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[bookmark: _Toc18184337]Organizational Background
Having work based experience at Dallas Chicken & Ribs, the study has chosen Dallas chicken as the case company. Dallas Chicken is a medium size restaurant chain in the UK that aims to be leader in the UK in the restaurant industry. Rather, it is the result of long term industry and work experience. Dallas chicken provides numerous delicious, tasty, and high quality food and beverage items to customers, including chicken, fried chicken, grilled chicken, burger, and so on (Dallas Chicken, 2019). The organization follows flat organizational structure in order to avoid unnecessary hierarchical level. The CEO of Dallas Chicken directly manages the function and activities of accountants, legal, distribution, marketing, finance, warehouse, human resource management, and IT. The organization provides coaching, mentoring, succession planning, and several development programs to improve and promote the emotional intelligence of their employees. Given that the study will apply the workplace context of Dallas chicken to analyze key theories, concepts, and models of Dallas Chicken.

[bookmark: _Toc18184338]Task 1
[bookmark: _Toc18184339]Emotional Intelligence 
Emotional intelligence (EI) is not a new concept but has become increasingly important to manage the changes of internal and external business environment. Academicians and scholars argued that emotional intelligence is a key employability skill, required to acquire by employees to harness their full potentials (Cherniss & Goleman, 2011). Alternatively, emotional intelligence can be defined as a systematic process of managing the emotion of own and others by harnessing individual competencies, such as conscientiousness, and adaptability. However, drawing upon the above arguments, the current study assumes that emotional intelligence is an intrapersonal capability of an individual or employee by he/she can control own as well as other’s emotion through using own competencies, personality traits, and abilities (Boyatzis et al., 2000). 
In today’s dynamic and competitive business world, organizations apply the concept ‘emotional intelligence’ in various ways. For example; managers apply emotional intelligence to operate management functions, such as planning, organizing, leading, controlling, and monitoring. In contrast, leaders harness emotional intelligence to create a better workplace relationship. However. I noticed the use of emotional intelligence by the line manager of Dallas Chicken at the time of my working experience. For example; the line manager processed his emotional in a conscious way by taking control over his negative thoughts, avoiding jargons, empathy, and so on. In summary, EI can be defined as the intrapersonal power or capability of an employee to manage the own emotion and the emotion of his/her subordinates with an aim to optimize certain benefits or objective. 
[bookmark: _Toc18184340]The importance of developing workplace EI
A large number of previous studies (e.g. Boyatzis et al., 2000; and Cherniss & Goleman, 2011) have been performed to identify the importance of Emotional Intelligence (EI) in personal life as well as professional life, therefore, it is difficult to illustrate the significant of developing EI in professional environment or workplace. For example; Cherniss & Goleman (2011) stated that emotional intelligence plays an active role to resolve workplace conflicts .The reason is that emotional intelligent individual is more likely to manage own emotion and others’ emotional consciously. For example; the managers at Dallas Chicken applied his interpersonal, intrapersonal, leadership, and communication skill to manage workplace conflicts. Goleman (2006) claimed that organizations often workplace conflicts, such as agency problem. Agency problem is the result of information asymmetry between manager and owner. For protecting own interest, managers often devaluate the interest of shareholders. In this case, the emotional intelligence of CEO or executives enable to resolve agency problem. To sum up, the emotional intelligence has a significant role in resolving workplace conflicts. 
Boyatzis et al., (2000) illustrated that emotional intelligence does not only resolve workplace conflict, but also strengthens organizational performance and workplace relationship. For example; emotional intelligence allows an individual to properly understand situational demand and take necessary actions. In the UK, the BREXIT issue has generated numerous uncertainties to Dallas Chicken in terms of supply chain, human resource management, warehouse management, and so on (Dallas Chicken, 2019). For example; the implication of Brexit will create challenges on organizations to operate their business across the EU countries with free trade opportunities. By applying emotional intelligence, the CEO of Dallas Chicken has established a BREXIT monitoring committee that is responsible for tracking the changes and their impact on Brexit. In the context of organization, EI has a significant impact on improving and promoting financial and non-financial objectives of a business. Cherniss & Goleman (2001) claimed that effective emotional intelligent skills of a CEO contribute to develop a performance culture. 
