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Introduction
Any organisation can handle the competitive environment of today's dynamic workplace by having emotionally intelligent employees. This essay highlights the importance of emotional intelligence (EI) in leadership, employee engagement, and customer satisfaction using Marks & Spencer (M&S), one of the leading businesses in Britain. Established in 1884, Marks & Spencer is a prominent retailer primarily operating in the United Kingdom (M&S, 2025). However, given the changing preferences of consumers and the continued high level of economic risk, leadership and interpersonal skills are crucial. Successful businesses are significantly impacted using emotional intelligence in the workplace.

The four components of emotional intelligence (EI) are self-awareness, self-management, social awareness, and relationship management, according to Goleman, Boyatzi, and McKee (2002). These skills support employees in developing professional relationships and leaders in managing stress and communication. A high EI can improve performance, customer satisfaction, and overall profitability because many retail firms depend on teamwork and customer interactions. This essay illustrates how M&S must cultivate an emotionally intelligent workforce given the unpredictability of the global environment. It is investigated how well emotional intelligence (EI) may enhance team cohesiveness and communication to achieve business advantages. In this analysis, the Goleman, Boyatzi, and McKee (2002) paradigm will be applied to evaluate M&S's EI strategies critically and offer recommendations for improvement. Therefore, it supports the idea that integrating EI is essential to long-term sustainability.

[bookmark: _Toc192401114]Key Models of Emotional Intelligence
A key component of management and human capital management, emotional intelligence (EI) influences decision-making and communication inside organisations. The ability to perceive, interpret, use, and regulate emotions for oneself and others is a personal competency (Goleman, Boyatzi, and McKee, 2002). A few theoretical frameworks that address workplace emotional competencies have offered emotional intelligence (EI) representations. In this section, we look more closely at the competency model by Goleman (2002), the ability model by Mayer and Salovey (1997), and the emotional-social intelligence model by Bar-On (2006). Goleman's competency model, however, serves as the basis for this analysis.

Goleman’s (2002) Model of Emotional Intelligence
Daniel Goleman's model is perhaps one of the most popular among the several models commonly employed in business and leadership studies because of its applicability from the standpoint of organisational success. Goleman breaks down EI into four areas, building on earlier research (Goleman, Boyatzi, and McKee, 2002).

Self-awareness: - is the capacity to recognise one's own attitudes, feelings, strengths, and weaknesses to make well-informed judgements.

Self-management: - is the capacity to control one's emotions and act responsibly and professionally, particularly when under pressure. The motivation to start and continue pursuing goals and objectives, exhibiting zeal and resolve in the pursuit of achievement.

Social awareness: - is the capacity to comprehend the feelings of others, cultivate relationships with others, and hone leadership abilities.

Relationship management: - includes motivation, good and solid working connections, effective communication, interpersonal skills, and the capacity to resolve conflicts.

Since Goleman's approach focusses on how emotional competencies translate into organisational success, leadership effectiveness, and employee well-being, it has a strong business application (Boyatzis, 2018). Emotional intelligence (EI) promotes improved customer connections, teamwork, and leadership regarding external issues influencing organisations, such as the Marks & Spencer (M&S) case particularly in the current global economic turmoil.

Mayer and Salovey’s (1997) Ability Model
Mayer and Salovey (1997) described emotional intelligence as a form of intelligence rather than a particular behaviour. Understanding, controlling, reasoning with emotions, and seeing emotions were all part of their four-tiered model of emotion (Mayer and Salovey, 1997). The ability model of leadership, in contrast to Goleman's, emphasises the measurement of emotional intelligence (EI) as a learnt response that influences cognitive decision-making. It has been useful in assessing people's emotional processing skills, but it does not include the competency framework that Zeidner, Matthews, and Roberts (2004) advocate for real-world implementation in organisations.

Bar-On’s (2006) Emotional-Social Intelligence Model
Bar-On (2006) introduced ESI as a theoretical framework, defining emotional intelligence (EI) as the interplay between social and emotional skills necessary for everyday functioning. His theory is relevant to personal development since it includes elements like stress management, flexibility, and interpersonal skills. In contrast to Goleman's paradigm, some academics have argued that the Bar-On model is too generic and inappropriate for the commercial setting (Mishar & Bangun, 2014).

