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INTRODUCTION 
 

          
In  view  of  the  recent amendment  made in the Patents Act, 1970 by  the Patents  (Amendment) Act,  2005 

effective  from 01st   January 2005,   the  Official Journal of The Patent Office is required to be published under 

the  Statute. This Journal is being published on weekly basis on every Friday covering the various proceedings 

on Patents as required according to the provision of Section 145 of the Patents Act 1970. All the enquiries on 

this Official Journal and other information as required by the public should be addressed to the Controller 

General of Patents, Designs & Trade Marks. Suggestions and comments are requested from all quarters so that 

the content can be enriched. 

 
 

 
 
 
          

                                                                    ( PROF. (DR) UNNAT P. PANDIT)                                      
                                CONTROLLER GENERAL OF PATENTS, DESIGNS & TRADE MARKS   
 
 

 
 
14th February, 2025 
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 पेटᱶट कायाᭅलय   

कोलकाता, ᳰदनाकं 14/02/2025 

 कायाᭅलयᲂ के ᭃेᮢ ािधकार के पत े

िविभ᳖ जगहᲂ पर ि᭭थत पेटᱶट कायाᭅलय के पते आचंिलक आधार पर दᳶशᭅत उनके ᮧादिेशक अिधकार ᭃेᮢ  के 
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  भारत का अवशेष ᭃेᮢ  

 

3 पटेᱶट कायाᭅलय, भारत सरकार  
बौि᳍क सपंदा भवन, 
᭡लॉट स.ं 32, स᭍ेटर- 14, ᳇ारका, नई ᳰद᭨ली- 110 
075. 
फोन:  (91)(11) 25300200, 28032253 
फ़ै᭍स: (91)(11) 28034301, 28034302 
ई. मेल: delhi-patent@nic.in 
हᳯरयाणा, िहमाचल ᮧदेश, ज᭥मू तथा क᭫मीर, पजंाब,राज᭭थान, 
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वेबसाइट: http://www.ipindia.nic.in 
        www.patentoffice.nic.in 

पटेᱶट अिधिनयम, 1970 तथा पटेᱶट (सशंोधन) अिधिनयम, 2005 अथवा पटेᱶट (सशंोधन) िनयम, 2006 ᳇ारा वािंछत सभी 
आवेदन, सूचनाए, िववरण या अ᭠य द᭭तावेज़ या कोई श᭨ुक पटेᱶट कायाᭅलय के केवल उपयᲦु कायाᭅलय मᱶ ᭭वीकृत हᲂगे।  
श᭨ुक: श᭨ुक या तो नगद  ᱨप मᱶ या Controller of Patents  के नाम मᱶ देय बकᱹ ᮟा᭢ट या चके के ᳇ारा भजेी जा सकती ह ैजो उसी 
᭭थान के ᳰकसी अनुसिूचत बकᱹ मᱶ ᮧदᱫ हो जहाँ उपयुᲦ कायाᭅलय ि᭭थत ह ै।   
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Notice is hereby given that any person at any time before the grant of Patent may give representation by way of 

opposition to the Controller of Patents at appropriate office on the ground and in a manner specified under 

section 25(1) of the Patents (Amendment) Act, 2005 read with Rule 55 of the Patents (Amendment) Rules, 

2006. 

Notice is also given that if any interested person requests for copies of the complete specification, drawing and 

abstract of any application already published, the photocopy of the same can be supplied by the Patent Office as 

per the jurisdiction on payment of prescribed fees of Rs.8/- per page. If any further details are required to be 

obtained, the same can be provided by the respective Patent Offices on request. 
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SPECIAL NOTICE 

 

          Under the new provision of the Patents Act, 1970 as amended by the Patents (Amendment) Act, 2005 

and Rules there under, Publication of the matter relating to Patents in the Official Gazette of India Part III, 

Section 2 has been discontinued and instead The Official Journal of the Patent Office is being published 

containing all the activities of The Patent Office such as publication of all the patent applications after 18th 

months , grant of patents & all other information in respect of the proceedings as required under the provisions 

of the Patents (Amendment) Act, 2005 and Rules thereunder on weekly basis on every Friday. 

