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In today’s fast-paced and often unpredictable work environments, navigating emotions—both our own and those of others—has become a defining factor of professional success. Emotional intelligence (EI), the capacity to recognize, understand, and manage emotions effectively (Goleman & Cherniss, 2024), plays a pivotal role in shaping workplace dynamics. High employee turnover, stress, and disengagement continue to challenge industries worldwide, particularly in sectors like hospitality, where demanding conditions can lead to dissatisfaction and instability.
Perkins and Schmid (2019) emphasize that self-awareness is the cornerstone of effective communication and interpersonal skills, both of which are deeply intertwined with EI. When properly developed, EI fosters stronger workplace relationships, minimizes conflict, and enhances job satisfaction—key ingredients for a thriving workforce (Lima, Spahi, & Shala, 2022). This report explores the role of EI in the workplace, with a particular focus on its benefits in employee retention and performance. Additionally, it examines how organizations can implement EI development programs to cultivate a more emotionally intelligent workforce.
To contextualize these insights, this report will analyse EI within Mitchells & Butlers plc, a leading company in the UK hospitality industry. As Utete (2024) highlights, the hospitality sector faces some of the highest turnover rates across industries, making employee retention a persistent challenge. By investigating the gaps in EI application within this sector, this paper aims to shed light on how emotional intelligence can serve as a transformative tool for improving workforce stability and overall business success. 
This report opens with an overview of Mitchells & Butlers plc, setting the stage for an exploration of its operational challenges. It subsequently delves into essential models of emotional intelligence (EI) and highlights their significance. The discussion then shifts to the importance of EI in the workplace, followed by an examination of its application within M&B. A critical evaluation of various EI models is presented before offering recommendations for enhancement.
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Figure 1 - Source – Mitchells & Butlers Our Values 
Mitchells & Butlers plc (M&B) stands as one of the premier operators of pubs, bars, and restaurants in the United Kingdom, boasting a rich history that traces back to the 19th century. The company oversees a diverse portfolio of renowned hospitality brands, including Harvester, Toby Carvery, All Bar One, and Miller & Carter. With a presence of over 1,700 establishments across the nation, M&B serves millions of customers annually, delivering a wide range of dining and drinking experiences tailored to various demographics and preferences (MarketLine Advantage 2024).
Based in Birmingham, Mitchells & Butlers (M&B) has positioned itself as a significant player in the UK’s hospitality sector, employing over 50,000 staff across its venues (Mitchells and Butlers Annual Report, 2024). The company provides exceptional customer service, upholding strong brand identities, and continually adapting to shifting consumer trends. Its business strategy emphasizes enhancing customer experience, improving operational efficiency, and innovating menu offerings to maintain competitiveness in a dynamic market.
Despite its long-standing success, M&B, like many in the hospitality sector, faces significant challenges, particularly concerning employee retention and workplace dynamics. According to Narayanan, Rajithakumar, and Menon, (2019) Human resource management is the most crucial factor in successful productivity in businesses. The nature of the hospitality industry often results in high staff turnover, with employees frequently leaving due to demanding working conditions, irregular hours, and limited career progression opportunities. This persistent issue places pressure on recruitment, training, and overall business performance, making it essential for M&B to explore strategies that enhance employee satisfaction and long-term commitment.
Emotional intelligence (EI) plays a crucial role in addressing these challenges by fostering better communication, teamwork, and leadership within the organization. As a service-driven business, M&B relies heavily on its workforce to create positive customer experiences, making employee well-being and engagement key priorities. By incorporating EI development programs, M&B could strengthen interpersonal relationships, reduce workplace conflicts, and improve overall job satisfaction. 
In recent years, M&B has implemented various initiatives to enhance employee development, including leadership training programs and well-being support. However, there is still room for improvement in embedding EI principles into daily operations. Understanding how EI models can be applied within M&B can provide valuable insights into improving staff retention, job performance, and overall business success.
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Over the last four decades, emotional intelligence (EI) has gained widespread recognition and has been extensively researched in workplace settings. Originally conceptualized by Salovey and Mayer in 1990 (Pellitteri, 2022), EI gained prominence following Goleman’s 1995 publication, Emotional Intelligence: Why It Can Matter More Than IQ (Todorova, 2024). This sparked further academic exploration, leading to the development of various EI models. Mayer and Salovey (1997) introduced the ability model (Joseph & Newman, 2010; Pellitteri, 2022), which comprises four key components: emotion perception, the ability to recognize emotions in oneself and others; emotion understanding, which involves interpreting emotional signals; emotion facilitation, the use of emotions to enhance reasoning and problem-solving; and emotion regulation, the ability to manage emotions effectively (Lima, Spahi, & Shala, 2022). These components serve as a foundation for developing EI in professional environments, and enhancing communication, leadership, and teamwork.
Goleman’s 1998 Emotional Intelligence Theory consists of five essential components that contribute to emotional intelligence: self-awareness, self-regulation, motivation, empathy, and social skills (Goleman & Cherniss, 2024; Pellitteri, 2022; Todorova, 2024). Self-awareness involves the capacity to recognize and understand one’s emotions, strengths, and weaknesses. Self-regulation refers to the effective management of emotions, maintaining control in stressful situations, and adapting to change. Motivation represents the internal drive to achieve goals, persist in the face of challenges, and sustain a positive outlook. Empathy is the ability to recognize and comprehend the emotions of others, which fosters stronger relationships and enhances effective communication. Finally, social skills encompass the ability to build rapport, manage conflicts, and lead effectively in both social and professional settings. Goleman’s model underscores the significance of these five domains for success in personal and professional endeavours, making it a valuable framework in leadership development, workplace training, and emotional intelligence coaching.