Workplace Emotional Intelligence Development and Its Effect on Business
Digital revolutions, new consumer demands, and changing workforces present both new corporate opportunities and challenges as global economies grow more unpredictable. Marks & Spencer (M&S) works in the highly competitive retail industry, where effectiveness, customer attention, and capable leadership are valued (M&S, 2025). Despite the importance of these elements, M&S's workforce EI is essential for leadership, raising staff engagement, and strengthening customer connections.

Together, the domains of Goleman's paradigm assist business success by fostering the growth of a deep and emotional understanding in the workplace. This portion of the study centres on analysing M&S using Goleman's model and examining how Emotional Intelligence (EI) might enhance managerial communication and give the business a competitive advantage.

Applying Goleman’s EI Model to M&S Self-Awareness in Leadership & Performance
Self-awareness, which aids in understanding one's own emotions, abilities, and shortcomings, is one facet of emotional intelligence. According to Goleman, Boyatzi, and McKee (2002), employees in retail settings like M&S should be self-motivated to attain high performance, flexibility in market approaches, and responsiveness to customer expectations.

In addition to managing, store managers, for example, need to understand how their leadership style impacts team dynamics. Knowing their strengths, such as their capacity for stress management, will help a leader guide their team during times when sales are at their peak. Their decisions, however, could be easily influenced by outside factors, which could depress team morale or service quality.

Using reflective practices and 360-degree feedback, M&S can help employees become more self-aware. Employees can develop on a personal and professional level by acknowledging their emotions and getting feedback.


Self-Management Stress, Relationships, and Employee Engagement
Self-management includes the capacity to remain composed under duress as well as the will to strive for objectives, remain upbeat, and stick with difficulties. In the fast-paced workplace of Marks & Spencer, employees deal with a variety of difficulties, such as unforeseen operational disruptions, high workloads, and customer pressure. Effective stress management, a pleasant attitude towards clients and coworkers, increased customer satisfaction, and improved business performance are all made possible by emotional self-management abilities (Taylor, 2019).

Employees at M&S with strong self-regulation, for example, will respond to complaints about delayed product delivery in a calm and courteous manner, preventing resentment. According to Goleman, Boyatzi, and McKee (2002), self-regulating leaders can also lessen workplace anxiety and the chance of employee tensions rising. Motivated people are dedicated to the organisation's principles and look for methods to boost output (Goleman, Boyatzi, and McKee, 2002). For example, M&S retail employees with a strong sense of organisational identity would help customers, make product recommendations, and clean the store displays. Corporate workers must also provide solutions that advance the organisation, particularly those involved in supply chain management or digital transformation projects.

By offering stress management, emotional resilience, and mindfulness training, M&S may help staff members become more self-reliant. These steps assist staff in managing delicate circumstances, making wise choices, and enhancing interactions with clients. Employee rewards, training, promotions, and performance-based incentives are some ways that M&S might inspire its workforce. Respect from employers encourages employees to put in more effort, which boosts morale and results in a contented workforce.

Social Awareness Enhancing Customer and Employee Well-Being
The capacity to identify and comprehend other people's feelings is known as social awareness. Their demands must be carefully considered in retail, where providing excellent customer service is crucial. Customer loyalty and business reputation are directly impacted by the empathy concept. Customer demands can be met, problems can be fixed, and a pleasant shopping experience can be guaranteed by sympathetic M&S staff (Taylor, 2019).

When a consumer is having trouble finding an item, for example, a qualified M&S sales associate may proactively help. HR directors can also help employees who are struggling by cultivating empathy, which creates a pleasant work environment where everyone feels comfortable voicing issues.

By providing training in active listening techniques, diversity and inclusion, and customer service, M&S can foster social awareness. These skills improve client relations by fostering teamwork and encouraging staff to accept others' viewpoints.

