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[bookmark: _Toc214053836]Introduction

This report aims to highlight the importance of understanding emotional intelligence within the workplace. With growing levels of diversity within firms, it has become increasingly important for companies to prioritise integration and a sense of ‘togetherness’ among employees. 
[bookmark: _Toc214053837]This involves high levels of emotional intelligence and awareness of the various personas that exist within the workplace, as well as an understanding of how to handle situations where conflict may arise due to a clash of values or objectives. This is why a tight grasp on how to handle the often sporadic behaviours of those working around you and those that you lead is almost essential to have, particularly within fast-paced and competitive fields where cooperation must take place with ease.
What is Emotional Intelligence?
“Emotional intelligence (EI) involves understanding others in a social context in such a way that it enables one to detect nuances in emotional reactions and use this knowledge to influence others by controlling and regulating emotions” (Ruisel,1992, as cited in Coronado-Maldonado and Benitez-Marquez, 2023). 
Emotional Intelligence also acts hand-in-hand with social intelligence, which is described as “the ability to understand men and women, boys and girl- to acts wisely in human relations” (Thorndike, 1920, as cited in, K.V. Petrides, 2010) and encapsulates the art of truly connecting with others on a human level, which, in the workplace, can be valuable when it comes to making decisions that involve ethics for example, particularly when it comes to Corporate Social Responsibility objectives that firms use to build a sustainable and respectable reputation that consumers can resonate with.
 These definitions of Emotional Intelligence have evolved from the initially simple definition of “the ability to monitor one’s own and others’ feelings, to discriminate amongst them, and to use this information to guide thinking and action“ (Salovey and Mayer, 1990, as cited in Franze Rothschadl, 2025).
[bookmark: _Toc214053838]Components of Emotional Intelligence
The four components of emotional intelligence to apply in the workplace:
 Self-awareness is the ability to recognise personal emotions like stress by looking for cues on the face or mood shifts. 
Motivation: It involves taking negative emotions, like frustration, and using them in a positive way. 
 Self-regulation: Breathing, pausing before responding.
Relationship Management: Active listening to colleagues, talking with respect, caring for their emotions, and showing Empathy
Social skills: Mentoring others, work as a team member, negotiating conflict.
[bookmark: _Toc214053839]What is Mindfulness?
Mindfulness refers to the ability to pay attention to the present-moment experience without judgment( Kabat-Zinn,2003). Mindfulness training is used in organisational settings to enhance the employees’ productivity, cognitive functioning, attention becomes more efficient and stable with less mind wandering, and emotional regulation( Good et al.,2015)
Emotional Intelligence in the workplace
Through using the components of emotional intelligence, it’ll help employees to manage their emotions and behaviours within the workplace, allowing them to effectively resolve conflicts to better maintain work relationships. Particularly in hospitality positions, a firm grasp of the skill can maximise customer loyalty and retention simply due to quality of the experience offered. By mastering seemingly simple actions such as natural small talk, patience and resilience, the calibre of work produced multiplies compared to if these skills were less developed. 
[bookmark: _Toc214053840]Understanding one-self’s emotions can help minimise the effects of burning out, which is exhibited when an individual has an “an increase in emotional exhaustion and indifference, as well as by a decrease in professional effectiveness” (Maslach, 1981, as cited in Bru-Luna et al., 2021). As a result, employee turnover improves since workers gain more motivation and are able to completely commit themselves to their work as opposed to being preoccupied by their emotional troubles.
Emotional Intelligence Models
To understand emotional intelligence in the workplace, it is crucial to examine the theoretical frameworks that help understand how emotions are perceived, processed, and managed by people. Pavitra and Fauzan (2019) state that emotional intelligence is classified into three models recognised as the ability model, the mixed model, and the trait model. These models have also been known as the Meyer-Salovey model for the Ability model, the Goleman-Bar-On for the Mixed model, and the Petrides model for the Trait model. The paragraph below will describe the Meyer-Salovey Model, the Goleman and Bar-On Model, and the Trait Model.
The Ability Model of Emotional Intelligence
Principles of the Ability Model of Emotional Intelligence centre around the concept that “intelligences are best measured as abilities- by posing problems for people to solve and examining the resulting patterns of correct answers” (Caroll, 1993; Mayer, Panter, & Caruso, 2012, as cited in, Mayer et al. , 2016). This model is also described as being a “refined conceptualization of EI that strictly constrains EI to a mental ability concept and separates it from classical social-emotional personality traits” (Ralf Schulze, Richard D Roberts, 2005). With this in mind, the solution to mastering emotional intelligence seems relatively simple: it is implied to just be consistent practice and application of social skills in order to become accustomed to the ‘ability’. As a result, this interpretation of emotional intelligence is much more digestible for individuals seeking to build on their own EI.
