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Why EQ Is Becoming
Essential for Modern
Facilities Leaders

Facilities Management has changed. Historically, Facilities Managers were often

viewed as operational specialists responsible for buildings, maintenance,

contractors, compliance, and workplace services. While these responsibilities

remain critical, the modern Facilities Management profession now requires

something more.

Today's Facilities Managers sit at the intersection of people, property, operations,

technology, and business strategy. They influence employee experience, support

organisational culture, manage competing stakeholder expectations, navigate

conflict, and lead teams through change.

And increasingly, they are expected to do all of this while maintaining operational

excellence. As a result, technical expertise alone is no longer enough.

Emotional Intelligence (EQ) has become one of the most valuable leadership

capabilities in Facilities Management. In many cases, it is the difference between a

competent manager and an exceptional leader.
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What Is Emotional
Intelligence?

Emotional Intelligence refers to the ability to understand, manage, and influence

emotions — both your own and those of others. The concept is commonly divided

into five key areas:

Self-Awareness

Understanding your own emotions, strengths, weaknesses, and behavioural

patterns.

Self-Regulation

Managing emotional reactions effectively under pressure.

Motivation

Maintaining resilience, focus, and commitment despite challenges.

Empathy

Understanding the perspectives, needs, and concerns of others.

Social Skills

Building relationships, influencing stakeholders, and communicating effectively.

While IQ may help someone understand complex systems, EQ helps them lead

people through complexity. And Facilities Management is fundamentally a people

business.
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The Human Side of Facilities
Management

Every Facilities Manager works with multiple stakeholder groups. Each group has

different priorities, sees success differently, and operates under its own pressures.

The challenge for FM leaders is not simply managing buildings — it is managing

expectations.

This is where Emotional Intelligence becomes critical. Facilities Managers often find

themselves balancing competing interests:

These stakeholder groups may include:

Without strong emotional intelligence, these competing priorities can quickly

become sources of friction and conflict.

Operations want efficiency

Finance wants cost control

Employees want experience

Executives want strategic outcomes

Contractors want clarity

Employees and senior leadership teams

Occupiers, contractors, and suppliers

Property teams and HR departments

Health and Safety and Finance departments

External consultants

maxwellstephens.com 0207 118 4848 · info@maxwellstephens.com 03





FA C I L I T I E S  M A N A G E M E N T  R E C R U I T M E N T

Stakeholder Management:
The Core Leadership Skill

Few leadership skills are more important in Facilities Management than

stakeholder management. Facilities leaders rarely operate in environments where

they have complete authority. Instead, success often depends on influence — the

ability to gain support without direct control.

This requires:

Consider a workplace refurbishment project. The Facilities Manager may need

approval from Finance, support from HR, cooperation from employees, and

delivery from contractors. Technical knowledge alone will not align these groups.

Relationships will.

The strongest FM leaders understand that successful stakeholder management is

built on trust, communication, and emotional awareness.

Active listening

Empathy

Relationship-building

Communication

Credibility

maxwellstephens.com 0207 118 4848 · info@maxwellstephens.com 04



FA C I L I T I E S  M A N A G E M E N T  R E C R U I T M E N T

Communication: The
Foundation of Leadership

Communication is often viewed as a soft skill. In reality, it is one of the most

commercially valuable skills a leader can possess. Facilities leaders communicate

constantly — through operational updates, crisis situations, project meetings,

change programmes, budget discussions, employee concerns, and supplier

negotiations.

Emotionally intelligent leaders understand that communication is not simply about

delivering information. It is about ensuring understanding. They:

The ability to communicate effectively reduces confusion, increases engagement,

and strengthens organisational trust.

Ask questions and listen actively

Adapt their style to their audience

Recognise that different stakeholders require different messages

Focus on clarity over volume
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Leadership Presence in
Facilities Management

Leadership presence is often misunderstood. Many assume it means confidence,

authority, or charisma. True leadership presence is something deeper — it is the

ability to create confidence in others.

People trust leaders who remain calm under pressure, communicate clearly during

uncertainty, and demonstrate consistency. Facilities Management environments

frequently involve pressure: building failures, compliance concerns, workplace

disruptions, contractor problems, and emergency situations.

In these moments, teams look to leaders for reassurance. Emotionally intelligent

leaders regulate their emotions before attempting to influence others. Low-EQ

responses can include:

Leadership presence is not about having all the answers. It is about creating

stability when answers are not yet available.

Panic or visible anxiety that spreads to the team

Overreaction to emerging issues

Inconsistent messaging under pressure
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Conflict Is Part of the Job

Conflict is inevitable in Facilities Management. Different priorities naturally create

tension. The question is not whether conflict will occur — the question is how

leaders respond.

Examples of common conflict sources include:

Low-EQ responses often involve:

High-EQ responses focus on:

Emotionally intelligent leaders recognise that conflict often reflects unmet needs

rather than bad intentions. By identifying underlying concerns, they create

solutions rather than arguments.

