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The growing importance of emotional intelligence (EQ) is even more notable in today's business operations in many sectors such as automotiveafter-sales services. The ability to both identify and handle personal feelings alongside other individuals' emotional states is considered vital for creating strong interpersonal connections and high workplace execution. The significance of emotional intelligence grows crucial in customer-oriented services including automotive after-sales care because it produces excellent customer engagements and nurtures enduring customer relationships. A study of EQ practices among after-sales personnel at HAVAL Company helps explain how customer satisfaction and service quality and business expansion in the competitive Saudi Arabian automotive market (AlDosiry et al. 2016)
 Background of the Automotive After-Sales Industry
The automotive industry functions as an economic lift while representing essential consumer spending through an intricate blend of product worth and after-sales service benefits with customer assistance standards. After-sales service provides customer loyalty formation through multiple services which cover maintenance and repair in addition to spare part provision and support. The automotive after-sales market in Saudi Arabia continues to grow quickly because vehicle ownership keeps rising alongside the increasing worldwide presence of automobile manufacturers and heightened importance of superior service solutions aimed at customers. Sustaining customer loyalty stands as a strategic goal for HAVAL because this international brand has secured significant market presence in Middle Eastern regions. Service staff emotional intelligence stands vital because they directly serve customers during complaints along with shaping the brand perception. experience(Anderson et al 2015)






 Importance of Emotional Intelligence in Customer Service
Emotional intelligence in customer service requires service providers to handle their emotions well alongside displaying genuine empathy and keeping a composed state during difficult customer meetings. Research confirms that workers with superior emotional intelligence perform better in solving problems and sustaining stress while adapting to situations that prevail in automotive repairs where technical complexities converge with demanding client expectations. Emotionally intelligent staff members excel at solving customer disputes while predicting customer requirements because they can change their communication approaches to match different customer personality types. Emotional intelligence functions beyond conflict management to create a competitive advantage that results in superior customer satisfaction leading to strengthened customer loyalty thus positively affecting the company's performance (Abdullah 2023). reputation and financial performance(Abdullah 2023)
 The Role of Emotional Intelligence in Employee Performance
Researchers have determined that emotional intelligence plays an essential part in improving employee performance within multiple performance metrics. The responsibilities of after-sales personnel in handling high-pressure situations prove more manageable with emotional intelligence because it acts as stress protection against occupational stress and burnout. Employees who demonstrate high emotional intelligence achieve increased workplace resilience and better job satisfaction alongside improved communication skills that people need in customer-focused roles. Emotional intelligence strengthens both team work and collaborative efforts because effectively controlling emotions leads employees to give positive contributions to team dynamics. Skillful emotional intelligence creates workplace conditions suitable for mutual teamwork in the automotive after-sales industry thus helping teams deliver better service to customers (Purnama 2024).





 Relevance of Emotional Intelligence for HAVAL in Saudi Arabia
HAVAL Company enters the Saudi Arabian market through a well-planned approach by focusing on delivering excellence in customer care as its core brand value. The Saudi Arabian automotive after-sales market success for HAVAL depends heavily on the service capabilities of its staff as consumers demonstrate high expectations in this market space. The market demands for improved after-sales services at HAVAL call for an investment into staff emotional intelligence to achieve this goal as competition intensifies and quality expectations from customers rise. The employment of emotion intelligence training for after-sales staff enables HAVAL to deliver superior customer service while decreasing complaints while creating lasting customer relationships. The focus on emotional intelligence by HAVAL matches Saudi Arabia’s Vision 2030 customer-centric business practices which promote service excellence development and economic diversity. The implementation of EQ in HAVAL's after-sales service functions in harmony with worldwide industry standards at the same time it helps accomplish Saudi Arabia's national target of premium service quality and aggressive market practice development.
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1. The emotional intelligence of after-sales personnel evaluates their capability to interact with customers through effective complaint handling that creates satisfying service results.
2. This research investigates how emotional intelligence affects workplace performance by determining its influence on the satisfaction levels and stress management abilities and collaborative relationships within HAVAL’s after-sales service teams that directly affects service quality.
. 3   Service excellence depends on these particular EQ competencies: The examination of essential emotional capabilities that provide decisive insights for HAVAL employee development such as empathy with self-control together with communication abilities.

Researchers have identified this problem because current studies lack insights about EQ application within the automotive after-sales industry yet demonstrate its value for service quality improvement and customer-oriented culture establishment. The research incorporates fresh insights on EQ in the context of after-sales service performance results because it endeavors to provide practicable recommendations to enable HAVAL to improve its service practices.
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Scientific Significance 
1. The designed study fills academic space by investigating emotional intelligence within customer service in automotive after-sale operations. Academic research receives innovation from this study because it delivers evidence about Saudi-based emotional intelligence effects on service quality which creates beneficial documentation for studies on service and emotional intelligence.

2.  The research contributes to academic literature development regarding customer service and emotional intelligence in emerging markets especially Saudi Arabia by solving existing gaps within the application of emotional intelligence. The research promotes additional scientific analysis in connected fields and establishes a valuable foundation that explores the behavior of emerging markets in their utilization of emotional intelligence for service quality enhancement

3. The research distributes these critical emotional competencies which enhance workplace interactions between employees and customers for successful after-sale service. The research findings validate emotional intelligence theories by emphasizing its significance in service-focused working environments and they present a starting point for developing future emotional intelligence models in different professional areas.