 

The Journal is uploaded in the website every Friday. So Paper form and CD-ROM form of the Journal are 

discontinued from 01/01/2009.  

 

 
 

SPECIAL NOTICE 

Every effort is being taken to publish all the patent applications under section 11(A) of the Patents Act. 

However, if duplication of publication of any application is found, then earlier date of publication will be taken 

for the purpose of provisional protection for applicant and Patent Office will grant Patent not before six months 

from the date of second publication, provided that there is there is no third party representation. 
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3. Preamble to the description: 
The following specification particularly describes the invention and the manner in which it is to be performed. 

 
 
 

4. DESCRIPTION 
FIELD OF THE INVENTION 

 
To be more specific, the concept centers on the incorporation of emotional intelligence (EI) 



into retail strategies with the goal of enhancing not just the overall business outcomes but also 

the customer experience, employee performance, and overall company outcomes. When it 

comes to the interactions that take place between retail personnel and customers, emotional 

intelligence, which is defined as the capacity to have the ability to detect, interpret, and control 

one's own sentiments, plays a significant role. The ability to understand the requirements of 

customers, respond with empathy, and develop long-lasting relationships is made possible by 

emotional intelligence, which ultimately leads to enhanced customer loyalty and improved 

sales success. To put this into context, emotional intelligence helps sales professionals to 

identify the requirements of customers. Furthermore, the application of emotionally intelligent 

leadership and the development of cooperation inside retail enterprises has the potential to 

improve employee morale, reduce employee turnover, and generate a joyful working 

environment. These are all outcomes that may be achieved because of these two factors. A 

competitive advantage can be obtained by merchants who recognize and make use of the 

potential of emotional intelligence in a market that is becoming increasingly focused on the 

consumer. This is possible in a market that is becoming increasingly about the customer. 

 

BACKGROUND OF THE INVENTION 

 
Traditional retail strategies, which largely focus on product offerings and interactions that are 

transactional in nature, are no longer adequate in today's market, which is becoming 

increasingly competitive and driven by experiences. This is a conclusion that has been rising 

in popularity over the past few years. The application of this realization has resulted in the 

creation of new retail tactics. A growing number of retailers are coming to the awareness that 

the ability to connect with their customers on an emotional level is critical to the success of 

their company. At the same time that the demands of customers continue to rise, this realization 

has come about. This knowledge is occurring at the same time that the needs of customers are 

continuing to climb at a rapid pace. When it comes to the process of providing customers with 

experiences that are individualized, engaging, and enjoyable, emotional intelligence has been 

identified as a crucial component. 

 
Emotional intelligence covers self-awareness, self-regulation, motivation, empathy, and social 

skills. All of these components are included in emotional intelligence, which is why this is the 

case. This is because emotional intelligence encompasses each and every one of these 

characteristics, which is the reason why this is the case. In the retail sector,  which is 



characterized by face-to-face interaction between employees and customers as the primary 

element of the shopping experience, it is possible for emotional intelligence to improve 

communication, resolve conflicts, and cultivate an atmosphere that is friendly. This is because 

the retail industry is characterized by face-to-face interaction. This is due to the fact that the 

most crucial component of the shopping experience is the ability to get your hands on whatever 

it is that interests you. When it comes to the management of stress, the maintenance of job 

happiness, and the development of sales, emotional intelligence is a skill that is extremely 

necessary or crucial with regard to all of these aspects. 

 
The rising complexity of customer behavior and the increased pressure that retail staff are under 

to meet performance requirements have both contributed to the current problem that has arisen 

as a result of these two factors. This circumstance has arisen as a direct result of the cause. The 

objective of this invention is to investigate the various ways in which emotional intelligence 

could be systematically implemented into retail operations. The goal of this investigation is to 

enhance the level of satisfaction that consumers feel, as well as the overall success of small 

businesses. 