Relationship Management Boosting Team Collaboration and Communication
Relationship management encompasses behavioural skills connected to interpersonal relationship management in social concerns such cooperation, verbal and written communication, and conflict resolution (Goleman, Boyatzi, and McKee, 2002). Since most employees in a major organisation like merchandising and marketing services work in several departments and branches, they need to be able to interact with others to optimise the flow of activities.

For example, seasoned M&S employees with the right interpersonal skills can manage conflict resolution, motivation, and delegation in the workplace. Because they can network effectively, people with social skills also avoid miscommunications and confrontations with their coworkers.
M&S can take steps like leadership development, team-building exercises, and communication classes to enhance interpersonal skills. Workers are more productive when open-door communication practices are in place because they can voice their opinions and complaints (Taylor, 2019).

EI, Management Communication, and Business Advantage
Management requires effective communication, and M&S's communication results are significantly impacted by EI. According to Taylor (2019), emotional intelligence enables conflict resolution, constructive criticism, and communication style adaptation. 

For example, a manager of a store must make sure that performance reviews are both factual and inspiring. A leader with excellent emotional intelligence makes sure that criticism promotes growth rather than deters. Corporate executives must also be truthful when disclosing strategic information to encourage employees' dedication.

Promoting the comprehension and use of emotional intelligence can help M&S improve managerial communication. Building relationships at work is facilitated by encouraging managers to actively listen to their coworkers and subordinates. Organisational integration and intergroup cooperation are enhanced by diplomatic and effective communication.

[bookmark: _Toc192401129]Emotional Intelligence as a Business Advantage
Businesses that take an emotionally intelligent approach see improvements in decision-making, customer satisfaction, and employee engagement. M&S is impacted in multiple ways by an emotionally smart workforce.

Increased Employee Retention: Talent retention is more effective for companies that recognise their staff.

Increased Customer Loyalty: Building a client-focused company, enhancing brand perception, and increasing customer happiness all depend on having a committed, sympathetic workforce (Taylor, 2019). 

Enhanced Adaptability: Employees with emotional intelligence are less sensitive to reduced status, and a more innovative workplace encourages M&S to adjust to changes in the market.

Employees will therefore be in a better position, organisational productivity will rise, and M&S will have a stronger position in the retail market if it concentrates on the development of its employees' emotional intelligence.

Summary
[bookmark: _Toc192401131]Since today's retail environment demands it, it is now crucial for M&S to cultivate an emotionally smart culture. M&S can improve customer relations, staff relations, and leadership effectiveness by putting Goleman's Emotional Intelligence model into practice (Goleman, Boyatzi, and McKee, 2002). Employee emotional intelligence is another crucial idea that is related to enhancing organisational culture and long-term success and is essential to communication flow in organisations. This raises the organisation's worth and helps M&S succeed by funding Emotional Intelligence training and development, which enhances worker and business performance. It becomes evident that emotional intelligence continues to be a crucial component that separates organisational success from stagnation or decline as organisations evolve, adapt, and change.



Evaluating Emotional Intelligence Models for Individual Development
The goal of emotional intelligence (EI) is to increase the effectiveness of leaders and businesses by influencing workplace procedures and teamwork. The strengths, shortcomings, and adaptation of Goleman's model to M&S's demands will all be critically examined in this section as it works towards its goals as a development tool.

Strengths of Goleman’s Model in Organisations
The EI model's relevance to workforce development and leadership is one of its main advantages. A key component is self-awareness, which allows a manager or employee to better understand their own emotional reactions and behaviour, which enhances interactions and decision-making. Given M&S's customer-focused approach, self-awareness empowers management to modify their leadership approach in accordance with corporate values, promoting moral leadership with social and emotional intelligence (Taylor, 2019).

At M&S, self-management is also crucial, particularly for retail workers who must deal with demanding situations like satisfying sales targets or irate clients. Highly self-regulating managers reduce conflict in the workplace, provide an example of professionalism, and foster a psychologically safe environment. Particularly in a business climate plagued by economic instability, this promotes stability within the organisation. 

