees motivated inappropriate solutions which overcome challenges 
and difficulties on a daily basis. 
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14.4 EMOTIONAL STABILITY AND ORGANIZATION CULTURE 

Emotions are complex with different components like expressive behavior, 
subjective experience, psychophysiological changes, cognitive process, 
and instrumental behavior. Emotions can be understood by feelings causing 
psychological and physical changes influencing behavior. Behavioral 
tendencies and emotions are correlated. Emotions are known as the 
driving force behind positive and negative motivation. In an organization, 
it is well needed that employees are aware of their feelings and are able to 
monitor them and use them in guiding their own actions and thinking. HRs 
have the ability to communicate with all level workers in the organization 
heading it towards effectiveness and success. The emotional stability 
and its competent skills are potent predictors for organization success, 
productivity, performance, and leadership [22]. Emotional stability helps 
in increasing self-awareness, self-knowledge, and knows others. Through 
Maslow’s theory of hierarchy of needs the organizational behavior in the 
organization is studied with reference to antecedents of organizational 
culture; job satisfaction and organizational commitment. Malow states 
that the lowest needs are physiological needs and higher needs are 
self-actualization. Emotional stability and intelligence in the individual 
help them in achieving the self-actualization stage [23]. He also added 
that if lower needs are not satisfied then higher needs never show off. 
In an organization culture, the environment is maintained when needs 
like job security, salary, manager, respect toward coworkers and polices 
are not satisfied, the attention towards oneself and higher needs are not 
satisfied. When the economic growth is not present in the organization, 
the low needs are not fundamentally satisfied by the employees. Certainly, 
dissatisfied lower needs would never turn in meeting the higher level 
of needs [24]. Emotional stability helps in recognizing and attaining 
organizational commitment, job satisfaction and reducing stress among 
the employees. This is beneficial when the lower needs are satisfied. With 
frequent research, it is found that in an organization and with conversation 
of employees, when lower needs are not met, the higher needs are not 
satisfied. 

At the time of recruitment, it is very important to give preferences to 
employees who understand and are aware of emotions and act accordingly. 
This will help them in recognizing and controlling emotions of others. 
Emotional and social competencies are necessary for the workplace 
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helping the employees to adjust in the environment, self-management, 
interpersonal effectiveness, disagreements, and opinions. Emotions helps 
in improving the performance playing an important role in productivity 
and organization’s effectiveness. Employee’s having high emotional 
stability are the invaluable assets [25]. Reforming and improvements of 
traits in the workplace like controlling of emotions and perception which 
are related to emotional stability are important. Emotional stability being 
the important predictor helps in ramification of organizational outcomes 
such as job satisfaction and organizational commitment [26]. A person 
who understands emotions can make good relationships with bosses, 
supervisors, and colleagues ultimately results in increasing organiza­
tional commitment [27], job satisfaction [28], and job performance [29]. 
Employees having high emotional stability tend to be more committed to 
their respective organizations showing high performance, reaches desired 
goal with job satisfaction [30]. Affective commitment persuades positive 
emotional stability in employees with job satisfaction and organizational 
commitment [25]. Keen factors of job satisfaction such as relationship 
with supervisor, satisfaction with salary, satisfaction with support and 
policies of organization and satisfaction with organizational culture with 
reference to overall job directly indicates commitment of the employee 
[26]. Emotional stability is a powerful tool critical for exceeding goals, 
improving critical work relationships, and creating a healthy, produc­
tive workplace and organizational culture which boosts organizational 
commitment and job satisfaction. It is important to investigate the effect 
of emotional stability on management issues and economic problems in 
an organization. Understanding emotions can help in achieving organiza­
tional commitment and job satisfaction. 