 

SUMMARY OF INVENTION 

 
It is offered by the invention that an all-encompassing system for incorporating emotional 

intelligence (EI) as a basic component of retail strategy is presented. By placing an emphasis 

on emotional intelligence (EI), the idea promises to improve not just the experience that 

companies provide for their customers but also the performance of their staff. This is in 

acknowledgement of the fact that the emotional links that exist between salespeople and 

customers have a significant beneficial impact on the decisions that consumers make regarding 

their purchases and their loyalty to a particular brand. In the context of retail settings, the notion 

provides a variety of approaches to the development of emotional intelligence (EI). Training 

programs that are aimed to assist staff members in acquiring skills such as empathy, active 

listening, and conflict resolution are included in these approaches. Furthermore, it illustrates 

the positive influence that emotionally intelligent leadership has on the dynamics of teams, the 

satisfaction of employees, and the retention of employee talent. Those are all things that are 

demonstrated by this invention. Using the notions of emotional intelligence (EI), retailers have 

the ability to create an environment that is more engaging, responsive, and focused on the 

customer. In the long run, this will lead to a rise in sales, an increase in client loyalty, and a 

competitive advantage in the market. 



BRIEF DESCRIPTION OF THE DRAWINGS 

 
Fig 1. Depicts the framework for EI and OP 

 
Fig 2. Depicts the Flowchart of emotional intelligence. 

 
BRIEF DESCRIPTION OF THE INVENTION 

The purpose of this essay is to investigate the significant part that emotional intelligence (EI) 

plays in determining the level of success and growth that retail businesses experience. We 

concentrate our efforts especially on the retail sector of the economy. The retail sector of the 

economy is where we focus the majority of our attention and initiatives. One definition of 

emotional intelligence states that it is the capacity to identify, comprehend, control, and exert 

influence over one's own feelings as well as those of other people. The ability to influence the 

opinions of other people is another name for this skill. There are many ways to describe 

emotional intelligence, but one way is as the capacity to do all of these things. This is the 

meaning of the phrase that encompasses the most. Another term that can be used to describe 

this aptitude is the capacity to demonstrate emotional intelligence. Each of these terms can be 

used interchangeably with one another. Self-awareness, motivation, self-regulation, and social 

skills are some of the most significant aspects of emotional intelligence (EI) in the context of 

retail customer service. 

 
EI encompasses a number of other important attributes as well. Emotional intelligence is 

comprised of a variety of various kinds of characteristics. When it comes to the concept of 

emotional intelligence, empathy is simply one of the many key characteristics that comprise it. 

There is, however, a great deal more to emotional intelligence than any of these things taken 

together. The dynamics that exist within a retail company's workforce and the relationships 

that the company maintains with its customers have a significant impact on the overall 

profitability of the business. The importance of these two categories of interactions cannot be 

overstated. Both of these kinds of relationships are essential to the success of the retail business 

as a whole, and these traits are very helpful for enhancing both of these kinds of interactions 

among customers and employees. By providing a comprehensive framework for incorporating 

emotional intelligence (EI) into a wide variety of retailing operations, including interactions 

with customers and internal management protocols, the method makes it possible to include EI 

into a wide range of retail industry activities. Due to the existence of this framework, EI can be 



used into a wide range of retailing activities. Consequently, the incorporation of EI into a wide 

variety of retail-related operations is a straightforward process. 

 

 
More than anything else, the fundamental purpose of this innovation is to bring attention to the 

numerous ways in which emotional intelligence has the potential to revolutionize the retail 

sector. This represents the primary objective of this invention. The fact that emotional 

experiences are increasingly influencing customer behavior rather than merely product 

selection or pricing makes this information particularly essential considering the frequency 

with which this phenomenon is occurring. When taking into consideration the fact that this is 

becoming an increasingly common outcome, it is especially important to keep this in mind. As 

a result of the fact that the significance of a person's emotional experiences is always expanding 

in this day and age, we are among the most important people in the entire globe. The concept 

of emotional intelligence is gaining prominence as a strategic tool that may be utilized to 

promote customer engagement, satisfaction, and loyalty. The utilization of this instrument is 

growing at an alarming rate. The reasoning behind this is that the preferences of consumers are 

evolving in favor of encounters that are meaningful and customized to their expectations. 