Practical Significance 
1. Research findings yield practical recommendations to boost customer satisfaction and loyalty from the analysis of emotional intelligence in customer staff interactions. After-sales service interactions constitute a vital element for establishing long-term customer relationships because the study delivers strategic advice which guides service experience improvement efforts to establish competitive advantages for HAVAL

2.  Insights from this research demonstrate how HAVAL can use emotional intelligence strategies to develop its workforce together with improving efficiency in its after-sales service department. The research results allow organizations to create training initiatives that improve staff emotional intelligence for more successful customer need responses and productive workplace ethics maintenance

3.  The analysis matches with Saudi Vision 2030 objectives since it promotes service quality development across various sectors. This research provides HAVAL with support for customer service quality which helps the company meet national objectives focused on developing high-standard service quality practices and improved service standards in support of the economic evolution towards sustainable development by Saudi Arabia.

 
4. research presents realworld actionable recommendations regarding priority emotional skills that HAVAL must provide to after-sales staff when they are selecting and training. The research enables HAVAL to develop tailor-made training curriculums to achieve highly contemplative staff developmental programs leading to visible service improvement in terms of customer experience quality
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Research seeks to determine the impact of emotional intelligence (EQ) on the performance and effectiveness of after-sales service workers at HAVAL Company in Saudi Arabia. More specifically, the research attempts to:
 1. An evaluation must be performed to determine how emotional intelligence affects the customer interaction quality in HAVAL's after-sales service department.
 2. This investigation analyzes how emotional intelligence influences the work performance along with job satisfaction among after-sales staff members at HAVAL.
 3. Determine which emotional intelligence skills prove essential for executives to create effective interactions with automotive repair customers.
4. The research recommends feasible ways for HAVAL to embed emotional intelligence training within their after-sales service operational plan. The research targets these goals to demonstrate how emotional intelligence adds value to automotive sector customer satisfaction together with service quality excellence.
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The study follows its main research inquiry through specific subquestions to detect particular aspects which connect emotional intelligence with aftersales service performance.

Main Research Question 
The relationship between emotional intelligence and after-sales service employee performance and customer satisfaction exists at HAVAL Company within Saudi Arabia. 
  Sub-Questions 
1. What effects does emotional intelligence create in the contact dynamics between after-sales staff members and their customers? The analysis explores how Emotional Intelligence competencies affecting the communication and problem-solving functions of service representatives who solve customer concerns.
2. How does emotional intelligence help HAVAL’s after-sales service employees reach better work outcomes through enhanced satisfaction as well as job performance? The research observes how EQ influences employee strategic motivation as well as stress relief abilities and team relationships at the after-sales support center while directly influencing service quality. 
3. The after-sales department needs which particular emotional intelligence competencies such as empathy and interpersonal skills and self-regulation for achieving customer success? This assessment pinpoints the essential EQ competencies which yield the most effective outcomes for positive customer interactions so organizations can implement strategic development programs.
4.  The implementation of emotional intelligence training at HAVAL’s after-sales service requires what strategic approaches? The goal is to provide practical advice to HAVAL for designing their training initiatives that will boost emotional intelligence competencies to raise service quality.
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The analysis of after-sales performance at HAVAL depends on three research hypotheses which stem from study objectives and questions regarding emotional intelligence relationships.