Motivation also fits in nicely with M&S's objectives to keep workers engaged and productive (Goleman, Boyatzi, and McKee, 2002). In retail, where service quality is directly impacted by motivation, human resource efficiency is crucial for any organisation to have a competitive edge. Commitment, adaptability, and a results-driven mindset are examples of intrinsic motivation that apply to the retail sector.

Social awareness, the capacity to understand the ideas, emotions, and perceptions of others has a close relationship with M&S's operating model. An empathetic individual understands the needs of their clients and offers courteous service that encourages repeat business (Taylor, 2019). Employee satisfaction and turnover rates are impacted by the company-employee connection, which is improved by conscientious managers. Relationship management enables effective teamwork and communication. Due to M&S's cross-functional operations, interpersonal skills are essential. Strong social skills help managers effectively oversee their workplace, which fosters collaboration and increases output.

[bookmark: _Toc192401133]Limitations of Goleman’s Model
Even though Goleman's EI model has many uses, this research identifies some disadvantages when it comes to M&S. The model's breadth is the main source of criticism; it is unable to distinguish between learnt competencies and personality traits. Self-awareness and empathy, for example, can be cultivated, but other components of emotional intelligence are difficult to teach to all employees because of their connections to personality. This makes it difficult to create Emotional Intelligence (EI) training that results in small organisational gains.

The model's inability to specify a measuring standard in favour of utilising behavioural features is another flaw. Regarding the differences, it is important to note that Goleman's concept of EI depends more on subjective assessment, whereas Mayer and Salovey's ability model concentrates on psychometric data. As a result, M&S has trouble determining the EI levels of its employees and evaluating their growth.

Furthermore, although there are complicated cases, the model offers a linear approach to EI development. One may notice varying degrees of EI in those four traits depending on the employee's career status. In M&S's situation, a standardised training method to teaching EI might not consider how it adjusts to the conditions and learning process of the employees.

[bookmark: _Toc192401134]Comparing EI Models
Other EI models should be described to compare Goleman's model. The cognitive capacity to recognise, utilise, comprehend, and control emotions is another definition of emotional intelligence offered by Mayer and Salovey. Mayer and Salovey's technique, on the other hand, is more methodical and useful, providing standardised assessments for improving emotional intelligence. Given M&S, the ability model's emphasis on the cognitive foundations of emotion may offer a rigorous approach to calculating employees' EI ratings. However, it might not adequately address the behavioural and social aspects that are essential to leadership, particularly when it comes to interacting with clients.

A different method of relating psychological health and emotional intelligence is offered by Bar-On's Emotional Quotient Inventory (EQ-i). Given the pressures M&S employees face at work, this considers factors like flexibility and stress associated to the job. Because Bar-On's approach considers both psychological well-being and organisational success, it provides a better fit for developing a framework for emotional intelligence (EI) growth.

Suitability of Goleman’s Model for Individual Development at M&S
Goleman's methodology can be deemed appropriate for M&S to satisfy individual development needs, albeit its drawbacks. This issue aligns nicely with M&S's customer-focused business goal and the model's emphasis on developing the emotional intelligence needed to provide exceptional customer service.

More importantly, it includes social awareness and motivation for leadership, both of which are critical for staff retention and succession planning. Emotionally intelligent managers should create plans to encourage staff engagement and performance in a retail setting where client needs are always changing.

[bookmark: _Toc192401136]To improve its applicability, M&S should, take elements from other EI models. The EI assessment model would be more complete if Goleman's competency-based framework and Mayer and Salovey's cognitive approach were combined. Furthermore, applying Bar-On's stress management model would enhance workers' capacity to cope with pressure.

Suggestions and a Plan for Implementation
To improve performance by creating a skilled and driven team, M&S must foster emotional intelligence (EI), particularly during uncertain economic times. The following are tactical suggestions for incorporating Emotional Intelligence (EI) into M&S's framework, emphasising procedures and systems that promote unity and fortify ties between staff members and corporate principles.