Emotional intelligence is rapidly becoming a practical instrument for the execution of strategic 

plans as a direct effect of the change. When an employee in the retail industry possesses a high 

level of emotional intelligence, they are better able to manage the feelings of customers, find 

solutions to problems, and leave a positive image that will remain with them for the entirety of 

their time working there. One possible explanation for this is that they have improved their 

capacity to handle the feelings of their customers. This emotional connection has a number of 

benefits, including the facilitation of the achievement of short-term sales targets, the 

establishment of trust, and the formation of an emotional connection with the brand. Customers 

might end up promoting the company to other people, and as a result, they might return to 

purchase further items. This emotional connection also makes it easier to achieve short-term 

sales targets, which is another benefit. 

 

 
The notion also places an emphasis on the ways in which emotional intelligence influences the 

overall well-being of workers during the course of their careers and how it contributes to the 

degree to which individuals are able to successfully complete their workplace responsibilities. 

This is because the concept operates under the assumption that emotional intelligence is a 



consequence of the occupation that a worker holds. You will be required to deal with 

demanding customers, high performance expectations, and high levels of stress on a consistent 

basis if you choose to work in the retail industry. In order to be successful in the retail industry, 

you will need to be able to handle all of these responsibilities. There is a possibility that each 

and every one of these elements will lead to feelings of exhaustion and low morale, both of 

which have the potential to have tremendously negative consequences for the company. On the 

other hand, those who possess a high level of emotional intelligence are better equipped to deal 

with stress, communicate effectively, and maintain their motivation even when confronted with 

challenges. Because of their enhanced ability to regulate their emotions, this has occurred. An 

increase in job satisfaction, a decrease in employee turnover, and a more unified and supportive 

work environment are all potential outcomes for retail businesses that cultivate a culture of 

emotional intelligence among their workforce. The cultivation of an emotional intelligence 

culture is one method that can be utilized to achieve these advantages in the workplace. 

 
As a result of advancements in technology, employees working in the retail sector now have 

access to training and development programs that are designed to enhance emotional 

intelligence (EI). The individuals in question are not only provided with the chance to take part 

in these activities, but they are also specifically encouraged to do so. If workers participated in 

these programs, they would be better able to handle the emotional demands that come with 

their professions, improve the degree of teamwork that exists within their teams, and deal with 

unpleasant interactions with customers. If employees participated in these projects, they would 

be able to do all of these things, which would be possible for them to do. 

 

 
With regard to the implementation, the innovation provides a list of helpful ideas that retail 

businesses may utilize to incorporate emotional intelligence into their day-to-day operations. 

An illustration of each of these tactics is provided below. By going through the process of 

implementation, it is possible to accomplish these strategies. There are a variety of approaches 

that might be taken in order to put these recommendations into action. These methods have the 

ability to improve not only the level of service that is provided to customers but also the overall 

experience that they have with the company. Employees have the opportunity to take part in 

training programs that place an emphasis on emotional intelligence and stress skills such as the 

ability to exert emotional control, empathy, and active listening. With the help of these 

programs, employees will be able to develop their emotional intelligence and become more 



emotionally intelligent. These programmes are made available by the corporation, which has 

the role of the umbrella entity. It is essential to keep in mind that the programs that have been 

discussed up until this point are merely a few of the many alternatives that are currently 

available on the market. Building their own emotional intelligence (EI) is something that they 

are actively encouraged to do in order to improve their communication skills, cultivate a 

healthy organizational culture, and become more sensitive to the needs and motivations of their 

teams. We are particularly enthusiastic about encouraging senior executives and managers of 

retail institutions to take part in this project. In addition, the innovation suggests the utilization 

of Emotional Intelligence (EI) evaluation instruments and feedback systems in order to analyze 

and monitor the levels of emotional intelligence possessed by personnel. This is done in order 

to achieve the goals that were specified earlier in the sentence. 