 H1: The quality of interactions between customers and the after-sales staff at HAVAL is positively influenced by emotional intelligence capabilities.
H2: The positive relationship exists between emotional intelligence and job satisfaction levels within HAVAL’s aftersales staff. 
H3: Customer satisfaction in automotive after-sales operations presents significant benefits when employees develop competencies such as empathy and self-regulation and interpersonal abilities. 
H4: Introducing emotional intelligence training for HAVAL’s after-sales service department staff will result in better customer satisfaction and enhanced service quality.
 H5:Employees at HAVAL whose emotional intelligence skills are above average tend to get better after-sales job performance results. 
The research follows multiple propositions that investigate how emotional intelligence affects both employee effectiveness and customer satisfaction within the automotive after-sales segment of HAVAL Saudi Arabia after-sales sector.  
.
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This research about emotional intelligence at HAVAL's Saudi Arabian automotive after-sales sector uses various established theoretical frameworks to support its scientific foundation. Different theories establish the foundation for understanding how emotional intelligence (EQ) influences employee work performance as well as both customer satisfaction levels and service quality standards. 
The scientific concept of Emotional Intelligence Theory (as defined by Daniel Goleman in 1995) describes EQ as the ability to handle and interpret personal emotions together with managing emotions in others. The development of high EQ in customer service employees allows them to deal with complaints effectively while showing empathy and forming strong relationships with customers. After-sales personnel get their effectiveness assessed through Goleman's model through five essential components which include self-awareness and self-regulation and motivation and empathy as well as social skills. 
This research investigates emotional intelligence as a fundamental element for affecting both service quality and customer relationships at HAVAL. The Service Quality Theory is assessed through the SERVQUAL model developed by Parasuraman Zeithaml and Berry (1988) for analysis purposes.
Service Quality measurement through this model includes five dimensions which are reliability, assurance, tangibles, empathy and responsiveness. The research establishes a connection between the five service quality dimensions and emotional intelligence by demonstrating how EQ determines superior after-sales customer service delivery. Strong emotional intelligence among employees helps them demonstrate empathy and responsiveness leading to superior customer service delivery. The theory demonstrates the method by which emotional intelligence strengthens service quality perceptions within the automotive industry.
Service Quality Theory stands as a vital theoretical framework since researchers often evaluate it using the SERVQUAL model Parasuraman, Zeithaml, and Berry (1988). The five components that form the basis of service quality assessment under this model include reliability, assurance, tangibles, empathy, and responsiveness. The study connects these service dimensions to emotional intelligence standards to demonstrate how EQ directly influences the delivery of high-standard after-sales service. People with high emotional intelligence tend to provide better service outcomes because they demonstrate empathy as well as responsible behavior. 
The research shows that emotional intelligence strengthens service quality opinions among customers in the automotive sector. The evaluation of emotional intelligence effects on customer satisfaction relies on Customer Satisfaction Theory with specific reference to Oliver’s Expectancy Disconfirmation Theory (1980). 
Customer satisfaction arises from evaluating the gap between what customers expect in service and what service delivers. Emotionally intelligent personnel succeed in managing client interactions and conflict resolution which results in surpassing customer expectations to create positive disconfirmation and increased loyalty. The research depends on this theory to evaluate the impact of after-sales employees’ emotional intelligence on both HAVAL customer satisfaction and retention.
In the research the investigators applied Social Exchange Theory (SET) developed by Blau (1964) to demonstrate how human relationships develop through exchanges between benefits and costs. The service quality delivered by after-sales staff through their emotional intelligence in handling customers results in increased customer loyalty and positive feedback based on Social Exchange Theory. 
The theory reveals how after-sales staff emotional intelligence with customers strengthens long-term benefits through enhanced trust and improved customer retention rates. After-sales job satisfaction evaluates significantly from two organizational behavioral theories named Herzberg’s Two-Factor Theory (1959). Job satisfaction factors identified by this theory split into two groups where hygiene factors represent salary and work conditions while motivational factors cover recognition and achievement. Teamwork and communication together with conflict resolution under emotional intelligence enhance job satisfaction among after-sales employees through their effect on motivational elements. Service performance at HAVAL improves due to productive employees who demonstrate high emotional intelligence..
Stakeholder Theory, The theory established by Freeman (1984) offers appropriate guidance for this study. According to Stakeholder Theory businesses need to generate worth in every direction including beyond shareholder groups. The implementation of emotional intelligence in after-sales service provides advantages that extend across customer base and employee force while benefiting the outdoor utility vehicle manufacturer as a whole. Private-sector organizations like HAVAL can create better internal and external outcomes when they develop emotionally intelligent staff members. The Cultural Dimensions Theory by Hofstede (1980) serves to analyze emotional intelligence in Saudi Arabia from its cultural perspective. The theory establishes essential cultural aspects defining how work behaviors develop through power distance and collectivism and uncertainty avoidance. The policies and normatıve practices based around hıerarchıcal respect and interpersonal bondıng make emotional intelligence fully essential for successful customer deploymant across Saudi Arabian markets. This research evaluates cultural elements which shape EQ effectiveness within the Saudi automotive after-sales industry. The research establishes a complete theoretical base which explains emotional intelligence's influence on service quality and employee performance and customer satisfaction at HAVAL. The research applies scientific methodology to investigate after-sales service enhancement through EQ practices which brings benefits to academic disciplines as well as real-world business operations.
The relationship between theory and research
Scientific and academic disciplines need research-theory collaboration since research implements theoretical foundations to analyze data through practical investigations for theory evolution. Research frameworks function as organized structures which describe observed phenomena but also help determine experimental components while showing concept connections. Studies utilize empirical systems to evaluate theoretical principles by conducting organized research that yields information to support or modify existing theoretical frameworks. The relationship between research and theory exists cyclically to develop knowledge that establishes scientific knowledge through factual observations and theoretical concepts. In the context of this study on emotional intelligence in the automotive after-sales sector at HAVAL, Emotional Intelligence Theory (Goleman, 1995) serves as the primary theoretical framework. EQ functions as an intelligence that enables people to identify their emotions besides understanding emotions in self and others as well as controlling emotional responses across different social interactions. Self-awareness and self-regulation form the essential elements with social capabilities combined with motivation in the model that serve as basic foundations for providing exceptional customer service. This empirical research evaluates how employee performance and customer satisfaction together with service quality elements are affected by emotional intelligence within the HAVAL organization. The theory Goleman introduced provides valid results for actual workplace evaluations within business operations.Beyond testing a single theory, research often integrates multiple theoretical perspectives to offer a more comprehensive understanding of the subject. For instance, 

Service Quality Theory (Parasuraman, Zeithaml, and Berry, 1988) complements The Emotional Intelligence Theory adopts the SERVQUAL model as a method to evaluate service performance in five dimensions including reliability, assurance, tangibles, empathy, and responsiveness. The investigation in this study focuses on how emotional intelligence strengthens service quality metrics especially through enhanced performance in empathy and responsiveness since these elements affect customer satisfaction directly. The study uses this theoretical connection to demonstrate how emotional intelligence of employees creates positive effects on their performance of high-quality after-sales service delivery. The evaluation process of customer encounters depends on their service performance assessment combined with their expectations as defined in Customer Satisfaction Theory (Oliver, 1980). The research questions focus on how emotionally intelligent employees surpass customer expectations at HAVAL so customers experience positive disconfirmation thus improving satisfaction. The research team conducts surveys and statistical assessments to validate how actual customer perceptions match theoretical forecasts about emotional intelligence enabling better customer satisfaction and loyalty.

