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Moving Towards Emotional Intelligence: How to Restructure
Training Strategies for Frontline Employees in the High-End Luxury
Industry Amid the Development of the Hainan Free Trade Port
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Abstract

Hainan's island-wide customs closure under the Free Trade Port framework has thrust the
interplay between duty-free allowances, high-end travel retail, and brand-operated boutiques
into uncharted institutional territory. On the floor, frontline associates are expected to nail
product storytelling, client recognition, and service coordination—often within razor-thin
windows and across a tangle of touchpoints—all while guarding the craftsmanship narratives,
aesthetic judgment, and emotionalresonance that luxury brands are built on. This study employs
structured literature review, documentary analysis, and secondary data analysis, systematically
combing through publicly available policy documents, Hainan statistical releases, and industry
reports from 2023 to 2026, alongside annual reports, press releases, and talent program
materials from LVMH, Richemont, and Kering. The findings reveal that Hainan's policy and
consumer environment has elevated the service experience to a strategic imperative; that top-
tier luxury groups have converged on talent development practices centered on craftsmanship
transmission, rotational training, digital client experience, and omnichannel operations; and that
publicly available evidence falls short of establishing a definitive link between digital learning, Al
applications, and frontline service performance. Building on this, the study proposes an
Affective-Intelligent Training Strategy Framework: brand meaning stewardship as the value
anchor, contextualized knowledge construction as the content backbone, human-machine
collaborative practice as the learning mechanism, and authority, privacy, and brand consistency
as governance guardrails. The framework offers a set of discussable, scrutinizable strategic
propositions for Hainan's high-end retail landscape—it makes no claims about specific training
outcomes.

Keywords: Hainan Free Trade Port; luxury maisons; frontline associate training; affective
intelligence; omnichannel retail; literature review
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