In 2002, Goleman reconstructed his EI model, tailoring it for leadership and workplace context (Pellitteri, 2022). The reconstruction of his EI model focused on organizational success and team dynamics through four key stages. Firstly, self-awareness involves recognizing one’s emotions and their impact. Secondly, self-management emphasizes emotional control and adaptability. Thirdly, social awareness focuses on empathy and understanding group dynamics. Finally, relationship management includes leadership, conflict resolution, and influence, fostering effective collaboration and workplace success.
Goleman’s 2002 Emotional Intelligence (EI) model has been chosen as the preferred approach for cultivating EI within M&B, given the challenging nature of the workplace environment, which is marked by a diverse customer base, high stress levels, and concerns regarding employee retention. The hospitality and service industry necessitates strong emotional regulation, interpersonal skills, and adaptability—qualities that are central to Goleman’s framework. His model encompasses self-awareness, self-management, social awareness and relationship management, equipping employees with essential tools to manage stress, enhance communication, and build resilience. Self-awareness enables employees to identify their emotional triggers, while self-management helps them maintain composure in high-pressure situations. Social awareness nurtures perseverance, and relationship management strengthens relationships with customers, and social skills improve teamwork and conflict resolution. By adopting this model, M&B can bolster employee well-being, enhance service quality, and ultimately cultivate a more productive and emotionally intelligent workforce, thereby reducing turnover and fostering a positive workplace culture.
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Emotional intelligence (EI) is essential in today’s dynamic workplace, where high turnover, stress, and demanding job roles contribute to employee dissatisfaction and decreased productivity. Eyoun, Guo, and Shammout (2025) emphasize that employees struggling to balance work with social or family responsibilities often experience emotional exhaustion, negatively impacting their well-being, performance, and commitment to the company. In the hospitality industry many employees feel over-worked and increasingly stressed, due to high employee turnover. Utete (2024) notes that the hospitality industry faces significantly higher turnover rates than other sectors, making employee retention a persistent challenge.  By fostering EI within the organisation, managers can help employees by offering specific manage stress, strengthen resilience, and stay motivated, ultimately reducing burnout and improving overall workplace effectiveness. 
At the organizational level, EI is key in facilitating productive workplace interactions. Research by Lima, Spahi, and Shala (2022) underscores that EI enhances a team’s ability to recognize and follow behavioural norms that stimulate collaboration and cohesion. By equipping employees with the skills to navigate role ambiguities between teams and departments, organizations can create a clearer operational framework. This clarity fosters trust among employees and contributes to a sense of collective achievement.
Effective management grounded in emotional intelligence (EI) provides a competitive advantage by cultivating robust interpersonal relationships, facilitating clear communication, and nurturing a supportive workplace culture. Managers with high EI can recognize employee concerns, constructively address conflicts, and foster an environment where employees feel valued and acknowledged. This approach results in increased job satisfaction, lower turnover rates, and enhanced productivity. Furthermore, organizations that prioritize EI are better positioned to adapt to market changes and sustain long-term success. Ultimately, EI is not only vital for individual well-being but also serves as a strategic asset for sustainable business growth.
In the case of M&B being a huge competitor in the hospitality industry, employee retention is an area of extreme concern. Utete (2024) notes that the hospitality industry faces significantly higher turnover rates than other sectors, making employee retention a persistent challenge.  
[bookmark: _Toc1675769019]Application of EI MODELS TO THE CHOSEN ORGANISATION
Self-awareness is crucial in the context of M&B, where servers embody the company’s values and are tasked with providing exceptional customer service. However, delivering outstanding service can be difficult without a strong sense of self-awareness. According to Lagrosen and Lagrosen (2022), the increasing demands and workforce reductions put significant pressure on a smaller number of employees, resulting in stress, burnout, and dissatisfaction. In such circumstances, self-awareness becomes vital to prevent personal frustrations from negatively impacting customer interactions. By recognizing and effectively managing their emotions, employees can maintain a level of professionalism that ensures customers receive a positive experience, even amidst the challenges faced in the workplace.
Self-management is crucial in the hospitality industry, where employees must consistently regulate their emotions and maintain professionalism in high-pressure environments. According to Miao, Humphrey, and Qian (2021), hospitality jobs are inherently emotionally demanding, requiring workers to manage stress, control impulses, and adapt to unpredictable customer interactions. This challenge intensifies in M&B enterprises, where alcohol consumption often heightens customer unpredictability. In such situations, self-management allows servers to remain calm, composed, and resilient, ensuring quality service and preventing conflicts. Developing emotional intelligence skills, such as resilience and emotional control, helps employees navigate these challenges, enhancing both customer experience and workplace well-being.
Social awareness is vital for employees at M&B, as it equips them to effectively manage challenging customer interactions, particularly with intoxicated or frustrated guests. Employees who possess strong social awareness can empathize with customer concerns, helping to de-escalate potentially volatile situations. By recognizing nonverbal cues, such as body language and facial expressions, servers can identify dissatisfied guests early on, allowing for proactive problem-solving. By addressing issues before they escalate, employees can enhance customer service and contribute to a more positive dining experience. Moreover, social awareness promotes stronger teamwork, enabling employees to better support one another in high-pressure situations.
 