The field of research employs Social Exchange Theory (Blau, 1964) for understanding how outstanding worker-client relationships lead to client loyalty and stable business relations. The level of emotional intelligence functions as a key component in developing trust-based and empathetic links for solving client issues within service interactions. Scientists analyze the theoretical model through practical tests using customer maintenance and satisfaction measures to prove the theoretical links between abstract models and real-world events. Theory works in combination with research to develop systematic systems which create new knowledge. Hypotheses derived from theoretical concepts become research variables which researchers use to obtain empirical data to modify existing theories. Using survey data and practical field research the HAVAL researchers examine the outcomes of emotional intelligence theory with its related frameworks. The study validates and advances current theoretical knowledge about emotional intelligence links to service quality alongside job performance results.
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Emotional intelligence (EQ) has gained importance performance factor which directly impacts employee results alongside customer satisfaction and service quality levels especially within automotive after-sales industries that focus on customer service. Researcher Goleman (1995) explains that emotional intelligence contains five essential factors which are self-awareness, self-regulation and motivation, empathy and social skills to support effective workplace relationships. Numerous studies prove emotional intelligence gives workers the competence to handle complaints and customer relationships which results in improved service experiences thus making EQ a vital business asset in today's competitive automotive market. The study investigates multiple empirical studies which show a connection between emotional intelligence and essential service factors including customer loyalty and stress management alongside teamwork abilities. The review evaluates existing studies to build a complete reference base which helps understand how EQ strengthens automotive services while supporting enterprise targets including improved customer contentment and business outcomes.
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The research investigates how emotional intelligence (EQ) affects performance and satisfaction as well as service quality within automotive after-sales establishments. Research and practical studies widely examine emotional intelligence in customer service roles since it directly affects communication actions as well as job satisfaction effectiveness and customer interactions and sales performance levels. The assessment of relevant studies in this review demonstrates how EQ strengthens after-sales service delivery in automotive departments through its influence on staff habits and customer loyalty maintenance as well as organizational achievement.
 Emotional Intelligence and Sales Performance
Studies indicate that emotional intelligence measures strongly affect the sales performance of various business sectors worldwide. The research conducted by AlDosiry, Alkhadher, AlAqraa, and Anderson (2016) established that emotional intelligence facets including self-regulation alongside empathy and motivation directly influenced customer-oriented sales performance in Kuwait. High EQ scores among personnel in Kuwait's automotive field improved their ability to handle customer expectations and relationship development thus leading to enhanced sales statistics. The findings indicate emotional intelligence serves as a vital competency which boosts customer service quality and helps companies fulfill customer needs in the automotive after-sales business sector.