According to Thomas et al., (2017), it is very difficult to measure the importance of emotional intelligence based on monetary terms. However, emotional intelligence contributes to improve strategic KPIs of an organization, such as return in investment, sales, growth, profits, cash generation, and so on. The authors explained that emotional intelligence is a powerful tool to strengthen workplace relationship. For example; the CEO of Dallas chicken has already taken numerous action plans to strengthen workplace relationship. These action plan include coaching, mentoring, trading and development, performance assessment, and communication skill development, and so on (Dallas Chicken, 2019). In contrast, EI plays a crucial role to increase the non-financial performance of an organization. The non-financial performance includes employee engagement, customer satisfaction, organizational commitment, and job satisfaction. Research found that emotional intelligent managers and leaders can better understand own and other’s emotion. Thus, they can be a role model towards their employees. Similarly, emotional intelligent sales staff can better understand and satisfy customer demand. To sum up, emotional intelligence contributes to increase both financial and non-financial performance of an organization by strengthening workplace communication, team working, mutual trust, and workplace collaboration. 
[bookmark: _Toc18184341]EI and Communication and Business advantage 
According to Goleman’s emotional intelligence framework, an individual can manage emotion by keeping a close eyes on his/her “self-awareness, self-management, social awareness, and relationship management” (Goleman, 2006). The model of framework properly describes the emotional intelligence in the workplace. However, Serrat (2017) claimed that Emotional Intelligence (EI) is a systematic approach of identifying, analyzing, assessing, and managing the emotion of own’s and other’s. For example; an individual can strengthen emotional intelligent skills by identifying own negative emotion, avoiding jargon or unnecessary vocabulary, respecting others, and bounce back from adversity (Goleman, 2006).
Further study by Thomas et al., (2017) identified that Emotional Intelligence does not only increase the emotional power of an employee, but also maximize the communication power of an employee, and the communication process of a firm depends on its organizational cultural. For example; the hierarchical organizational structure practices communication system based on top to bottom approach (Carson et al., 2016).However, at the time of my working period at Dallas Chicken, it was observed that the restaurant follows flat organizational structure to reduce the hierarchical level. To strengthen communication systems, the CEO of the restaurant has adopted numerous communication modes, such as employee forum, face to face meeting, social media platforms, workshop, conference, seminar, and so on. 
The concept of business advantage is widely defined as the benefits, obtained by an organization, through harnessing its resources and capabilities. Emotional intelligence is a powerful tool that maximizes the business advantages. Research found that the main reason of poor performance in todays’ business firm is poor communication system and lack of emotional intelligence among employees (Thomas et al., 2017). The research findings showed that poor communication increases the probability of workplace conflicts, which in turn deteriorates business performance. This indicates that poor communication acts as a barrier to enhance organizational performance.
Serrat (2017) illustrated that emotional intelligence plays a supportive role to strengthen communication system of an organization, therefore, the managers or leaders of an organization are more likely to manage and understand the emotion of their subordinates by employing their own emotion. They know what motivates their employees or how they will motivate. For example; the Dallas chicken has developed a performance culture, coupled with flat organizational structure, which enables employee to directly communicate with the CEO and executives and to share their opinions and ideas (Dallas Chicken, 2019). This contributes to reduce information asymmetry and workplace conflicts. 
However, in his research Goleman (2006) identified “a positive relationship between the emotional intelligence and organizational communication management”. The author illustrated that Emotional Intelligence (EI) is a powerful tool to avoid workplace conflict. For example; emotional intelligent leaders exercise inspirational leadership theory, which creates a sense of motivation and achievement among employees. This driving force does not only motivates employees, but also encourage them to harness their full potential. The first and foremost duty of a leader or manager is to ensure a fair and transparent communication system in the workplace. For example; Dallas chicken provides cultural training to their employees so that they can understand the organizational values, philosophies, and culture properly. 