Relationship management is a crucial element of (EI) within the context of M&B, significantly influencing both customer interactions and team dynamics. As noted by Sota, Chaudhry, and Srivastava (2020), strong relationship management skills are integral to effective customer relationship management and the promotion of successful teamwork in the workplace. By cultivating positive customer relationships, businesses foster a welcoming environment that encourages repeat patronage. Furthermore, employees who possess high EI in relationship management are better equipped to communicate effectively, which reduces misunderstandings and enhances interactions with both customers and colleagues. This skill set not only improves collaboration and conflict resolution but also contributes to overall workplace harmony, ultimately resulting in superior service and increased team efficiency.
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Building on research from Joseph & Newman (2010), Lima, Spahi, & Shala (2022), Goleman & Cherniss (2024), and Todorova (2024), a comparative table has been created to critically analyze the three most influential emotional intelligence (EI) theories. This table offers a structured evaluation of their key components, applications, and effectiveness, particularly in workplace settings. By comparing these models, the analysis underscores their strengths, limitations, and practical significance in promoting the development of emotional intelligence. This approach facilitates a comprehensive understanding of how each theory contributes to employee performance, leadership, and organizational success in contemporary professional environments.
	Aspect
	Mayer and Salovey ability model (1997)
	Goleman’s Model (1998)
	Goleman’s model
(2002)