Occupiers versus building management

Budget constraints versus service expectations

Contractors versus internal teams

Leadership objectives versus operational realities

Defensiveness

Escalation

Blame

Avoidance

Understanding and clarification

Collaboration and resolution
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Trust: The Currency of
Leadership

Trust is one of the most valuable assets a Facilities Manager can possess.

Without trust:

With trust:

Trust is built through consistent behaviour, transparent communication, and

delivering on commitments. Emotionally intelligent leaders understand that trust is

not claimed — it is earned. And once lost, it is difficult to rebuild.

The most effective FM leaders treat every interaction as an opportunity to

strengthen trust with their stakeholders, teams, and organisations.

Stakeholder relationships weaken

Projects slow down

Communication deteriorates

Resistance increases

Collaboration improves

Decisions are accepted more readily

Teams perform at higher levels

Organisational confidence grows
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Empathy and the Workplace
Experience

The workplace has evolved significantly. Employees increasingly expect more than

a functional building. They expect environments that support their wellbeing,

productivity, collaboration, flexibility, and inclusion.

Facilities Management plays a central role in delivering this experience. Empathy

allows FM leaders to understand how workplace decisions affect people. A policy

that appears operationally efficient may create frustration for employees. A cost-

saving measure may unintentionally reduce workplace satisfaction.

Emotionally intelligent leaders consider both operational outcomes and human

outcomes. They:

Understanding how people experience the workplace is one of the most important

capabilities an FM leader can develop.

Consult employees before implementing changes that affect their environment

Seek feedback on how workplace decisions land in practice

Balance operational efficiency with human experience

Recognise that workplace experience is increasingly a competitive advantage
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Emotional Intelligence During
Change

Few workplace functions experience more change than Facilities Management.

Recent years have brought hybrid working, workplace redesign, ESG initiatives,

technology adoption, sustainability programmes, and cost pressures. Change

creates uncertainty — and uncertainty creates emotional responses.

Employees may feel:

Emotionally intelligent leaders recognise these reactions as normal. Rather than

dismissing concerns, they address them. They communicate openly, explain

decisions, provide context, and create opportunities for feedback.

The result is stronger engagement and smoother implementation. Leaders who

lead with empathy during change programmes build lasting credibility — and

deliver better outcomes.

Concern

Resistance

Anxiety

Confusion
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Why EQ Is Becoming a
Competitive Advantage

As Facilities Management becomes increasingly strategic, leadership requirements

continue to evolve. Technical capability remains essential. However, technical

capability alone rarely determines career progression. Many Facilities Managers

possess strong technical expertise. Far fewer possess exceptional emotional

intelligence.

Yet organisations increasingly seek leaders who can:

These capabilities are rooted in Emotional Intelligence. The future Facilities

Director is unlikely to be selected solely because they understand buildings. They

will be selected because they understand people.

Influence stakeholders

Build trust

Lead teams

Manage change

Communicate strategically

Strengthen workplace culture
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Developing Emotional
Intelligence

Unlike some technical skills, Emotional Intelligence can be developed. Key

strategies include:

Increase Self-Awareness

Seek feedback regularly. Understand how others experience your leadership.

Improve Listening

Focus on understanding rather than responding.

Practice Empathy

Consider situations from multiple perspectives.

Reflect Before Reacting

Pause before responding in high-pressure situations.

Strengthen Communication

Adapt messages to different audiences.

Seek Coaching and Development

Leadership growth often begins with self-awareness. The most effective leaders

remain students of human behaviour throughout their careers.
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Conclusion

Facilities Management has become one of the most people-centred functions

within modern organisations. Facilities leaders no longer manage buildings alone

— they manage relationships, expectations, change, and trust.

As the profession continues evolving, Emotional Intelligence is becoming one of

the defining characteristics of exceptional leadership. Technical expertise may

open the door. Operational competence may sustain performance. But Emotional

Intelligence is increasingly what separates strong Facilities Managers from

influential Facilities Management leaders.

Because in the end, buildings support organisations. And organisations are

powered by people. Understanding those people may be the most important

leadership skill of all.

Key Takeaways

Emotional Intelligence is becoming a critical leadership capability in Facilities

Management

Stakeholder management depends heavily on empathy, communication, and

trust

Leadership presence is created through calmness, consistency, and emotional

control

Effective conflict management requires emotional awareness and collaboration

Trust is one of the most valuable assets an FM leader can build

Employee experience increasingly relies on emotionally intelligent decision-

making

Change leadership depends on understanding human responses to uncertainty

Future FM leaders will be selected for both technical expertise and emotional

intelligence
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About Maxwell Stephens

Maxwell Stephens is a specialist Facilities Management recruitment consultancy

with extensive experience supporting organisations across the UK.

We help employers identify and secure Facilities Management professionals who

combine technical expertise with the leadership capabilities required to thrive in

today's evolving workplace environment.

To discuss Facilities Management recruitment, leadership hiring, or talent strategy,

contact the Maxwell Stephens team.
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