By increasing workplace relationship, and facilitating workplace collaboration, the linking between EI and effective communication management system contribute to achieve organizational sustainability and competitive edge. Furthermore, it contributes to improve and promote the financial and non-financial performance of a workplace. 
[bookmark: _Toc18184342]Summary
In summary, Emotional Intelligence (EI) can be defined is the extent to which an employee or individual can effectively manage the emotion of own and his/her subordinate with an aim to achieve a certain benefit or objective. The emotional intelligence has a significant role in resolving workplace conflicts. Emotional intelligence contributes to increase both financial and non-financial performance of an organization by strengthening workplace communication, team working, mutual trust, and workplace collaboration. The linking between EI and effective communication management system contribute to achieve organizational sustainability and competitive edge. 

[bookmark: _Toc18184343]Task 2
[bookmark: _Toc18184344]Goleman’s framework of emotional intelligent 
The Goleman’s framework of emotional intelligent is widely known as Goleman EI model, comprises of four important dimensions, including self-awareness, self-management, social awareness, and relationship management (Promis, 2008). According to Palmer et al., (2008), the key assumption of this model is that an individual can manage his/her own emotion and the impact of emotion on decision making as well as manage other emotion through these four important dimensions. 
The Goleman’s framework of emotional intelligent is widely introduced as the ‘Goleman EI Model’, comprises of four different but interrelated dimension, including “Self-awareness, Self-management, Social management, and Relationship management” (Promis, 2008). Palmer et al., (2008) stated that the key assumption of this model is that an individual can manage own emotion in terms of taking any decision and other emotion through the following four important dimension. 
[image: Image result for EI framework of Self-Awareness, Self-Management, Social Awareness, and Relationship Management]
Figure 1 Goleman framework of EI (Adopted from Goleman, 2006)
Self-Awareness: Peter (2010) depicted that self-awareness is an approach to identify own states, abilities, resources and competences that enable an individual to manage and control own emotion and it impact on own decision. The authors also stated that self-awareness has closely associated with self-management and social awareness. Palmer et al., (2008) illustrated that self-awareness allows the leader to increase emotional awareness and self-confident, and manage appropriate self-assessment. For instance; when I employed as the customer service assistant at “Dallas Chicken”, I conducted 360 degree survey that enables me to know my own states, abilities, resources and competences and enhance my self-awareness. 
Self-management: Cherniss & Goleman (2011) argued that self-management refers to controlling tool of emotional intelligence in terms of managing own states, abilities, resources and competences. The authors depicted that an individual or a leader should have several characteristics such as trustworthiness, adaptability, conscientiousness, drive to succeed and achievement, and ability to take initiative that enable to manage oneself. 
Social awareness: Self-awareness drives an individual to become social awareness. Palmer et al., (2008) argued that emotional intelligent is not confined to increase self-awareness, it motivates an individual to be aware his/her own surrounding. For example; I able to understand the actual policy, culture, and overall environment of Dallas Chicken and its employees, which indicates the improvement of my social-awareness. 
Relationship management: According to the Goleman’s EI model, the self-management ability and social awareness power of a leader drive to develop strong relationship management ability in a workplace (Promis, 2008). For example; as an emotional intelligence leader, my self-management ability and social awareness power enable me to develop strong relationship with my boss, peer group, and subordinates through motivating and influences other emotion, creating a bond, controlling own and other emotion, and team working and collaboration. 
To sum up, Goleman’s framework of emotional intelligent allows an individual or leader to manage his/her won emotion and other emotion and develop strong workplace relationship by increasing “self-awareness, self-management, social awareness, and relationship management”. 