	Definition
	Cognitive ability to use and process emotions effectively
	Emotional Intelligence is a dynamic skill set
	EI is essential in leadership and the workplace

	Key components
	· Emotion perception
· Emotion understanding 
· Emotion facilitation
· Emotion regulation
	· Self-awareness
· Self-regulation
· Empathy
· Motivation 
· Social skills
	· Self-awareness
· Self-management
· Social awareness
· Relationship management

	Application
	 Mainly used in academic research on EI 
	Commonly used in personal and professional development and leadership training
	EI directly applied to leadership and workplace performance


	Practicality
	Has a theoretical approach with limited workplace usage
	Has practical advantage in workplace settings around the world
	Has practical advantages in professional growth and leadership styles

	Strengths
	· Focuses on the relationship between emotions and the cognitive process
· Based on intelligence models
	· Connects EI to career success and increased productivity
· Includes a vast range of emotional and social aspects
· Effortlessly used in leadership and workplace settings
	· Designed for organisational success
· Is viewed as holistic and well-rounded by many scholars
· Widely recognised and used in workplace settings

	Weaknesses
	· Limited social awareness 
· Lacks leadership capabilities
· Hard to measure
	· Self-disclosure can be uneven
· Is unclear to measure
· Overlaps with personality traits
	· Lacks a clear measurement tool
· EI Training depends on willingness of the individual 


 
Mayer and Salovey’s Ability Emotional Intelligence (EI) Model is highly regarded in academic research due to its scientific rigor and methodical approach to understanding emotional intelligence. This model defines EI as a cognitive ability, emphasizing an individual’s capacity to perceive, understand, facilitate, and regulate emotions. While this theoretical framework is beneficial for research and psychological assessments, its practical application in workplace settings is limited. The model does not specifically address real-world leadership challenges, employee engagement, or team dynamics, which diminishes its relevance for organizations striving to cultivate EI among their workforces.
In contrast, Goleman’s 1998 EI model enjoys strong support in the literature, particularly for its relevance in professional environments. This model highlights how EI impacts employee performance, teamwork, communication, and overall job satisfaction, rendering it a practical tool for workplace development. Goleman identifies four core components of EI—self-awareness, self-management, social awareness, and relationship management—that directly correspond to workplace challenges, providing a clear roadmap for employee training and leadership development.
Additionally, Goleman’s 2002 model was specifically revised for leadership and organizational training, enhancing its practicality for managers, executives, and business leaders (Eyoun, Guo, and Shammout, 2025; Goleman and Cherniss, 2024). By concentrating on the development of emotional competencies that boost leadership effectiveness, this model offers a structured approach to improving workplace culture, enhancing employee retention, and increasing overall productivity.
 
While Mayer and Salovey’s model excels in scientific accuracy and theoretical depth, Goleman’s EI models are far more applicable in professional contexts, delivering actionable strategies for enhancing workplace relationships, communication, and leadership (Joseph and Newman, 2010). Given the demands faced by contemporary organizations, Goleman’s 2002 model emerges as the more effective option for businesses aiming to enhance EI within their workforce.
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Based on the findings presented in this report, a key recommendation for M&B is to enhance employee job satisfaction by recognizing emotional intelligence (EI) behaviours and promoting a healthy work-life balance. The hospitality industry is well-known for its high employee turnover, as highlighted by Utete (2024), making employee retention a critical focus. One effective strategy to address this issue is implementing employee recognition programs that reward staff for exemplifying EI-driven behaviours, such as empathy, teamwork, and emotional resilience. Acknowledging and valuing these qualities can significantly boost motivation, engagement, and overall job satisfaction. Furthermore, promoting work-life balance initiatives—such as flexible scheduling, mental health support, and wellness programs—can reduce stress and burnout, leading to a more satisfied and dedicated workforce. As emphasized by Gilar-Corbi et al. (2019), "People with higher levels of EI are more satisfied with their jobs," underscoring the importance of fostering EI to create a positive workplace culture at M&B. 
The second key focus for M&B is to enhance team communication, thereby fostering a more collaborative and emotionally intelligent workforce. Lima, Spahi, and Shala (2022) highlight that teams with strong emotional intelligence (EI) components exhibit more cooperative behaviours, resulting in improved team dynamics and workplace harmony. To facilitate this, monthly team meetings should be established to promote open discussions about daily activities, challenges, and work-life balance. These meetings would serve as a platform for employees to express concerns, provide feedback, and strengthen relationships within the team. Furthermore, one-on-one appraisals centred on EI development would be advantageous for nurturing a culture of constructive feedback and active listening. These sessions would allow employees to share their experiences while management can offer personalized guidance and support. By prioritizing effective communication and emotional intelligence, M&B can cultivate a more engaged, motivated, and cohesive team, ultimately enhancing workplace satisfaction and performance.
The final recommendation for M&B is to implement Emotional Intelligence (EI) training programs aimed at enhancing employees' skills in self-awareness, self-regulation, social awareness, and relationship management. Koc and Boz (2020) emphasize that both in-person and online training using real-life hospitality scenarios can significantly aid employees in managing customer interactions more effectively. These workshops will concentrate on recognizing non-verbal cues, allowing staff to identify and address dissatisfied customers proactively before issues escalate. Moreover, incorporating mindfulness and emotional regulation training will provide employees with valuable techniques to handle workplace stress and pressure adeptly. Another essential component of the EI training should involve de-escalation strategies, equipping employees to professionally and confidently navigate difficult situations with intoxicated customers. By establishing structured EI workshops, M&B can cultivate a more emotionally intelligent workforce, thereby enhancing customer service, strengthening team collaboration, and reducing workplace stress, ultimately fostering a more positive and productive work environment.