 
 
 
As a consequence of this, it might conduct invention and keep track of the emotional 

intelligence levels of its staff members. It is imperative that this particular activity be carried 

out in order to ensure that the proposal will be successful. As a result of this, it is simple to 

ascertain what aspects of the company's operations require enhancement and to ensure that the 

principles of emotional intelligence are used appropriately across the board. Taking into 

account the fact that this is something that is feasible brings about the possibility of this 

happening. 

 

The innovation is also responsible for doing invention on the wider influence that emotional 

intelligence has on a range of other aspects of market differentiation and brand identification. 

This invention is to be carried out in the future. Not only does it already operate in this manner, 

but it also possesses the capability to operate in this manner. When it comes to the retail 

industry, one of the most important differentiators that can be found is the ability to provide 

unique experiences for customers. The fact that this particular characteristic can be quantified 

makes it one of the most important variables. This is as a result of the fact that a considerable 

number of businesses that are already operating in the retail industry offer products that are 

comparable to those offered by Amazon. This is what precipitated the current predicament. 

When it comes to business, a merchant who places a large emphasis on emotional intelligence 

is one who is able to develop distinctive brand identities that are centered on the consumer and 

that connect with them on a more profound emotional level. These identities have the potential 



to provide a sense of connection and a more profound resonance with customers. A 

significantly more profound level of connection with customers can be achieved through the 

utilization of these identities, which have the capacity to resonate. Customers are given the idea 

that they are respected, heard, and understood, which ultimately provides the company with an 

advantage over its competitors on the market. The likelihood that they will continue to be loyal 

to the company and provide support for it is increased as a result of this. 

 
 

 
Due to the fact that this scenario exists, the probability is increased. In addition, retail CEOs 

who possess emotional intelligence have a greater chance of achieving success since they are 

better ready to deal with shifts in the market and fluctuations in consumer preferences. They 

will significantly improve their chances of becoming successful as a result of this. It is possible 

that their higher level of emotional intelligence is the cause of this noticeable difference. They 

are able to make adjustments to their tactics in order to guarantee that they are in accordance 

with the ever-changing emotional requirements of their clients. Because of this skill, they are 

able to fulfill the requirements that have been made by the customer. Additionally, they are in 

possession of these elements as well. 

 

 
The importance of emotional intelligence for retail management and employees cannot be 

overstated. It is completely impossible to overstate its value. In a world in which the 

experiences that customers have with enterprises are becoming increasingly crucial, the 

significance of emotional intelligence cannot be emphasized. The reason for this is that 

customers are placing a higher sense of importance on the experience that they are now 

enjoying. The purpose of this invention is to bring attention to the significance of engaging in 

emotional intelligence training. This is as a result of the fact that cultivating strong emotional 

intelligence is an essential component of working in the retail industry. In addition to this, it 

provides insightful thoughts on the ways in which emotional intelligence may bring exceptional 

benefits to stakeholders both within and beyond the organization, such as employees and 

customers. It is possible to arrive at these benefits through either direct or indirect means. The 

achievements that are stated in this article are attainable when professional circumstances are 

taken into consideration. By harnessing the power of emotional intelligence, business owners 

have the potential to shape their organizations into ones that are more dynamic, resilient, and 

empathic. This is definitely something that can be accomplished in reality. The type of business 



that, over the course of time, distinguishes itself in terms of both the level of employee 

engagement and the level of customer satisfaction is ultimately the type of business that 

contributes to the long-term financial success of the firm. For example, one of the numerous 

ways that this objective could be accomplished is by making use of the power that emotional 

intelligence possesses. There are a substantial number of additional methods that can 

potentially be utilized. 

 
 
 
 
 
 
 
  



WE CLAIM 
 
 
 

1. Emotional intelligence (EI) helps retail staff recognize and respond to customer 
emotions, resulting in personalized interactions that increase customer satisfaction and 
loyalty. 