In a job environment, high emotional stability in employees leads to 
low occupational stress. Employees having low emotional stability are 
unaware of the emotions making it difficult to cope up with their feeling 
ultimately results in having a negative influence on job satisfaction. 
Employees having high emotional stability put forward that they are aware 
of their feelings and understand themselves, are adaptive to stress and 
choose a better coping mechanism [22]. Few researches have put a light on 
variables such as emotional attention, emotional repair, emotional clarity, 
and occupational stress, which are associated with emotional stability. High 
emotional repair and stability boosts the commitment of the employees by 
lowering the stress levels [14]. Emotional stability can be marked as a potent 
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predictor in organizational outcomes like job satisfaction, organizational 
commitment, and productivity [26]. Emotional stability leads an employee 
in understanding his feelings, negative emotions, and controlling stress 
and frustration, which will help in building a better relationship with 
supervisors and colleagues increasing organizational commitment and job 
satisfaction [33]. Research indicates that being emotionally stable in an 
organization increases the job satisfaction reducing turnover intention [29]. 
Job satisfaction affect the organizational commitment stating that satisfied 
employees have higher levels of organizational commitment as compared 
to employees who are not satisfied. The factors of job satisfaction such 
as satisfaction with overall job, satisfaction with supervision, satisfaction 
with salary and satisfaction with policy and support are direct indicators 
of organizational commitment. Knowing their emotions helps employees 
in attaining work life balance which makes them feel valued, happier, and 
less stressful with improved mental well-being, increasing commitment, 
motivation, loyalties, and decreasing turnover intention. 

14.4.1 EMOTIONAL STABILITY: WORK LIFE BALANCE 

Globalization and in this era of IT and communication, this century 
has arisen a various problem for working professionals and one among 
them in work life imbalance. In in global scenario, the changes such as 
multi-cultural diversity, working environment and demography changes 
have made it difficult for an employee to adopt the organization’s culture. 
Emotional stability is employees and work life balance are the need of an 
hour for current organization culture as they work as a competitive edge 
in the work environment. Emotional stability in employees is the genetic 
makeover but like any intelligence, EI can also be developed. Emotional 
stability improves the employee and organizational performance, playing 
a significant role in working in the employee and his assistance with collo­
quies. Employees with emotional stability have capacity, ability, skill, 
and are self-perceived in identifying, assessing, and controlling emotions 
which plays a crucial role in modern work style. These emotions also 
help in evaluating management styles, employee behavior, interpersonal 
skills, attitudes, and potent potential. It helps employees in organizational 
chores like planning, job profiling, selection, and recruitment. Emotional 
stability helps employees in understanding and managing emotions which 
helps in one’s own conduct and relationship with others. Researches have 
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shown that understanding and managing emotions are potent predictors 
in gratifying work environment. Work-life balance are the practices in 
the organization which supports the employees needs and help them in 
achieving the balance in work life and personal life. Researcher’s attention 
attracted the issue of work life balance for all sectors and all levels of 
the organization. It defines the satisfactory level of involving the multiple 
roles in employee life. 

In a competitive organization, management of work and family has 
become challenging. In some in industries like IT, where employees have 
to work from home and balancing work and family is necessary. Research 
in this field have suggested organization to ensure a practical and rational 
work life balance that meets the need of employees and the organization. 
Work life imbalance in the organizations and not providing the opportuni­
ties have increased unproductive and dissatisfied employees, increasing the 
turnover intentions and attrition. Certainly, building work life balance is not 
enough but fostering EI and supportive organizational culture is important. 
The policies that the organization run on are also important. The flexible 
and creative ideas by the organization are welcomed which increases their 
well-being and ultimately maximizes the productivity. Research states that 
employees with higher emotional stability have a good work-life balance. 
The reason behind this is high emotional stability help them to cope up with 
the consequences arising out of stress. Employees having low emotional 
stability are not in a position to handle these stressors well. While working 
in the groups, high emotional stability will influence the emotions of other 
employees in such a way that they would maintain a satisfied professional 
and personal life. The following points helps in better understanding of 
emotional stability and work life balance in the organization: 

•	 Employees having high emotional stability are more productive, 
with less stress and low turnover intentions with a balanced persona 
and professional life. 

•	 Emotions leads employees in regulating of self and other’s emotions 
which will facilitate and motivates the employee increasing their 
productivity. 