[bookmark: _Toc18184345]Ability based model of emotional intelligence 
The key proposition of the ability based model of emotional intelligence is that an individual can manage and control his/her own emotion and other emotion by employing four important phases such as perceive own and other emotion, using own emotion, understanding and managing own and other emotion. 
According to Cote & Miners (2006), the ability based model enables an individual to contribute increasing organizational productivity and performance by managing, using, understanding own and other emotion. The authors also claimed that appropriate implication of this model allows an individual or leader to successfully manage and control own and other emotion and influence them toward organizational common objectives. 


[image: Image result for Ability based model of emotional intelligence]
Figure 2 Ability based model of EI (adopted from Rosete & Ciarrochi, 2005)
Similarly, Peter (2010) depicted that the model meets an individual development need by using four important components of the model. For example; when I worked at Dallas Chicken, I found that the leader of the firm successfully manages his own emotion and use his own emotional intelligence to understand the subordinates’ emotion. 
In their study, Rosete & Ciarrochi (2005) argued that perceive emotion is the first step of the model that enables an employee to identify his own emotion by measuring the extent of his own skills abilities, knowledge, and attributes. Cote & Miners (2006) depicted that perceive emotion allows an individual to assess and evaluate his or her own emotion. 
In the second step of ability based model, an individual can take strategic decision by using own emotion. To do this, he or she is required to control, and evaluate his/her own emotion, therefore, apply the emotional power or competence to understand and control the emotion of other people. For example; when I worked at the firm, I closely noticed that a service staff engages conflict with a customer, therefore, I used my own emotion to understand their emotion and resolved the conflict among them. 
According to Mayer & Saloveey (2005) the “understanding emotion” is the third step mof the model that enables an individual to understand the emotional cues of other. For example; the CEO of Dallas chicken understands other emotion by observing their personality traits, feeling, attitude, behavior, facial expression, and overall body language. Rosete & Ciarrochi (2005) stated that it is very much important to understand others emotion to motivate and influence them towards organizational goals and objectives. 
According to Peter (2010), managing own and others emotion is the final phase of ability based emotional intelligence model. The author also argued the extent of an individual emotional intelligence depends on successfully manage and control own and other emotion and identify best option to motivated other emotion towards organizational common goals. 
[bookmark: _Toc18184346]Bar-On model of emotional intelligence 
According to Bar-On model, “emotional intelligence as an array of non-cognitive capabilities, competences, and skills that influence one’s ability to succeed in coping with environmental demand and pressures” (Bar-on, 2006). However, the model is comprises of two important part. The first part deals with emotional social intelligence and the second part states the psychological aspect of the model (Peter, 2010). Peteides (2010) showed that the Bar-on Model comprises of the following dimensions that include “intrapersonal skills, interpersonal skills, adaptability, stress management, and general mode” 
[image: Related image]
Figure 3 Bar-on Model of EI (adopted from Bar-on et al., 2006)
According to Bar-On et al., (2006), the intrapersonal skills of an individual demonstrate his/her capabilities, competences, abilities that drive to manage emotion by increasing self-awareness, self-regard, independence, self-actualization, and assertiveness of an individual. Similarly, the interpersonal skills of an individual allow to develop strong relationship with colleague, subordinates, and boss by managing own and other emotion. 
Further study by Peter (2010) argued that the adaptability power of an individual enables to adjust with any unexpected satiation and increases flexibility power of an individual. For example; the adaptability power the leader of “Dallas Chicken” enabled to successfully manage all organizational functions. In addition, Mayer et al., (2000) argued that the stress management ability of a leader enables to manage any kind of organizational challenges and harness external opportunity. For example; the conflict management ability of customer service manager at Dallas Chicken motivates his subordinates to engage in work willingly. The final stage of Bar-on Model is general mood of an individual that enables to enjoy the life with positive attitude and behavior. 
In brief, the study found that Bar-on model the Bar-on model allowed a leader to manage and understand his or her own emotion by employing five important skills and abilities such as intrapersonal and interpersonal skills, adaptability of unexpected situation, and competences of stress management.