 
2. Retail personnel with emotional intelligence can calm customers and improve service. 

 
3. Employee self-awareness and self-regulation improve job satisfaction and reduce 

burnout in high-pressure retail environments by managing stress, staying motivated, 
and performing effectively. 

 
4. Emotionally intelligent leadership and teamwork improve retail team productivity and 

turnover by encouraging open communication, empathy, and respect. 
 

5. Emotionally intelligent retailers build long-term customer relationships by empathy 
and attentive service, resulting in repeat business and positive word-of-mouth 
marketing. 

 
 

6. EI-integrated customer service can differentiate retailers in a competitive market by 
creating memorable and emotive brand experiences. 

 
 

7. Emotionally aware CEOs assist retailers adapt to changing consumer tastes and 
market trends, meeting customer emotional needs and developing the company. 

 
 
 
 
 
 
 
 

Dated this the 6th FEBRUARY 2025. 
 
 
 

 
 
 

Senthil Kumar B 
Agent for the applicant 

IN/PA-1549 



 
EXPLORING THE IMPORTANCE OF EMOTIONAL INTELLIGENCE IN 

RETAILING 

 
 
 
ABSTRACT 

 
The purpose of this invention is to analyze the significant roles that emotional intelligence 

(EI) plays in affecting the dynamics of the contemporary retail environment using the data 

collected from this invention. For the purpose of this invention, the specific audience 

that is being targeted is retail professionals. As retail companies place a greater emphasis 

on providing a positive experience for their customers, emotional intelligence is 

becoming an increasingly important aspect in establishing relationships with customers, 

improving staff performance, and achieving overall success for the organization. The 

reason for this is because employees that possess emotional intelligence are able to have 

more favorable interactions with potential clients. The findings of this invention suggest 

that emotional intelligence (EI) can be utilized to improve the amount of pleasure that 

consumers experience by providing them with empathic and individualized service. EI also 

has the potential to develop a constructive culture in the workplace, which has the 

potential to boost employee morale, minimize employee turnover, and stimulate higher 

productivity. All of these benefits can be achieved through the implementation of EI. In 

addition to this, the invention investigates the ways in which emotionally intelligent 

leadership and staff can generate a distinctive brand identity, foster long-term customer 

loyalty, and provide a competitive advantage in the retail sector. Specifically, the retail 

sector is the subject of the inventioner's investigation. As a result of the application of this 

information, the purpose of this invention is to provide significant insights into the ways 

in which emotional intelligence may be exploited to improve both customer interactions 

and business success in the retail industry. Putting up practical solutions for 

incorporating EI into day-to-day operations is the means by which these insights are 

made available to the audience. A wide variety of solutions are available, ranging from the 

education of personnel to the cultivation of leadership skills. 
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Management Studies, Marwadi University, Rajkot, Gujarat - 360003, India, 8. Dr. 
Mahadevan M, Assistant Professor, Department of Management Students, Sri Kaliswari 
Institute of Management and Technology, (Approved by AICTE and affiliated to the Madurai 
Kamaraj University), Sivakasi, Tamil Nadu - 626123, India, 9. Dr.S.Renugadevi, Professor, 
Department of Commerce CSCA, Dr.N.G.P.Arts and Science College, Coimbatore, Tamilnadu 
– 641048, India, 10. Dr. S. Kanimozhi, Associate Professor, Department of Management, 
Hallmark Business School, Pirattiyur, Allithurai Road, Santhapuram, Trichy, Tamilnadu - 
620102, India,  hereby request for early publication of our Patent application for the  
invention titled “EXPLORING THE IMPORTANCE OF EMOTIONAL INTELLIGENCE IN 
RETAILING” under section 11A(2) of the Act. 
  
Dated this the 06th day of February 2025. 
 

        
       Senthil Kumar B 
       Agent for the applicant 
       IN/PA-1549 
 
To 
 
The Controller of Patents 
The Patent Office, Mumbai / Delhi /Chennai / Kolkata 


