Management Studies in Development and Evolution ATU
Vol(issue), PP. D~d PRESS

.atu.ac.ir
DOI:

Designing a process model of emotional intelligence of
managers in organizational conflict situations and its
consequences for organizational social capital

Associate Professor, Department of

. ) Public Administration, Faculty of

Ali Shariatnezhad Management and‘&conomics, Lorestan
University, Khorra

Faezeh Hasanvand” and Econom

Khorram

Abstract n)
Today, increasing c organi nal tensions have made
conflict an ineyitablgyreality ernment organizations. In such

circumstances, the®imotio

igence of managers plays a key role
in conflict managan

d to strengthening or weakening
t study was conducted with the aim
of designin otional intelligence of managers in
[ conflict and its effects on social capital
using the grou method. In terms of its applied purpose, this
study is a descriptive survey-type research based on the data collection
method and a qualitafiie research based on the nature of the data. Also,
semi-structured in-depth interviews were conducted with 12 experts,
managers and senior &Xperts of government organizations. Sampling
was purposeful and theoretical, and participants were selected based on
the level of specialized knowledge and experience related to the
research topic and continued until theoretical saturation was reached.
The results show that the emotional intelligence of managers in
conditions of organizational conflict plays a decisive role in
maintaining and strengthening social capital. As managers use higher
emotional maturity and more constructive strategies such as empathy,
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active listening, and emotional reframing, trust, cohesion, and
organizational cooperation are strengthened, and conflicts are
transformed into opportunities for learning and innovation. In contrast,
impulsive reactions and destructive approaches lead to the erosion of
trust and the weakening of communication networks. Therefore, the
development of managers' emotional competencies can be a
fundamental prerequisite for promoting social capital and improving
the performance of government organizations.

Keywords: Emotional intelligence, organizatignal conflict, social

capital, paradigmatic model, government bureaucr

1. Introduction
In recent decades, emotional intelligence ized as one of
the key elements in management and izati avior, with

intelligence not
only involves the ability tOxecognize a ne’s own emotions,
but also encompasses th % and responding to the
emotions of others, W‘cm particularly important in situations
of organization%I i ict Within organizations may arise from

differences in
properly, it can

interactions and managerial performance. Emoty

t both individual and group

ith organizational members, as they can
uide both their own emotions and those of
shown that higher emotional intelligence among
with improved decision-making effectiveness,
increased employee satisfaction, and enhanced quality of interpersonal
relationships. In circumstances where organizational conflict has the
potential to weaken social capital, the role of emotional intelligence in
maintaining and strengthening social capital becomes increasingly
important. Social capital, which includes trust, communication
networks, and shared norms, is considered a vital resource for
productivity and innovation within organizations. It should be
emphasized that social capital is a multi-level phenomenon that can be
analyzed at the individual, group, and organizational levels. At the
individual level, social capital refers to a person’s network of

accurately ide
others. Research h
managers is associat
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relationships and reputation, which can be transferred from one
organization to another. However, in the present study, social capital is
conceptualized at the organizational level based on the three-
dimensional model proposed by Nahapiet and Ghoshal (1998), since
the primary focus is on the collective asset of the organization and its
implications for the entire system. According to this model,
organizational social capital consists of three key dimensions: (1) the
structural dimension, which refers to the overall configuration of
network relationships, the density of interactions, and the structural fit
among units; (2) the relational dimension, which'Wcludes the quality of
these relationships, such as trust, norms of cooperatiég, mutual respect,
and collective identity; and (3) the cognitive dimension, Which concerns

These collective assets are directly
organizational interactions and the ways in whi
are managed. Therefore, ith high
intelligence can contribu i
capital by reducing the ®estr
positive interaction

literature, emo }[

everyday
s and conflicts

rganizational social
conflict and increasing
in the conflict management
arded as a facilitating factor in

stress levels, anizational commitment, and improves
collaboration

The theoretical foun@ation of this study is based on the premise that
managers’ emotional \intelligence, defined as the ability to perceive,
understand, and regulate emotions, plays a pivotal role in managing
organizational confiict. Drawing on Mayer and Salovey’s Ability
Model of Emotional Intelligence and Thomas and Kilmann’s Conflict
Management Styles Theory, the study argues that emotionally
intelligent managers are more likely to adopt collaborative and
problem-solving approaches, transforming conflict from a destructive
phenomenon into an opportunity for interaction, learning, and
relationship development. Consistent with Nahapiet and Ghoshal’s
Three-Dimensional Social Capital Model and Deutsch’s Constructive
Conflict Theory, this process strengthens trust, enhances
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communication networks, and fosters shared values and goals,
ultimately promoting organizational social capital. Accordingly, this
study integrates these theoretical perspectives to develop a process
model of managers’ emotional intelligence in organizational conflict
situations and to explain its implications for organizational social
capital.

3. Methodology

This study employed a qualitative research design grounded in Strauss
and Corbin’s grounded theory approach to develop a process model of
emotional intelligence in organizational conflict¥and its consequences
for social capital. Given the exploratory nature of thetgsearch questions

considered insufficient. A purposive an g strategy
was used to select 12 senior managers public
organizations with relevant experience in anagement,

behavioral analysis, emotional regulation, a zational social
capital. Data were collected thro semisstructured, in-depth
interviews conducted bot line with informed
consent and full confiderialit re recorded, transcribed,
and analyzed using s.tis through open, axial, and selective
coding. This p“ el initial codes, refined into 35 main
s ensured through credibility,
nfirmability. Inter-coder reliability
pa, resulting in a value of 0.78 (p <

ensured the
model.
4. Conclusions

reliability of the emergent grounded theory

that managers’ emotional intelligence plays a
critical role in shapingf@rganizational social capital under conditions of
organizational confi€tUsing a grounded theory approach, the findings
revealed that emotional intelligence is activated through a dynamic and
cyclical process involving conflict management strategies,
organizational trust, and social capital reconstruction. Constructive
strategies such as empathy, cognitive reappraisal, and deep listening
strengthen trust, teamwork, and collective learning, whereas ineffective
emotional reactions contribute to social capital erosion and
organizational fragmentation. The study introduced the “Emotional
Reconfiguration Theory of Social Capital,” emphasizing that social
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capital is a fragile and continuously reconstructed organizational asset
influenced by emotional, contextual, and structural conditions. Overall,
emotionally intelligent conflict management can transform conflicts
into opportunities for organizational growth and cohesion.

5. Results

The findings identified causal, contextual, and intervening conditions
influencing managers’ emotional intelligence in organizational conflict
situations. Emotional maturity, organizational culture, managerial
experience, and conflict intensity emerged as_major causal factors,
while environmental pressure, structural complexity, and access to
information acted as contextual conditions. Organizational support,
expert consultation, and structural, flexibility mogerated these
relationships. The core phenomenon coRsi i

strategies, organizational trust and rela
social capital. Constructive strategies enha st, innovation,
teamwork, and collectivg learning, ffective strategies
weakened collaboration and%creased s entation. The results
highlighted that em@‘ i igence tes through a dynamic

feedback cycle that inuo apes organizational social capital.
)
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