The Mayer and Salovey’s model
The Mayer and Salovey’s (1997) emotional intelligence framework is organised around four core abilities that comprise the following abilities:
Dimension of Perception, appraisal, and expression of emotion                                                                                The ability is described by Mayer and Salovey(1997) as the identification of one’s emotion during a state of excitement, alert, or stimulation. When becoming familiar with one’s emotional experiences, one then, the ability to recognise others’ emotions by observing external cues, tone of voice, facial expressions, and behaviours.
Dimension of emotional facilitation of thinking Dimension
Emotional facilitation of thinking refers to the ability to use emotions to support cognitive activities such as reasoning, decision-making, and communication with others. At the beginning of the stage, the individuals rely on emotional signals to help them focus on what occurs around them. As this ability develops, they learn to generate and reflect on emotions that enhance judgment and memory ( Mayer & Salovey, 1997).
Dimension of understanding and analysing emotions 
This ability accurately identifies, labels, and interprets emotional experiences (Mayer & Salovey, 1997). This starts by recognising similarities and differences between emotions (Reeve, 2009). As individuals develop this skill, individuals links the emotions to the causes, like happiness goes with achievement and sadness goes with loss.
Dimension of reflective regulation of emotion
Reflective regulation of emotion refers to the ability to manage one’s own and others’ emotions by enhancing, reducing, or adjusting them (Mayer& Salovey, 1997). This dimension supports both emotional and cognitive development. People with “a good reflective regulation of emotions tend to accept both pleasant and unpleasant feelings”.
In the workplace, these abilities help employees uncover the emotional signs in other workers, anticipate emotional reactions and deal with interpersonal tensions. Managing emotions allow individuals to stay calm during conflict.
[bookmark: _Toc214053842]Mixed Models of Emotional Intelligence 
Goleman’s performance model of emotional intelligence
According to Goleman, emotional intelligence consists of five core components that include self-awareness, self-regulation, self-motivation, empathy, and social skills( Berrocal and Extremera, 2006).
In 1998, Goleman proposed a theory of performance based on a model of EI in organisations. This model was designed to predict the effectiveness and personal success in the workplace (Goleman,1998,2001). The model is structured around four core dimensions, each encompasses specific competencies(Boyatzis et al. 2000; Goleman,2001). These are:
1- Self-awareness comprising emotional self-awareness, accurate self-assessment, and self-confidence.
2- Social awareness, including empathy, service orientation, and organisational awareness.
3- Self-management encompasses self-control, trustworthiness, conscientiousness, adaptability, achievement drive, and initiative.
4- Relationship management made up of developing others, influence, communication, conflict management, leadership, change catalyst, building bonds, and teamwork. 
Contrary to the Ability Model, Goleman’s model is practical and used in human resources development and remains influential in leadership(Matthews et al.,2002)
Bar-On’s competencies model of emotional intelligence
Bar-On’s (1997) emotional intelligence model encompasses a diverse set of personal, emotional, and social competencies, positioning it as a mixed model that integrates multiple dimensions of human functioning. Although Bar-On categorises his framework within the domain of emotional intelligence, he conceptualises it more broadly as "emotional and social intelligence," reflecting its wider scope beyond purely emotional abilities (Bar-On 2000,p. 363). He identified 15 components of his model that are put into five major components. These are Intrapersonal (Emotional Self Awareness (ES), Self Regard, Assertiveness, Independence and Self-Actualisation), Interpersonal (Empathy, Social Responsibility and Interpersonal relationship), Stress Management (Stress Tolerance and Impulse Control), Adaptability (Reality-Testing, Flexibility and Problem-Solving) and General mood (Optimism and Happiness). With such an intricate model such as this, categorising and rationalising behaviours, particularly in the workplace, becomes much simpler to do, this means employees and employers alike gain a much deeper understanding of each other’s actions and can then come up with accurate solutions specific to any issues faced. However, rationalising such often erratic features of the human persona can mean that some emotional complications and conflicts may become oversimplified, and nuance is potentially ignored. In the workplace, Bar-On’s Model emphasises adaptability and well-being.