•	 Influencing emotional stability on work life balance dimensions 
are significantly related, while motivating and expressing emotions 
which will boost the performance of employee. 

•	 High emotional stability with a satisfactory salary and perks helps 
in having a better work life balance. 
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•	 work-life imbalance is caused in employees if they are not satisfied 
with the salary resulting in stress and frustration towards family 
and work. 

•	 A positive high correlation is studied between performance and 
salary in the form of incentives, hikes, and appraisals, employees 
who are satisfied with the salary have a good work life balance. 

•	 Emotional stability helps employees in believing for advancement 
whereas low emotional stability often finds their work as pressure, 
monotonous, low job satisfaction resulting in work-life imbalance. 

•	 Flexibility of working hours is important as flexible timing helps 
employees in managing the family ad work responsibility and 
minimizing the conflict between work and family, improving the 
performance at work. 

•	 Researches states that flexible arrangements at work would help 
in attaining a better blending at work; helping the organization in 
retaining, recruiting, and motivating employees [39]. 

•	 Flexible timing at work shows a positive relationship between 
emotional stability and help in reducing absenteeism, turnover 
intention, and late comings. 

•	 Understanding the emotional stability of employees which helps in 
maintaining work-life balance and improving the productivity. 

At the lower level of management, emotional stability influences work 
life balance and shows a positive weak relationship. On the other hand, 
employees at higher and middle management levels, the higher levels of 
relationship are studied between emotional stability and work life balance. 
Certainly, higher stability of emotions in an organization has a positive 
impact on work life balance [27]. 

14.4.2 MODERATOR MODEL OF EMOTIONAL STABILITY 

Emotional stability is shaped and expresses dispositions reacting in an 
organization context. This model states that moderating effect of emotion 
stability is unique and competition. Emotional stability facilitates the self-
serving goals which are necessary in an organization and focus employee’s 
advancement [35]. Research also highlights the impact of stressors like 
dissatisfaction and insecurity causes unfavorable actions by the employees 
regardless of their awareness of emotions. This model accommodates 
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the dispositional and organizational factors that have harmful effects on 
employees having more emotional stability as compared to employees 
with less emotional stability. Regulations of emotions (ROE) facilitate the 
achievement of self-serving goals and prosocial behavior. These help in the 
achievement of goals and helps employees to generate particular emotions 
that conductively achieves goals in the organization. The associations of 
prosocial behaviors and prosocial orientation are more in employees having 
high emotional stability. Emotional stability in employees in avoiding 
incidental emotions which are unrelated to decisions and hampering 
the decision-making techniques. The effect of incidental anxiety on risk 
taking is less in employees with a high ability to analyze the causes and 
their effect relationship on events happening in their organization. This 
certainly helps employees in identifying the incidental anxiety which is 
unrelated to decisions and help them in understanding emotions which 
will reduce the anxiety. Emotional stability also moderates the association 
between unrelated judgments and mood induction, helping in practicing 
a goal directed principle in organization. Emotional stability also helps 
employees in detecting other’s authentic emotions, which helps employee 
in responding to interpersonal encounters. Research states that knowing 
emotions determines the psychological wellbeing acting as a constellation 
of capacities and attitudes often related to emotions. 

14.5 PSYCHOLOGICAL WELLBEING: PROFICIENT 
ORGANIZATIONAL CULTURE 

Wellbeing is the capability of employees which help them in actively 
participating in achieving goals, recreating work and maintain intrapersonal 
and interpersonal relationship with expertizing in positive emotions [34]. 
Psychological wellbeing underlines the satisfaction of employees as it is 
emerging as a satisfaction which emerges as a satisfactory feeling with 
the individual mental and physical health with interpersonal relations. 
The wellbeing helps the employee in attaining positive relations, self-
acceptance, personal growth, and positive attitude. The connection of 
psychological wellbeing and emotional stability and a positive relationship 
is studied. The more the individual is aware of his emotions, more the level 
of self-esteem and less association with negative emotions like depression 
[36]. Emotional stability helps employees in building a flexible pattern 
which brings attitude changes and helping him to come out of failure and 
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neglection. There is a structural chain which exist between the emotional 
stability and life success. In an organizational culture, the relationship 
among emotions, personality, and variables of well-being holds an 
important part in the organization. The employees are evaluated on the 
basis of social well-being, coping, personality, and emotional stability 
traits. High emotional stability leading in high mental wellbeing in 
employees and helps them in achieving self-acceptance, positive relations, 
personal growth, and autonomy. Employees need encouragement from the 
higher management and organization which enable them to function and 
achieve goals in a particular timeframe. High emotional stability leading to 
better mental well-being helps in improving satisfaction, productivity, and 
commitment. The special workshops help the employees in knowing self-
emotions which alleviate their skills making them emotionally intelligent. 