Equity includes predictive attributes in workplace situations according to Anderson et al. (2015) because it makes staff interactions with clients easier. Strong emotional intelligence competencies among employees enable them to understand customer concerns while regulating their emotions for better customer satisfaction. The automotive after-sales industry benefits from these findings since knowledge about customer frustrations helps improve problem resolution efficiency leading to better satisfaction.
 Emotional Intelligence in the Automotive Industry
Sales departments within automotive industries encounter major employee abandonment because their workforce must adapt to demanding customer needs and a shifting customer population. Clarke (2020) studied how emotional intelligence functions for reducing employee turnover rates as leaders transition within automotive sales roles. This research established that emotional intelligence levels among leaders created higher success in keeping employee morale elevated and minimizing workforce departures and delivering assistance during stressful times. The results show that after-sales departments reach stability while enhancing customer experiences through emotional intelligence present both in leadership teams and front staff members due to their ability to manage workplace stress and adapt to changes.
The research by Clarke (2020) demonstrates that emotional intelligence function as a necessary quality for leaders who want to establish positive workplace environments within high-performance customer interaction settings. The ability to lead and maintain employee retention and deliver superior customer service serving the broader company benefits stems from emotionally intelligent leadership in automotive after-sales.
 Emotional Intelligence and Customer Interactions
The research by Clarke (2020) demonstrates that emotional intelligence function as a necessary quality for leaders who want to establish positive workplace environments within high-performance customer interaction settings. The ability to lead and maintain employee retention and deliver superior customer service serving the broader company benefits stems from emotionally intelligent leadership in automotive after-sales. Leaders must understand and effectively manage customer emotions when dealing with after-sales clients whose challenges or additional needs demand support. According to Kidwell, Hardesty, Murtha, and Sheng (2011) emotional intelligence upgrades the marketing exchange process by giving after-sales personnel tools for expert management of customer emotions while resolving customer complaints. According to researchers the key factor for delivering satisfactory resolutions to customers involved proper empathy combined with active listening to their concerns. Employees require proper training of their EQ skills because this capability leads to enhanced customer loyalty and business retention in automotive after-sales service environments with high human interaction. The automotive aftermarket serves as the subject of Li and Lai (2021) research regarding service quality and customer repurchase intentions. Through artificial intelligence and statistical analysis they demonstrated service quality strongly affects customer loyalty and retention specifically because aftersales satisfaction depends on emotional intelligence elements such as empathy and communication and problem resolution. Companies wishing to drive up customer repurchase should dedicate EQ training resources to after-sales personnel because the proficiency of these staff directly impacts both service quality and customer loyalty numbers.
 Impact of Emotional Intelligence on Job Satisfaction and Performance
Job satisfaction in the automobile after-sales sector is generally influenced by the prevalence of emotional intelligence among the employees. Vazifehdust and Abedini (2018) investigated the impact of EQ on after-sales experts in the automobile sector in Iran, especially Bahman Leasing Co. They found that employees with higher EQ were more job-satisfied, and this was evident in their sales performance and customer service. This would mean that EQ not only improves job satisfaction but also performance levels because employees who are better at managing their emotions can cope with the pressures of after-sales work more effectively. The research also points out that organizations can gain advantage by incorporating EQ tests in their recruitment and training procedures so that employees possess required competencies to deal with difficult customer interactions effectively.
Singh (2023) further explored service quality and operations within India’s automotive after-sales market, finding that employees’ emotional regulation and interpersonal skills positively impacted both job satisfaction and customer service. This study reinforces the value of emotional intelligence in environments that require high interaction with customers and highlights how improving EQ among employees can be a critical strategy for enhancing job satisfaction and performance.
Emotional Intelligence and Customer Satisfaction in After-Sales Service
The automotive after-sales sector achieves higher customer satisfaction mainly through well-developed emotional intelligence in service personnel. Research conducted by Fathulloh and Purnama (2024) identified empathy together with responsiveness as essential factors determining customer satisfaction in automotive after-sales service through the application of SERVQUAL model. The study ends by arguing that dedicating resources to enhance service employees' EQ abilities would lead to better customer need responses which results in improved satisfaction levels. Businesses such as HAVAL can benefit from after-sales satisfaction because it builds customer loyalty and strengthens their brand position in an aggressive market framework.
Research by Abdullah (2023) at Cimcorp found that after-sales interactions requiring emotional intelligence provided an essential foundation for long-term customer relationships despite serving as a part of automation company Recent research by Abdullah supports the theory that emotionally competent staff members create superior customer interactions which lead to loyal clients. Organizations offering automotive after-sales assistance achieve different market outcomes when their staff develop emotional intelligence skills which leads to trust-based customer relationships.
 Emotional Intelligence in Emerging Markets and Cultural Contexts
Research on emotional intelligence in specified cultural settings particularly Saudi Arabia's emerging market needs exploration to reveal its effect on customer satisfaction and business achievement. AlDosiry et al. (2016) discovered through their research that cultural elements determine how EMQ impacts sales outcomes in Kuwait especially when employees connect with customers based on their cultural ways of understanding. The results are vital for Saudi Arabia's automotive market since cultural standards define how customers expect to interact.HAVAL and similar companies can develop successful EQ training by taking local cultural factors into account to improve training effectiveness for their workforce.
The study by Anderson et al. (2015) similarly supports the idea that understanding cultural expectations is key to implementing EQ effectively in customer service. High-value transactions including automotive sales together with after-sales services require customers in emerging markets to receive personal and empathetic service approaches. Companies should make emotional intelligence investments to match cultural circumstances because this strategic approach enables better customer service differentiation and customer loyalty protection in highly competitive markets. 
 Summary of Findings and Implications for the Automotive After-Sales Industry
Sales performance alongside customer satisfaction and employee job satisfaction and customer retention show marked improvement based on the reviewed literature findings within the automotive after-sales industry. The essential EQ competencies including empathy and self-regulation and interpersonal skills allow employees to build stronger interactions with customers and address their needs effectively leading to better satisfaction and loyalty. Equity performance excels in customer-intensive service fields according to studies which explains why it should be applied to automotive after-sales environments. 
 market.
The literature emphasizes that cultural sensitivity must guide EQ training implementation when working with Saudi Arabian markets alongside other emerging markets. Companies succeed by modifying EQ development according to local cultural practices and customer expectations thus achieving improved service quality relationships with customers. HAVAL will achieve improved customer satisfaction along with business results in the Saudi market through adoption of EQ development programs which respect cultural expectations.
The analyzed studies show that emotional intelligence delivers substantial worth for automotive aftersales professionals through strengthened staff-customer relationships and improved job satisfaction and increased customer retention. After-sales personnel at HAVAL who develop their emotional intelligence will provide enhanced service quality and increased customer satisfaction that produces superior market competitiveness in Saudi Arabia. Further research on integrating emotional intelligence into business practices will benefit from the findings to enable organizations in effectively implementing this crucial element which drives successful customer service together with employee performance in after-sales settings.
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The research analysis establishes a solid base for understanding how emotional intelligence affects the automotive after-sales industry especially regarding employee outcomes and customer satisfaction and service quality levels. A collection of research studies identifies EQ competencies such as empathy together with self-regulation and social awareness which importantly enhance after-sales service performance. Research papers demonstrate how emotionally intelligent employees can successfully deal with customers and control workplace pressure while building strong customer loyalty. After-sales management strategies should integrate EQ training because this approach leads to strong evidence of its effectiveness. However, while the literature provides valuable insights, certain limitations and gaps must be addressed to strengthen the research focus on HAVAL – Great Wall Motors in Saudi Arabia.
The literature review stands out due to its extensive analysis of EQ throughout different parts of the after-sales service industry. Empirical research presented by AlDosiry et al. (2016) together with Anderson et al. (2015) demonstrates that high emotional intelligence improves both sales outcomes and customer relationship achievement. Clarke (2020) explains how emotional intelligence minimizes worker turnover in the challenging automotive after-sales industry. Research confirms why emotional intelligence remains essential to construct work productivity and better service outcomesThe work of Kidwell et al. (2011) and Li & Lai (2021) demonstrates that emotional intelligence improves problem resolution and interpersonal communication between customers which reinforces its importance for retention purposes.