Implementation plan
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Figure 2 - Source – Author
Figure 2 presents a structured improvement plan for M&B, aimed at cultivating a more emotionally intelligent and inclusive workforce. A pivotal component of this plan involves assessing individual employees, enabling management to identify areas for enhancement and develop customized emotional intelligence (EI) training programs. By tailoring development plans to address specific challenges, employees can enhance their emotional intelligence skills, leading to improved stress management, communication, and teamwork. Furthermore, ongoing evaluation and continuous improvement in EI development will mitigate burnout and job dissatisfaction, ultimately creating a more positive and productive work environment. Koc and Boz (2020), along with Lima, Spahi, and Shala (2022), highlight that consistent investment in EI training and assessment fosters a happier, more resilient workforce. By implementing this structured approach, M&B can enhance employee well-being, increase retention rates, and elevate overall workplace performance.

[bookmark: _Toc542905568]CONCLUSION
Emotional intelligence (EI) is a vital component in influencing workplace success, employee well-being, and the effectiveness of leadership. A comparison between Mayer and Salovey’s Ability Model and Goleman’s EI models from 1998 and 2002 underscores the practical advantages inherent in Goleman’s approach, especially in the realms of professional and leadership development (Pellitteri, 2022). While Mayer and Salovey’s model offers a scientifically validated framework, its limited applicability in workplace contexts renders Goleman’s models more relevant for organizational implementation, particularly in the case of Mitchells & Butlers (M&B). Here, the ability to manage stress, facilitate customer interactions, and enhance team collaboration is paramount (Todorova, 2024;  Eyoun, Guo, and Shammout 2025; Utete 2024).
Developing an emotionally intelligent workforce at M&B through focused EI training, improved communication strategies, and leadership development initiatives will yield significant benefits. By adopting the proposed recommendations and a structured improvement plan, M&B can enhance employee job satisfaction, decrease turnover, and cultivate a more resilient and engaged workforce (Lima, Spahi, and Shala, 2022; Sota, Chaudhry, and Srivastava 2020). Acknowledging and rewarding EI-driven behaviours will motivate employees to refine their self-awareness, social awareness, and relationship management skills, ultimately boosting customer service and teamwork. Furthermore, structured training programs in stress management and de-escalation techniques will equip employees with the essential skills to navigate high-pressure situations effectively.
As the modern workplace continues to evolve, the role of emotional intelligence will become increasingly significant in shaping the future of work. Organizations that prioritize the development of EI will not only foster a more positive and productive work environment but will also secure a competitive advantage in employee retention, leadership effectiveness, and overall business success (Lima, Spahi, and Shala, 2022; Sota, Chaudhry, and Srivastava, 2020). For M&B, investing in emotional intelligence strategies is not merely a short-term solution but a long-term commitment to nurturing a workforce that can thrive in a dynamic and demanding industry. Looking ahead, EI will remain a cornerstone of workplace success, driving innovation, adaptability, and organizational growth.
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