[bookmark: _Toc214053843]The Trait Model of emotional intelligence
Measured using the trait emotional questionnaire, Trait EI is a concept that explores individual perception as well as the subjectivity and nuance behind the emotions of others and oneself. Unlike the ability model of emotional intelligence, this model attributes emotional intelligence to personality compared to mental competencies. The model also recognises that “ there is no archetypal emotionally intelligent individual whom all leaders, managers and employees should strive to emulate in order to succeed. Emotions are known to distort human judgement and decision making” (Shafir & LeBoeuf, 2002, as cited in, K.V.Petrides, 2010). This incredibly delicate approach towards emotional intelligence recognises that it exists on a spectrum that is personal to each person. On the one hand, within the workplace, this form of emotional intelligence could prove to be very constructive in terms of boosting creativity since each employee will have a very different approach while working. On the other hand, the concept of defining emotional intelligence as being more intuitive as opposed to being scientific can undermine its importance and prevalence within a professional setting.
Another drawback is that it is a qualitative measure that cannot necessarily be quantified for easier interpretation, which can take away from the reliability of any results of surveys taken. By recognising that emotional traits differ from person to person, the model clarifies the reason why employees from multigenerational cohorts may approach emotional intelligence in diverse ways
                                                                                                                                                                                                                                                                                                                                                                             
Emotional Intelligence and Leadership
A leader is instrumental in organising group efforts and ensuring company operations run smoothly and efficiently: while this requires a huge amount of practical knowledge and logic, emotional intelligence is a huge factor in guaranteeing effective communication between team players within firms. Within the business world, “leadership is an important factor that determines the way employees behave and the degree to which they are exploited” (Burundas, 1992) – from this, we can infer that the decisions of managers or other senior members within a hierarchal organisational structure have to be influenced not only by the objectives of the firm itself (for example profit maximisation) but by a general inclination to treat employees sensitively and tastefully in order to avoid conflict. 
[bookmark: _Toc214053844]A successful leader in the workplace will embody the vision of the firm itself and almost become an embodiment of the values and goals the company aims to reach, which, as a result, should inspire employees. The leader acts as a mentor for the people they are managing and must therefore approach their leadership methods in a very graceful manner, through providing employees with constructive advice and avoiding harsh, potentially insensitive feedback. Perseverance, patience and support are the key factors in garnering respect, which can only be done when providing employees with a reason to resonate with the firm. In this sense, a manager’s leadership acts as the bridge between the intangible objectives and aspects of the company and the employees themselves. 
Understanding Generations
Nowadays, the companies are working in an environment that is challenging. One of these challenges is the multigenerational workers in the workplace. This workforce is currently  made up of a multi-generational workforce which include the following categories of generation(Gen): The Gen X, Gen Y and Gen Z.
According to Strauss and Howe generational theory (1991), people born in the same historical era share similar common values and behaviours as they are influenced by the same social, cultural and political environment (Strauss and Howe, 1991), and these shared things can shape the leadership styles and strategies that are most effective in engaging and motivating them. These shared values and behaviours are evident in their ways of working, perceiving and expressing emotions. The following section will talk about these generational groups, called cohort as well, and their characteristics.
The profile of the generations and their characteristics
Generation X
The Generation X was born between 1965/1977. It is called the baby busters or the lost generation. This generation has witnessed the shift from tools like typewriters to the information technology such as the computer. The Gen X has worked a lot as their aim has been only the salary to secure a stable life. Among their characteristics is patience, work discipline, cut out distractions at work and focusing effectively when doing multiple tasks. This highlights their ability to control their emotions when under pressure(Machova et al.,2020). 
Generation Y
Generation Y, also called millennials, represents a large demographic group whose values, behaviours, and preferences has significantly shaped, and continue to shape, various aspects of contemporary society( Tomar and Sharma, 2025). Born between 1980s and 1990s, this cohort has grown up during a period marked by the integration of technological innovation and historical changes( Tomar and Sharma,2025).   