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Despite these strengths, several remain. Firstly, there is a lack of localized studies focusing on the Saudi Arabian automotive market, particularly HAVAL – Great Wall Motors. Research that investigates customer service primarily contains data from Western and Asian markets yet Saudi Arabian after-sales expectations are distinct from those markets. Cultural variables which include communication patterns and service expectations between customers determine the significance of interactions following product sale. There is insufficient experimental evidence using Hofstede’s Cultural Dimensions Theory to evaluate how different levels of collectivism and power distance affect expectations of service in Saudi Arabia’s automotive industry.
Another key gap is the limited research on EQ’s direct impact on after-sales employee performance and teamwork. While studies like those by Singh (2023) and Vazifehdust & Abedini (2018) explore EQ’s effect on job satisfaction in the automotive industry, they do not focus specifically on after-sales teams. . The emotional intelligence level of after-sales workers needs to be high because the specialized tasks include customer complaint responses along with technical service coordination responsibilities. Studies lack investigation of how emotional intelligence affects job performance and stress management together with job-team collaboration among after-sales workforce members.
Very few investigations exist which focus on how people with high emotional intelligence skills affect customer retention and brand loyalty with after-sales services. The Saudi automotive market has not yet had sufficient data to associate emotionally intelligent interactions with long customer loyalty based on Fathulloh & Purnama (2024) and Abdullah (2023) studies on their work on customer satisfaction.. Given that after-sales service is a key differentiator in retaining customers, more research is needed to determine whether EQ-driven service strategies can increase customer retention rates at HAVAL.
Finally, the lack of structured EQ-based training programs for after-sales employees presents another research gap. Most training initiatives in the automotive sector focus on technical skills and operational efficiency rather than interpersonal competencies. EQ training programs need proper investigation through research although studies highlight their necessity in enhancing service quality. Research needs to focus on best practices for implementing EQ development strategies which address the exact needs of HAVAL’s after-sales employees.
The analysis of existing literature demonstrates that employee performance together with customer satisfaction grows better when emotional intelligence increases in the automotive after-sales market. The available studies lack full insights about the specific market conditions of HAVAL in Saudi Arabia. Research suffers from several weaknesses due to its absence of studies conducted in Saudi Arabia and insufficient investigation of team dynamics within after-sales departments and inadequate retention data and the shortcomings of standardized emotional intelligence training. The Saudi automotive market would benefit from specific empirical research which would uncover valuable knowledge about emotional intelligence use toward enhancing after-sales service effectiveness and customer loyalty.
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The research framework delves into the relationship between EQ and aftersales management performance at HAVAL – Great Wall Motors Saudi Arabia in the Automotive sector. The study explores EQ effects as they relate to employee performance and customer satisfaction and retention and service quality in aftersales operations. This research analyzes important factors alongside their connections to build a specific formulation which demonstrates how emotional intelligence influences aftersales service performance.
Independent Variable: Emotional Intelligence (EQ)
The main independent factor of this study is Emotional Intelligence (EQ) which describes employee capabilities to perceive and control emotions in themselves and others. Emotional Intelligence stands as a fundamental requirement for service staff because it helps them handle customers effectively while solving problems and developing strong interpersonal work dynamics. According to Goleman (1995) the five core elements of EQ functioning in professional environments comprise self-awareness together with self-regulation and motivation with empathy and social skills. Employees build self-awareness when they notice their emotions and understand the impact emotions have on their thinking and conduct. Before working with customers employees must use self-awareness to check their current emotional state in an aftersales environment. Service advisors who understand their current emotional state have a better ability to prepare their responses prior to addressing customer complaints. Such self-perception helps employees maintain control of negative emotional responses that would otherwise affect their service interactions while delivering better results to customers. The capability of emotional self-control in demanding circumstances represents self-regulation for people. Employees within the aftersales trade encounter annoyed customers frequently since they confront delays for service and unexpected repair expenses and vehicle problems. Workers using strong self-regulation skills maintain their composure which allows them to handle complaints with fair judgment while offering solutions free from outburst emotions. Clarke (2020) highlights the role of self-regulation in reducing employee turnover in the automotive sales industry, emphasizing that emotionally stable employees are more likely to remain committed to their roles and provide consistent service quality.
Within EQ research motivation represents the force which helps people meet their targets while holding optimistic viewpoints toward hurdles. Aftersales service team members confront multiple workplace challenges on a regular basis when they solve complicated technical problems and handle critical customers and strive to achieve service goals. Employees with strong motivation perceive service-related obstacles as personal growth opportunities instead of failing experiences. AlDosiry et al. (2016) established that employees demonstrating elevated emotional intelligence alongside strong motivation levels work more efficiently while effectively solving problems which contributes to organizational success.
Empathy functions as a fundamental EQ aspect enabling workers to detect and handle the emotions of their colleagues. Empathetic employees within aftersales management achieve better results when they solve customer problems by understanding the customer perspective. Customers who bring vehicles to the repair shop experience worry regarding both repair expenses together with the time needed to fix their vehicles and concern about the extent of damage. The service advisor demonstrates concern after understanding customer worries before giving reassurance to provide solutions that help customers trust the interaction while feeling satisfied. Several studies by Kidwell et al. (2011) confirm that emotional intelligence remains crucial in marketing exchanges because employees who understand customer emotional states succeed in designing personalized communication methods to fulfill customer requirements better.
The development of meaningful relationships with both customers and workmates and senior staff members constitutes social skill abilities. The automotive aftersales sector succeeds because teamwork and teamwork occur as basic operational requirements. The service delivery process requires coordinated efforts between advisors and technicians and representatives who collaborate on diagnosis and communication of repair timelines. People with excellent social abilities foster working partnerships at the workplace which leads to fewer workplace disagreements and improved service delivery speed. Proof from Vazifehdust and Abedini (2018) demonstrates that knowledgeable sellers who display superior social intelligence skills succeed in keeping customers for longer periods and generate both heightened customer loyalty along with increased sales. sales performance.
Several studies have demonstrated that high EQ is linked to improved performance in sales and service roles. For instance, AlDosiry et al. (2016) found a strong connection between EQ and sales performance in Kuwait, with employees having higher EQ being more effective in customer interactions. As indicated by Kidwell et al. (2011) emotional intelligence plays the role of a driver in marketing exchanges through customer emotion understanding for transaction success. Emotional intelligence in after-sales service has emerged as a key factor in the automotive industry since customer experience has gained significant importance.
Dependent Variables
The research evaluates four variables that make up the dependent findings: employee performance together with service quality and customer satisfaction and customer retention. The outcomes measured by the study depend on employees' emotional intelligence at work in the aftersales department.
Employee Performance
Employee performance assessment in aftersales management evaluates multiple factors that include job efficiency together with problem-solving skills and communication effectiveness and teamwork. A high emotional intelligence level within staff members yields flexible workers who are better able to bounce back from setbacks and generate effective solutions that boost performance levels. Employees with emotional intelligence in the automotive sector showed better job engagement and increased commitment according to Clarke (2020) which lowered workforce turnover statistics while achieving higher operational effectiveness. Staff members who show emotional intelligence maintain superior abilities to manage job-related tensions and workplace disputes. The after-sales sector places heavy pressure on employees who handle diverse customer queries and execute service operations and handle customer-service disputes. The effective control of emotions combined with professional behavior enables high EQ workers to achieve teamwork success when handling service operations. Emotional intelligence demonstrated by sales professionals leads to enhanced job performance according to Vazifehdust and Abedini's research (2018). Strong emotional intelligence permits sales professionals to interact with challenging customers more successfully.
Customer Satisfaction
The satisfaction level of customers remains among the essential elements that contribute to aftersales management success. When customers receive premium-level service from organizations they tend to develop sustained loyalty and the company gains improved brand recognition. Emotional intelligence directly affects client happiness because employees use it to develop personal relationships and maintain clear communication while providing effective complaint resolution. Singh (2023) studied EQ and customer satisfaction in India's automotive aftersales industry and discovered that emotionally sensitive workers elevated the performance quality which resulted in enhanced customer joy. The practice of empathy together with active listening stands essential for delivering effective customer service interactions. Customers visit automotive aftersales service outlets with issues about automobile maintenance expenses along with service waiting time and service quality in general. Employees' empathy enables representatives to assure customers with transparent information as they deliver customized solutions individually designed for customer needs. By prioritizing emotional intelligence in aftersales training programs, HAVAL can enhance customer satisfaction and foster stronger customer relationships.
Service Quality