14.6 CONCLUSION 

This chapter is an afresh contribution having a new perspective in the 
field of behavioral sciences and HRs with special reference to emotional 
stability of employees and organizational culture. Organizational culture 
influences the behavior of the employee directly. This has an effect on 
decision making abilities and the skills used in contingency situations. 
Intrinsic and extrinsic personality factors of the employees impact the 
emotions and behavior of employees. Organizational culture construes 
the underlying assumptions, values, beliefs, and interactive ways which 
contributes in making a unique psychological and social environment in 
the organization. The expectations of the organization with their employees 
can be expresses in interactions, inner workings and self-image reflected in 
employee’s job satisfaction, performance, and organizational commitment. 
Building organizational culture of continuity which helps in delivering 
long term benefits to the organization by recognizing efforts of all team 
members, encouraging voice of employee’s, prioritizing company’s values, 
positive, and strong connections between team members, continuous 
learning and organization investing in staff development. Organizations 
need employees to practice functional management practices policies for 
new practices which are more innovative and adaptive in responding to 
the rapidly changing environment. Emotional stability is the keen factor 
responsibly determines the behavior of the employees in the organization. 
Understanding emotions helps employees in achieving self-acceptance, 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

215 Apprehension of Organization Culture 

positive relations, personal growth, and autonomy. The emotional stability 
and its competent skills are potent predictors for organization success, 
productivity, performance, and leadership. The relationship among 
emotions, personality, and variables of well-being holds an important 
part in employee’s psychological wellbeing and increasing the capital of 
the organization. Mental wellbeing of the employees is a potent predictor 
shaping the employee’s interpersonal behavior with executive management 
level and with colloquies. Public and private sector organization is 
managing a change in an effective way. Applying emotional stability backs 
the employees and managers in recognizing and understanding emotions 
and being emotionally intelligent help them in managing oneself and 
relations with others. In an organization applying EI includes personnel 
awareness of emotions, development, teamwork, reacting in environment. 
It is the responsibility of the organization in coaching employees helping 
them in performing effectively. Enhancing the skills of employees other 
than technical skills increases productivity at the job. Stability and knowing 
emotions help employees in directing and controlling feelings in the 
organization, boosting job satisfaction, commitment, and productivity at 
work. These competencies help employees in controlling and managing 
impulses and mood at job which help in developing emotional maturity, 
emotional competency, emotional sensitivity, and emotional maturity 
which are needed in the organization. Effective use of emotions (UOEs) 
helps in better teamwork which helps in understanding colloquies opinions, 
ideas, and suggestions resulting in better performance and job satisfaction. 
Executive in management levels needs emotional stability as they are 
representing the organization to clients, interacting with people outside and 
in the organization being role model for employees Managers with high 
emotional stability understand employees needs by providing constructive 
feedback. The skills like interpersonal and intrapersonal communication, 
adaptability, stress management are developed in employees with 
emotional stability. Emotional stability of employees in different sectors 
marks a flagpole in communication effectiveness which helps in increasing 
the capital, manufacturing, and service of the organization. The reality has 
been that many executives’ behaviors are difficult to change and ignore the 
organizational culture, even though organizational culture is very important 
for improving employee performance. The bending of employee and 
employer is a need to have a balanced workforce. Management executive 
and HR understand the importance of communication for building a good 
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balance between professional and personal life. There should be some 
changes that must be brought in the organizational culture increasing 
the productivity, satisfaction, and commitment of employees. The false 
perception of visibility is equal to productivity should be changed. The 
organization should concentrate on the effectiveness of meeting the 
goals rather than the length of working hours. Implementing efficient 
and effective work life balance programs and policies fosters the culture 
and understanding their employees better helps in reducing the work-life 
imbalance. Initiatives must be taken by the organizations to improve 
the emotional stability of the employees as being emotional intelligent 
improves employee performance boosting individual and organizational 
performance. This can be achieved through skillful management and 
communication helping in increasing productivity. Thus, reducing rigidity 
in organization culture increases the performance and leads to growth in the 
organization. Organizing workshop which help the employees in knowing 
self-emotions which alleviate their skills making the organization a happy 
and satisfied workforce. 
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ABSTRACT 