 Generation Z
This cohort, Typically born in the period between 1990s and 2010s, has been raised in an era characterised by digital technology, social media, internet, socially connected and developed their ways of communicating. This cohort is proficient when it comes to finding effective and efficient solutions through maximising usage of technological resources, which massively cut down on research and development costs for firms at times. With such an internet-savvy generation however, social intelligence and emotional intelligence can often become weak and hard to come by, which is why, when recruiting younger workers, it is essential that training programmes are carried out to acclimatise otherwise unsociable individuals.

EI characteristics for recruitment across generations
When recruiting employees from diverse generations, the leaders have to take into consideration that these Gen X, Y and Z show various and contrasting emotional intelligence  characteristics that these cohort developed certain traits as a result of the era in which they lived. 
[bookmark: _Toc214053845]The Gen X demonstrate a high level of emotional self-reliance, adaptability, and stress tolerance( Smola and Sutton, 2002). This generation demonstrate strong emotional regulation, problem-solving, prefer direct communication(Tweng,2010). However, millennials value interpersonal connection, feedback and collaborating work arrangements, show strength in empathy, social awareness and relational communication. All these competencies aligned with Goleman’s (1998) mixed model of emotional intelligence. The leaders may need to evaluate resilience and emotional regulation under pressure( Deal, Altman and Robelberg, 2010). According to Howe and Strauss(2009), this generation is characterised by seven core traits that include team-orientation, high achievement motivation, self-confidence, a preference for traditional values, work under pressure. Generation Z, in the workplace, values flexibility, autonomy, and transparency. Without these condition, this cohort might be less productive and less engaged( Bashra, 2011; as cited in Tolani et al., 2024). Moreover, as they get used to technology, they favour fast access to information at work. This generation values individual work and to be accountable for it rather than the team-work ( Dan Schawbel, 2014; as cited in Tolani et al.,2024). But, the leaders have to address this by encouraging them to socialise with the other workers.



Conclusion

In conclusion, the aim of this report has been to explore the implications of emotional intelligence within the workplace, as well as its importance in making successful decisions making and ensuring both employees and the management team feel satisfied and appreciated. In order to avoid a build-up of tension and ill-mannered actions within the workplace, it is important that all workers receive guidance on how to navigate difficult social and emotional situations, whether it is on an individual level or on a more collective level. 
Recommendations
As emotional intelligence is a learnable and evolving skill, so, a proper training can be suggested to the leaders for the multigenerational workers
1- EI assessment should be integrated into recruitment to evaluate the candidates’ ability to manage their own emotions and understand others’ as well.
2- EI test scores should be treated as meaningful  indicators during hiring decisions in the recruitment.
3- Employees should participate in EI workshops organised by qualified specialists and counsellors to enhance emotional competencies. 
 4- mindfulness-training course would decrease mind wandering and improve cognitive performance. 
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