[bookmark: _Toc18184347]Summary
Goleman’s framework of emotional intelligent allowed an individual or leader to manage his/her won emotion and other emotion and develop strong workplace relationship by increasing the four important dimensions of the model. Further, it was found that the ability based model enabled an individual to successfully understand and manage the emotion of his/her and others. Furthermore, the Bar-on model allowed a leader to manage and understand his or her own emotion by employing five important skills and abilities such as intrapersonal and interpersonal skills, adaptability of unexpected situation, and competences of stress management. 
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[bookmark: _Toc18184349]Emotional intelligence and its importance at Dallas Chicken 
As mentioned earlier, EI can be defined as the intrapersonal power or capability of an employee to manage the own emotion and the emotion of his/her subordinates with an aim to optimize certain benefits or objective. Alternatively, emotional intelligence is a scientific process of utilizing own abilities or competencies to respond to various situation (Duggal, 2019). For example; the emotional intelligence of the CEO of Dallas chicken contributes to resolve various workplace problems, such as customer compliant, employee conflict, poor sales performance, external hazards, and so on. 
According to the emotional intelligent framework of Goldman (2005), emotional intelligence is the outcome of managing proper relationship among the key dimensions, including “self-awareness, self-management, social awareness, and relationship management”. On the other hand, Goleman (2006) claimed that emotional intelligent cannot defined by a single dimension of characteristic. Rather, it is a set of different competencies. This assumption is supported by the McClelland’s emotional intelligent framework. For example; the link between conscientiousness and adaptability allows an individual to be flexible in resolving problem. 
According to Florida Tech (2019) the competence of emotional intelligent of a leader allows to know the people with diverse background and culture may have separate emotion. Thus, they are required to respect to other’s emotion. This belief enables to increase workplace collaboration, facilitate mutual trust, and gain respect from others. Research found that emotional intelligence improves the soft skills of an individual employee, including decision making, interpersonal, intrapersonal, team working, motivation, problem solving, conflict management, leadership, management, and others skill. This leads to maximize the organizational performance and workplace productivity (Duggal, 2019). 
According to Michael (2018), poor emotional intelligent employees have poor ability to balance between work and personal life. This creates work stress in the mind of an individual employee. Therefore, emotional intelligent plays a crucial role to manage work stress. For evidence, the executive committees of “Dallas Chicken” support the management board to take important decision. The board has adopted strong remuneration and performance management policy to improve the skill and competence of executives, including succession planning (Dallas Chicken, 2019).  
To sum up, emotional intelligence has a significant role in strengthening the workplace relationship, such as the relationship between board and executive committees, and the relationship between business strategy and functional departments. Emotional intelligence, further, contributes to create an effective management system, which leads to gain competitive advantage. 
[bookmark: _Toc18184350] Mindfulness and its importance at Dallas Chechen 
In contemporary academic literature, there are numerous definitions of mindfulness. For example; Thomas et al., (2017) define mindfulness as an approach to keeping a close eye on a particular issue in terms of accomplishing specific goals. Alternatively, Serrat (2017) explained that mindfulness is an approach to processing own knowledge, abilities, competences, and intuition by taking control over own mind and body. For instance; the vision of the “Dallas Chicken” is to become the leading restaurant chain in the UK, and therefore, the CEO of the firm is required to apply his knowledge, abilities and attributes in a conscientiousness manner with an aim to achieve the organizational vision. 
According to Firestone (2019), the concept ‘mindfulness’ is directly associated with the brain function, more especially the immune system of an individual. There is a significant impact of mindfulness on changing the physical structure of an individual. Research found that mindfulness contributes to strengthen the working memory of an individual. This leads to strengthen knowledge management skill, information management skill, decision making, and problem solving skills. For example; the mindfulness of the restaurant manager of Dallas chicken allows to keep pace on predetermined organizational objectives, such as improving KPIs, employee engagement, organizational commitment, and job satisfaction (Smart Mind, 2019).