Ethical leadership has emerged to be one of the significant aspects of 
crisis management. Leaders are the building blocks in every organiza­
tion. The implementation and sincere application of this concept can 
prove extremely beneficial for organizations in the time of pandemics. 
The existence of different theories has presented leadership from diverse 
perspectives related to individuals' personality and behaviour. Ethical 
leadership concept is the theoretical outcome of Social Change Model 
of Leadership Development by Heri in 1996. This approach aims to 
highlight the importance of ethics and social responsibility from the 
perspective of individual, group, and societal domain. Accordingly, 
to foster leadership development, organizations must try to inculcate 
two main aspects that includes social responsibility and ethics among 
contemporary leaders. 
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15.1 INTRODUCTION 

Leaders are the building blocks in every organization. They act as one of the 
indispensable sources and facilitate organizations to achieve competitive 
advantage, especially during crisis management. The existence of different 
theories has presented leadership from diverse perspectives related to 
individuals' personality and behavior. Over the period of time, most of 
the organizations across industries have witnessed a revolutionary change 
towards leadership and its styles. Subsequently, it is becoming difficult 
for the contemporary organizations to combat with the modern outlook 
towards leadership and gain effectual results. But, instead of exploring and 
implementing the modern theories that relate itself to spirituality, ethics, 
and responsibility, the organizations including educational universities and 
institutions are sticking to age long traditional approaches. The undignified 
organizational activities have genuinely questioned the role of corporate 
ethics, socially ethical leadership, and corporate social responsibility in 
the contemporary organizations [1]. Such activities in the organizations 
have indeed confirmed the existence of corruption and amorality, in 
contrast to the scarcity of socially ethical leadership. The argument that 
ethical behavior of a leader is of utmost importance in every organization 
is correct as it inculcates the sense of responsibility among leaders [9]. 
Accordingly, to foster leadership development, organizations must try to 
inculcate two main ingredients, i.e., social responsibility and ethics among 
contemporary leaders. 

15.2 THEORETICAL FRAMEWORK OF ETHICAL LEADERSHIP 

Ethical leadership concept is the theoretical outcome of Social Change 
Model of Leadership Development by Heri in 1996. This approach aims 
to highlight the importance of ethics and social responsibility from the 
perspective of individual, group, and societal domain. The aspect of 
responsible leadership has been researched by several researchers in 
diverse contexts with different names like socially responsible leadership 
or ethical leadership [2, 10]. The attributed reason for the same can be 
the wide coverage of elements like ethics, social change, responsibility, 
etc. However, this chapter will use only ethical leadership to maintain the 
content uniformity (Table 15.1). 
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TABLE 15.1  Social Change Model of Leadership Development 

Construct Description 

Consciousness of 
self 
Congruence	 

Commitment	 

Collaboration	 

Common purpose	 

Controversy with 	
civility	 

Citizenship	 

Individual Values 
Awareness of the beliefs, values, attitudes, and emotions that 
motivate one to take action. 
Thinking, feeling, and behaving with consistency, genuineness, 
authenticity, and honesty towards others; actions are consistent with 
most deeply-held beliefs and convictions. 
The ability to adapt to environments and situations that are constantly  
evolving, while maintaining the core functions of the group. 