Service quality stands as the main factor driving both customer loyalty and commercial achievement within automotive industry operations. Service quality features three elements: reliability, responsiveness, assurance and empathy combined with two physical aspects including cleanliness and professional conduct of the service center staff. Through research of Li and Lai (2021) about customer repurchase behavior in automotive servicing it became clear that employees' emotional intelligence strongly affects their ability to uphold superior service quality.EQ influences multiple dimensions of service quality. High emotional intelligence employees can provide better customer expectation management and complaint handling and smooth service delivery. Employees gain increased ability to collaborate with others through social skills that enhance service coordination and productivity among the fellow employees. Employees who learn emotional control techniques can preserve their positive frame of mind during stressful work situations so they provide improved service experiences.
Customer Retention and Loyalty
The business target of preserving existing customers holds primary importance for automotive companies because it costs less to maintain existing customers than to find new ones. Great service consistency combined with elevated service quality from emotionally intelligent employees leads to better customer loyalty through extended period relationships. The research by Thapa (2023) reveals how emotional intelligence among service providers boosts order fulfillment and keeps customers returning to the automobile industry because high-EQ workers establish stronger customer relations.
Customer satisfaction during aftersales contacts depends on professional and empathetic service delivery because this determines return service prospects. The delivery of positive service experiences creates customers' trust that translates into long-term business relationships. HAVAL's customer retention model will become stronger through the inclusion of emotional intelligence training in its aftersales model to develop competent staff for emotionally sensitive and customized customer interactions.
Relationship Between Variables
The influence of emotional intelligence upon aftersales management in the automotive sector extends across multiple components that affect employee performance while simultaneously enhancing customer satisfaction and service quality and resulting in improved customer retention. The emotional intelligence of employees proves vital in aftersales service at every point when personnel deal with customer vehicle maintenance issues and repair needs and general customer interactions. Workers with high emotional intelligence abilities perform better in managing customer interactions that translates into enhanced workplace achievement and enhanced customer satisfaction as well as enhanced customer loyalty levels. The following sections elaborate on how emotional intelligence engages with primary factors which exist within the context of aftersales service management.
Emotional Intelligence and Employee Performance
Employee performance benefits directly from emotional intelligence because the competency skills of communication along with conflict resolution and adaptability and teamwork improve markedly. The emotional intelligence abilities of staff members enable them to handle their emotions better while remaining motivated in difficult situations along with fostering effective connections with colleagues and customers. Employee performance in the aftersales sector achieves peak levels through emotional intelligence when employees handle customer complaints and technical service issues and operational pressures under control.
The research conducted by Vazifehdust and Abedini (2018) proves that emotional intelligence creates a positive link between employee performance in automotive industry sales and service sectors. Research data showed employees with superior emotional intelligence proved better at customer support tasks as well as problem resolution and professional conduct when facing pressure situations.
High EQ employees according to Clarke (2020) show both workplace resilience and role commitment that leads to reduced employee stress and higher job satisfaction. Workers who receive emotional support at the workplace show improved work performance and team collaboration and maintain higher employee engagement.
Emotional intelligence functions as a fundamental factor for keeping employees at their positions in the aftersales sector. High-stress situations at work cause employee burnout and dissatisfaction which results in elevated employee departure rates that damage business outcomes. Emotional intelligence alongside supportive workplace cultures work to reduce employee turnover according to Clarke (2020) because they build employee sense of belonging along with psychological safety while boosting motivation. Employees who receive value and understanding from coworkers along with their managers demonstrate greater commitment to their work which produces consistent service quality.
The provision of high-quality customer service during automotive aftersales operations requires complete teamwork between employees. Workers need to work together for complete vehicle diagnosis and exact repair duration declarations and service excellence delivery. The development of emotional intelligence leads to enhanced work relationships that produce better cooperation among workers while minimizing their workplace conflicts. High-EQ employees use their emotional awareness abilities to establish meaningful dialogue that leads to peaceful dispute resolutions and team objectives achievement. The improved service efficiency together with reduced operational disruptions generates a better work environment.
Emotional Intelligence and Customer Satisfaction
Strong emotional abilities among employees allow them to enhance service quality by managing conflicts and offering personalized attention which builds trust and results in superior customer satisfaction.
Service staff who demonstrated emotional intelligence according to Kidwell et al. (2011) succeeded better at building customer relationships while managing customer anticipations positively through their interactions. Service advisors and technicians can both address customer concerns by using empathy which helps them recognize frustrations to provide suitable solutions. When customers feel their emotional needs are acknowledged the result becomes improved service experiences for them.
Automobile users differentiate their service experience through personalized interactions which combine technical competency with superior communication along with care. Staff members who have emotional intelligence can modify their verbal communication to match individual customer needs thus ensuring smooth reassurance and effective clarity when helping customers. Service advisors who detect customer annoyance can use appropriate communication methods alongside detailed information delivery while providing solutions to address customer issues. The approach builds customer trust along with brand loyalty between the customer and the company.
Emotionally intelligent employees demonstrate success in managing complaints and service disputes by using customer complaints to build customer loyalty. Services function better when customers experience respect during concerns which leads them to prefer using your services instead of choosing competitors. According to Singh (2023) service employees must practice emotional intelligence to handle customer expectations because their active listening combined with empathetic responses builds sturdy customer relationships which generate business sustainability through positive word of mouth.
Emotional Intelligence and Service Quality
The direct enhancement of service quality through emotional intelligence helps employees identify customer requirements along with recognizing potential issues followed by timely appropriate solutions.
Emotional intelligence at a high level enables employees to provide professional service while staying attentive which results in superior ratings of service quality according to Li and Lai (2021). Service strategies implemented based on Emotional Intelligence will let employees stay composed when under pressure while expressing themselves clearly and quickly resolving customer needs. Businesses that establish customer-oriented culture in after-sales services maintain their market leadership while earning superior overall service perception from their clients.
Immediate assistance at adequate speeds remains essential for delivering top-quality service since customers prioritize quick resolution when facing vehicle issues. Apple employees with emotional intelligence skills maintain attentive behaviors which leads them to deliver prompt feedback with easy-to-understand information and problem-solving actions to their customers. A customer-friendly service environment depends largely on the presence of empathy by staff members. Genuine care about customer requirements from employees leads them to build trust with their customers thus creating enduring customer relationships.
Service quality assurance depends heavily on emotional intelligence according to the customer satisfaction scale. People who seek personally reliable service experts naturally trust those professionals who deliver their work with clear and professional communication. Employee commitment to customer satisfaction combined with transparency and knowledge delivery strengthens brand credibility which leads customers to visit the aftersales center again.
Emotional Intelligence and Customer Retention
The automotive aftersales sector gives high importance to customer retention because keeping existing customers costs less than pursuing new ones. Service employees' emotional intelligence determines how much customers remain loyal by creating positive interactions and building trust. Consumers who experience value and comprehension from employees create higher likelihood to maintain their loyalty and recommendation of brand products while sustaining continuous company relationships.
Thapa (2023) investigated how emotional intelligence supports customer retention within the automobile sector by showing that service encounters with emotional intelligence strengthen customer connections and generate higher satisfaction rates with increased customer return. Professional and empathetic customer interactions established by employees create emotional bonds which survive past basic transactions. The developed customer relationships based on these connections create stronger brand perceptions and assist in establishing lengthy customer loyalty.
The aftersales industry needs proactive customer relationship management to preserve customer interest after their initial vehicle purchase. When employees demonstrate emotional intelligence they focus on anticipating customer requirements as well as retaining information about past service interactions to provide unique suggestions which strengthen customer brand commitment. Customers treated with attentive high-quality service tend to form positive brand attitudes that decrease their desire to switch to competing brands.
Emotionally intelligent leadership in aftersales departments leads to better overall customer experience through development of a service quality-driven organizational culture. Organizations with priority prioritize emotional intelligence in employee hiring and training and performance evaluation get regular customer-focused service from their employees. With this strategy, both brand trust and customer loyalty increase for HAVAL in the Saudi car market.