In brief, mindfulness is a scientific process of utilizing own mind and body to attain specific objectives or goals. There is a close association between mindfulness and brain function, such as immune system. Mindfulness does not only improve the working memory of an individual, but also helps resolve workplace conflict, and make important decision. 
[bookmark: _Toc18184351]EI and Competitive advantage 
In the contemporary management literature, there are several models, and theories that demonstrate the contribution of developing emotional intelligent for achieving competitive advantage. For instance; the Goleman’s EI framework is most cited model that shows the approach of developing EI, which in turn facilitates to achieve competitive advantage. 
The model demonstrates that an individual is required to be aware of own emotion prior to managing other’s emotion. For example; an individual needs to identify own negative emotion, and stressors. Then, he/she is required to overcome negative emotion and stressors by applying several tools. In the workplace, coaching, mentoring, motivational program, medication, knowledge test, and development approaches are widely used to develop emotional intelligent skills of an employee (Thomas et al., 2017). Self-aware employees are more likely to harness their full potentials. This contributes to gain competitive advantage. For example; at Dallas Chicken, the company provides time to time coaching and mentoring program in terms of developing employability skills of employee. This contributes to reduce staff turnover, and increase employee engagement. In the long term, it contributes to gain competitive advantage. 
Serrat (2017) claimed that the link between the social awareness and self-awareness contributes to manage workplace relationship properly. In contrast, self-awareness dimension plays a significant role in managing self properly. Therefore, the model shows the direct influence of developing emotional intelligent on organizational financial and non-financial functions and performance. 
Apart from this, the McClelland’s model of emotional intelligence shows that there is no single set of characteristics of emotional intelligence. Rather, organizations are required to create a different set of competences to practice emotional intelligence. Thus, organizations need to create alternative manifestations to harness emotional intelligence (Duggal, 2019).
In the practical context, organization can achieve competitive advantage through developing emotional intelligent power of its people or employees. For example; people are key driving force of an organization. Thus, the development and improvement of an individual employees mean maximizing organizational benefits. For example; Dallas chicken provides numerous development program to improve and promote the emotional intelligence skills of their employees (Dallas Chicken, 2019). 
In the short run, developing emotional intelligence of an employee incur costs. For example; during coaching or mentoring, employees learn more than working. However, developing emotional intelligence improves and promotes the skills, abilities, and traits of an individual. This generates long term organizational benefits, such as increasing profits, cash, growth, and so on. Moreover, it helps increase the percentage of employee engagement, and staff retention. 
Further study by Serrat (2017) showed that extensive leadership capability, communication skills, task allocation, delegation of power are the key outcomes of improving emotional intelligent of a leader or employee. For instance; the succession planning program at Dallas Chicken contributed to develop emotional intelligence of future leader. During the succession planning, Dallas chicken undertakes several strategic actions, such as knowledge test, survey, role play, problem solving, planning notes and discussion (Dallas chicken, 2019). This indicates that developing emotional intelligence contributes to prepare future leaders who contribute to achieve competitive advantage for the firm. 



[bookmark: _Toc18184352]Summary 
To conclude, Emotional intelligent (EI) has played a vital role in strengthening the workplace relationship, such as the relationship between board and executive committees, and the relationship between business strategy and functional departments. Emotional intelligence, further, contributes to create an effective management system, which leads to gain competitive advantage. Mindfulness is a scientific process of utilizing own mind and body to attain specific objectives or goals. There is a close association between mindfulness and brain function, such as immune system. Mindfulness does not only improve the working memory of an individual, but also helps resolve workplace conflict, and make important decision. In the short run, developing emotional intelligence of an employee incur costs. For example; during coaching or mentoring, employees learn more than working. However, developing emotional intelligence improves and promotes the skills, abilities, and traits of an individual. This generates long term organizational benefits, such as increasing profits, cash, growth, and so on.
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