Group Values 
To work with others in a common effort, constitutes the cornerstone 
value of the group leadership effort because it empowers self and 
others through trust. 
To work with shared aims and values; facilitates the group’s ability 
to engage in collective analysis of issues at hand and the task to be 
undertaken. 
Recognizes two fundamental realities of any creative group 
effort; those differences in viewpoint are inevitable, and that such 
differences must be aired openly, but with civility. Civility implies 
respect for others, a willingness to hear each other’s views, and the 
exercise of restraint in criticizing the views and actions of others. 

Societal/Community Values 
The process whereby an individual and the collaborative group 
become responsibly connected to the community and the society 
through the leadership development activity. To be a good citizen 
is to work for positive change on the behalf of others and the 
community. 

Source: Adapted from Higher Education Research Institute [12]. A social change model 
of leadership development: Guidebook version III. College Park, MD: National Clearing 
House for Leadership Programs. 

To understand the nature of the chosen concept, it is very important to 
understand the concept of ethical leadership from three different perspec
tives: (i) ethical leader basic roles; (ii) hierarchal ethical leadership; and 
(iii) relational ethical leadership that a leader needs to play in his/her 
respective organization. 

The three aspects are discussed one by one as under: 

1.  Ethical Leader Basic Roles: The four value-based roles include: 
(a) visionary – a leader is expected to have a vision/foresightedness 

­
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to deal with the unforeseen future organizational situations/issues; 
(b) citizen – this role directs a leader to assume himself/herself as 
the citizen of the organization and manage all the public as well as 
the private matters of the employees; (c) servant – as a servant, a 
leader must effectively deliver his/her services to the best possible 
satisfactory level in the organization; and (d) steward – being a 
steward, a leader acts as a firewall for an organization and protects 
its valuable resources, for example, tangible, and intangible assets 
[6] (see Figure 15.1). 

FIGURE 15.1 Ethical leader roles model. 

Source: Maak and Pless [7]. 

2.	 Hierarchal Ethical Leadership: It is a four-level pyramid structure 
(see Figure 15.2). Originally, the given concept has been coined by 
Archie Caroll in 1991 as the set of corporate social responsibility 
features. But, another eminent researcher, Ray Anderson has tried 
and connected it with the ethical leader concept [4, 5]. 

To start from bottom to top, (1) an ethical leader must have 
the quality of being economical. The optimal utilization of funds 
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in the shape of profitability is very much expected; (2) a leader 
must obey legality in terms of rules, aware of right or wrong 
codification; (3) an ethical leader is obligatory to do right, just, 
and fair, and avoids to harm anyone in the organization; and (4) 
a leader must be a good corporate citizen, contribute resources to 
community, and endeavor for improve quality of life. 

FIGURE 15.2 Hierarchal ethical leadership. 

Source: Carroll [3]. 

3.	 Relational Ethical Leadership: The relational aspect is the 
extension of hierarchal ethical leadership. It reflects four basic 
elements, i.e., economic, ecological, socio-political, and moral 
(see Figure 15.3). Being relations denotes the interdependence of 
these four elements with each other. A leader is supposed to take 
into account all these elements while taking any decision in the 
organization. In a broader view, a leader must consider morality, 
ethicality, and sustainability before taking any decision [7, 8]. 

Another aspect that is important to discuss for a far better understanding 
of the ethical leadership concept is its three vectors [9]. The graphical 
representation of the same has been shared below (see Figure 15.4). 
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FIGURE 15.3 Hierarchal ethical leadership. 

Source: Carroll [3]. 

FIGURE 15.4 Ethical leadership vectors. 