Conceptual Model of the Study
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This study presents a conceptual framework which demonstrates both straight and circuitous relations between emotional intelligence and essential performance indicators of automotive aftersales service. Emotional Intelligence (EQ) serves as the foundation for positive workplace behavior, influencing employee performance, customer satisfaction, and service quality. Customer retention rates increase because of these factors thus becoming essential for sustainable business operations in the automotive industry.
HAVAL can reach higher levels of success in the competitive Saudi automotive market by integrating emotional intelligence into its aftersales service strategies which will boost workforce efficiency alongside improving customer relations. According to the proposed model organizational training of employees to develop emotional intelligence abilities results in superior service quality outcomes and greater customer trust alongside enhanced brand loyalty.
Implications for Automotive Aftersales at HAVAL – Great Wall Motors
The implementation of emotional intelligence methods in aftersales management strategies at HAVAL will help the organization attain various operational advantages. Human resources management improves through emotionally intelligent leaders and support systems to increase staff commitment while decreasing employee departures. When workers receive emotional support they chose to stay in their present positions thus creating stability among the workforce.
Companies that deliver better customer interactions through emotionally intelligent practices build stronger brand loyalty while generating positive recommendations between customers. Customers who receive empathetic personalized service develop enduring brand relationships which in turn increases overall customer retention numbers.
The deployment of emotionally intelligent employees creates a superior service quality framework that delivers professional support while generating attentive and efficient assistance to customers. Emotional intelligence emphasis in staff training and performance assessment provides HAVAL an opportunity to solidify its reputation as a Saudi automotive market customer-focused brand.
Through emotional intelligence integration in aftersales operations HAVAL becomes a top service leader which develops lasting customer relationships along with peak employee performance and maintains its competitive market position.
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