Leadership Development Embedding EI in Management
Recommendation: Provide leaders with an Emotional Intelligence (EI) training program to increase their understanding of themselves and others.

Justification: Goleman, Boyatzi, and McKee (2002) claim that leaders with high EI encourage dedication and cultivate a positive attitude towards work. At M&S, leadership affects operations and culture. Management can address employee issues, encourage psychological safety, and increase motivation by receiving Emotional Intelligence training.


Implementation Plan: Make it mandatory for managers to complete emotional intelligence (EI) training that emphasises listening, self-worth, and compassionate management. To evaluate leadership development in emotional intelligence, use 360-degree feedback. You may also set up coaching programs where senior staff members teach juniors EI abilities.

Employee Training Boosting Resilience and Adaptability
Recommendation: All staff members should participate in an emotional intelligence (EI) training program that covers interpersonal skills, mindfulness, and emotional self-regulation.

Justification: Research indicates that people with higher emotional intelligence are more adept at coping, flexible, and collaboratively carrying out their tasks, all of which are beneficial for M&S's retail operations. AI automation means that workers need to be empathetic and have other socially orientated skills.

Implementation Plan: Use real-world M&S scenarios to conduct quarterly EI seminars (e.g., resolving customer complaints with empathy). To improve EI, use brief, online information processing sessions. To improve EI in conflict resolution, team leaders could include role-playing activities in meetings.

Communication Framework Improving Collaboration
Recommendation: Create a method of communication to increase transparency, zeal, and information exchange.

Justification: Information transfer is impacted by communication in high-EQ organisations. Emotionally intelligent communication boosts excitement and lowers employee turnover, claims Goleman (1998). Since M&S operates in multiple places, it is necessary to construct an efficient communication system to foster emotional ties.

Implementation Plan: Introduce "EQ Town Halls" so that staff members may talk about work-related concerns and get support from their peers. Track emotional processes with AI-powered communication platforms. Workers should develop feedback procedures for reporting leadership performance related to emotional intelligence.

Cultural Integration Aligning EI with Values
Recommendation: Rethink M&S's basic principles to emphasise EI and make sure it is used.

Justification: Teamwork, honesty, and gratitude for employees should be among the company's core values. The Emotional Intelligence (EI) concepts can be incorporated into M&S's corporate culture through a process of transformation that makes employees adopt them as routines.

Implementation Plan: Incorporate EI competencies into M&S's code of conduct. Create "Emotional Intelligence Champions" to lead the EI department. To honour staff members who possess great interpersonal skills and a high level of self-awareness, implement policies of praise and incentives.

Performance Management Measuring EI Growth
Recommendation: To improve the development and assessment of the performance management system, M&S needs to integrate EI metrics.

Justification: Conventional performance evaluations ignore emotional intelligence in favour of technical work. M&S will be able to monitor efficacy and guarantee adherence to appropriate behaviours with the introduction of EI assessments.

Implementation Plan: Include Emotional Intelligence (EI)-based performance metrics (emotional self-control, conflict resolution, and logic) in yearly evaluations. Employee cooperation and peer consideration can be measured through peer appraisals. Establish self-reflection diaries to assist staff in monitoring their emotional intelligence development.

Resilience Programs Boosting Emotional Wellbeing
Recommendation: Expand the focus on employee health to include social and emotional aspects as well as physical ones, particularly for frontline staff.

Justification: Stress at work affects output and employee attrition. Organisations that use EI-based techniques have more stable staff, claims Goleman (1998). M&S needs to supply emotional capital to keep the atmosphere healthy.

Implementation Plan: Add on-demand mental health services, such as chatbots powered by AI. Encourage flexitime or telecommuting to lessen burnout. Teach self-regulation and mindfulness through resilience training.

[bookmark: _Toc192401143]Conclusion
M&S can develop a workforce that is collaborative, emotionally savvy, and flexible by putting these suggestions into practice. These systems will help M&S achieve its strategic goals in a changing economic environment while improving employee engagement and performance. Not only would an emotionally aware workforce be a great asset, but it will also give M&S the competitive edge it needs to succeed in the long run.
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