Source: Miska et al. [8]. 
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i.	 Ethical Leadership = f (Individual, Organization, Collective): 
The first vector denotes that ethical leadership is a function of 
individuality (me), organizational (we), and collective (us). This 
denotes the ethical and social responsibility on the shoulders of the 
leader itself, other staff in the organization and most importantly 
the stakeholders (consumers, competitors, etc.). 

ii.	 Ethical Leadership = f (Economics, Politics, Ecology, Morals): 
The second vector of an ethical leader is the function of four 
elements, i.e., economics, politics, ecology, and morals. All these 
are self-explanatory but are no less in their importance for a leader 
to deliver efficient and ethical services. 

iii.	 Ethical Leadership = f (Time, Culture, Contexts): The last vector 
confirms that ethical leadership is a function of time, culture, and 
context. The time involves the amount of time taken to reach a 
particular level for a leader. It reflects the ethics and morals at specific 
time (place), culture (nation), and context (social, economic, etc.). 

The above section explains the concept of ethical leadership and its 
importance in different ways. Presently, the concept is being given a lot 
of weightages by the researchers, due to the increased role of leadership 
ethics and responsibility in the organizations. An ethical leader can give 
a competitive edge and sustainability, for which, every organization is 
struggling presently [10, 11]. The next part shares some more information 
related to ethical leadership. Ethical leadership denotes that a leader is 
liable to take responsibility in every situation or crisis. For a leader, a posi­
tive and successful task becomes learning, and to accept something which 
has not met his/her satisfactory standards becomes a responsibility. The 
aspect of ethical leadership is becoming more and more important among 
organizations because of its high involvement in achieving organizational 
effectiveness during pandemic situations. Ethical leadership connotes 
the control in individuals own behavior by himself/herself. The sense of 
obligation to be correct with others must be reflected naturally by a leader 
for the benefit of the organization. The main job of a responsible leader 
is to develop and maintain cordial relationship with the organizational 
stakeholders (customers, employees, and business partners) to reach the 
expected levels of motivation, commitment, and sustainability, which in 
turn creates value and facilitates social change. 

Approaches of ethical leadership differ from each other on moral 
grounds. The first approach is the normative stakeholder approach. It says 
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that the role of ethical leader revolves around the ethicality and altruism. 
A leader needs to balance the need of stakeholders while keeping in mind 
the integrity for all. The second approach is related to the economic and 
strategic aspect, which is extremely important during crisis management. 
It means that an ethical leader must focus on the wealth maximization 
and profits in the organization, but with due consideration of values and 
morals. The selfless intentions of a leader are very important to become 
an ethical leader. The significance of ethical leadership is very well 
connected to global pandemic crisis started in 2020. The ethical practices 
of a leader can be of very much use, if any such crises crop up in the 
future. The absence of ethicality results in the loss of stakeholders and 
others concerned with the organization. Pertinently, the purpose of this 
chapter is to systematically explore, understand, and investigate the major 
themes related to the concept of ethical leadership in crisis management or 
pandemic situations. 

15.3 EMERGING ETHICAL LEADERSHIP 

The available work confirms that ethical leadership has been studied to 
some extent in different countries of the world. The stated fact can be 
supported with the scholarly work extracted from Scopus1 database 
(1974–2021). The terminology used to access this data includes ‘ethical 
leadership’ or ‘emerging ethical leadership’ as the keywords and all 
documents published in English are considered. The accessed data (1,387 
documents) has been analyzed on various parameters that includes year, 
subject, country, document, and journal. 

15.3.1 YEAR WISE ETHICAL LEADERSHIP 

The year wise analysis (see Figure 15.5) confirms that maximum work 
has been carried out in the year 2020 (197), 2019 (183), 2018 (152), 2017 
(130) followed by rest of the years up till 1974. It is evident that over 
the period of years the concept of ethical leadership has really emerged 
across the globe. For the present year (2021), 39 documents have already 

1 Accessed on 28 February 2021 
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been produced, which ensures the importance of this concept during crisis 
management. 

FIGURE 15.5 Year wise ethical leadership. 

Source: Scopus data own compilation. 

15.3.2 SUBJECT WISE ETHICAL LEADERSHIP 

In subject wise analysis (see Figure 15.6), majority of the work has been 
conducted in the area of business management (444), followed by social 
sciences (294), economics (145), humanities (104), psychology (100). Other 
subject areas have also considered this topic for research. The attributable 
reason can involvement of human as leaders in every organization. 

FIGURE 15.6 Subject wise ethical leadership. 

Source: Scopus data own compilation. 
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15.3.3 COUNTRY/TERRITORY WISE ETHICAL LEADERSHIP 

the country/territory wise analysis (see Figure 15.7) vividly confirms 
that the maximum studies are from United States (381), China (114), 
United Kingdom (90), Australia (79), Canada (70), and followed by other 
countries. As this chapter explores emerging ethical leadership concept, it 
is worthwhile to understand that which country is most actively working 
in this area, especially during crisis management. 

FIGURE 15.7 Country/territory wise ethical leadership. 

Source: Scopus data own compilation. 

15.3.4 DOCUMENT WISE ETHICAL LEADERSHIP 

The document wise analysis (see Figure 15.8) of ethical leadership shows 
that majority of the work has been conducted in the shape of articles 
(1096), chapters (101), conference papers (69), review (62), book (21), 
and followed by other categories. 

15.3.5 JOURNAL WISE ETHICAL LEADERSHIP 

The journal wise analysis (see Figure 15.9) of emerging ethical leadership 
confirms the contribution of various authors and researchers. The top 
listed journal in this category is journal of business ethics (342), leadership 
quarterly (135), leadership, and organizational development (104), 
frontiers in psychology (98), business ethics quarterly (98), followed 
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by various other journals. These journals can be consulted for advance 
knowledge of this concept. 

FIGURE 15.8 Document wise ethical leadership. 

Source: Scopus data own compilation. 

FIGURE 15.9 Journal wise ethical leadership. 

Source: Scopus data own compilation. 

15.4 RESULTS AND DISCUSSION 

The major themes emerged for ethical leadership during crisis management 
are discussed below (see Table 15.2 and Figure 15.10). 



 
 TABLE 15.2  Cluster Classification: Emerging Ethical Leadership

Cluster Number and Label Current Research Future Research Suggestions

Ethical commitments and
organizational performances 

Ethical leaders and corporate
social responsibility

Ethical culture and social
justice

Unethical behavior and
workplace deviance
Cluster 5
Value-based leadership and 
workplace spirituality 

Cluster 1 
Discusses the meaning of ethical commitments
and organizational performances. Identifies that 
ethical leadership is really contribute towards
better organizational performances. 

Cluster 2 
Signifies connection between ethical leaders and
corporate social responsibility. 

Cluster 3 
Discusses the concept of ethical culture and social
justice. 

Cluster 4 
Discusses about the connection between unethical
behavior and workplace deviance.

This theme explains about value-based leadership
and workplace spirituality. It evidences workplace 
spirituality can deliver value-based leadership. 

Longitudinal studies are recommended to identify
further the interconnections between ethical
leadership and organizational performances.

Being ethical is a generalized phenomenon.
Combining ethical leadership with corporate social
responsibility can bring a fundamental change, which
is the need of hour during crisis management.

Implementing ethical culture can contribute towards
social justice for society at large. Investing resources 
to bring in ethical culture can is highly recommended.

An in-depth analysis of how unethical behavior leads
to workplace deviances is recommended.

Value-based leadership and workplace spirituality 
are important aspects to achieve sustainable
organizations. 
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FIGURE 15.10 Cluster analysis for emerging ethical leadership. 

Source: Vos viewer visualization. 

15.5 CONCLUSION 

Ethical leadership has emerged to be one of the significant aspects of crisis 
management. The implementation and sincere application of this concept 
can prove extremely beneficial for organizations in the time of pandemics. 
The various ethical leadership themes emerged from the analysis are 
highly significant and influential, especially for crisis management when 
everything has become really unpredictable. The time of crisis sets a very 
big example that if the leadership is effective everything can fall back to 
its original and normal state. The concepts like ethics, ethical behavior, 
trust in leader, ethical decision making, ethical leadership, social justice 
and other similar aspects form a base for a better and sustainable place to 
survive in any part of the world. This chapter really contributes towards 
existing body of knowledge. 
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