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1. INTRODUCTION
Emotional intelligence (EI) has become a critical concept in modern organisations, influencing leadership effectiveness, employee engagement and overall workplace performance. The concept was first introduced by Salovey and Mayer (1990), who defined emotional intelligence as the ability to recognise, understand and manage emotions in oneself and others.
Later, Goleman (1995) expanded the concept by linking emotional intelligence to workplace success, arguing that emotional competencies are as important as cognitive intelligence in professional environments.
In today’s dynamic workplace, organisations face increasing challenges related to communication, stress management and employee diversity. Emotional intelligence plays a key role in addressing these challenges, as individuals with higher EI tend to demonstrate better interpersonal skills, improved decision-making and stronger adaptability (Cherniss, 2000).
This report critically evaluates how emotional intelligence is applied in the workplace using established theoretical models. It also examines how generational differences influence recruitment and management practices, highlighting the importance of adapting leadership strategies in diverse organisational contexts.
In addition, emotional intelligence is becoming increasingly important in today’s workplace due to the rise of teamwork, multicultural environments and remote working. Employees are expected not only to perform tasks but also to communicate effectively and manage relationships. Therefore, understanding emotional intelligence is essential for both employees and managers in order to maintain a productive and positive work environment.

2. EMOTIONAL INTELLIGENCE IN THE WORKPLACE
Emotional intelligence is widely recognised as a key factor in improving workplace relationships and organisational performance. Employees with high emotional intelligence are more capable of managing stress, resolving conflicts and collaborating effectively with others.
For example, self-awareness enables employees to understand their emotional triggers, while empathy allows them to respond appropriately to colleagues’ needs. These competencies are particularly important in team-based environments where communication and cooperation are essential.
Research suggests that emotional intelligence contributes to job satisfaction and employee engagement, as individuals with higher EI are better equipped to handle workplace challenges (Goleman, 1998). Additionally, emotionally intelligent leaders are more effective in motivating teams and fostering a positive organisational culture.
However, emotional intelligence is not a universal solution. While it enhances interpersonal skills, it must be combined with technical expertise and organisational support to achieve optimal performance outcomes.
Another important aspect of emotional intelligence in the workplace is how employees deal with feedback. In many organisations, feedback is a regular part of performance management. Employees with higher emotional intelligence are more likely to accept feedback in a constructive way and use it to improve their performance. On the other hand, employees with lower emotional intelligence may take feedback personally, which can lead to frustration or reduced motivation.
Emotional intelligence also plays a role in leadership, even at a basic level. Employees who are not in management positions can still show leadership behaviours by supporting colleagues, helping resolve problems and maintaining a positive attitude. This shows that emotional intelligence is not limited to managers, but is important for all employees within an organisation.



3. EMOTIONAL INTELLIGENCE MODELS

3.1 Goleman Model
Goleman (1995) proposed a mixed model of emotional intelligence consisting of five key components: self-awareness, self-regulation, motivation, empathy and social skills.

Figure 1: Goleman Emotional Intelligence Model (adapted from Goleman, 1995)

Figure 1 illustrates the five key components of emotional intelligence as proposed by Goleman (1995), highlighting the importance of self-awareness, self-regulation, motivation, empathy and social skills in workplace performance.
In real workplace situations, these components can be clearly observed. For instance, a manager with strong self-awareness will recognise when they are under pressure and avoid reacting negatively towards employees. Likewise, empathy allows managers to understand employee concerns, which can improve motivation and job satisfaction. However, not all employees naturally develop these skills, which means organisations may need to provide training to enhance emotional intelligence.



3.2 Mayer-Salovey Model
Mayer and Salovey (1997) developed an ability-based model of emotional intelligence consisting of four branches:
· Perceiving emotions 
· Using emotions 
· Understanding emotions 
· Managing emotions

Mayer-Salovey Emotional Intelligence Model (1997)




· Figure 2: Mayer-Salovey Ability Model of Emotional Intelligence (adapted from Mayer & Salovey, 1997)

Figure 2 illustrates the four-branch ability model of emotional intelligence proposed by Mayer and Salovey (1997). The model emphasises emotional intelligence as a cognitive process involving the perception, use, understanding and management of emotions.
This model is particularly useful in understanding how individuals process emotions step by step. For example, before managing emotions, a person must first recognise and understand them. This structured approach makes the model more logical. However, in real-life situations, emotions are often complex and do not always follow a clear sequence, which can make the model difficult to apply in practice.
It is also important to compare the two models in terms of practical use. The Goleman model is easier to apply in real workplace situations because it focuses on behaviours that can be observed and developed. For example, managers can identify whether an employee shows empathy or strong social skills.
On the other hand, the Mayer-Salovey model is more theoretical and focuses on how emotions are processed. While this makes it more scientific, it may be harder for managers to apply in everyday situations. This shows that both models have value, but they serve different purposes depending on the context.
Another point worth considering is that different organisations may prefer different models depending on their needs. For example, companies that focus on leadership development may prefer the Goleman model because it is easier to understand and apply. In contrast, organisations that focus on research or assessment may prefer the Mayer-Salovey model because it provides a more structured way of measuring emotional intelligence.
This suggests that there is no single “best” model of emotional intelligence. Instead, organisations should choose the model that best fits their goals and working environment. In practice, many organisations combine elements from different models rather than relying on just one.


4. CRITICAL EVALUATION OF EI IN PRACTICE
Although emotional intelligence is widely valued, different models present both strengths and limitations.
The Goleman model is highly practical and widely used in leadership development. However, critics argue that it lacks conceptual clarity and overlaps with personality traits rather than focusing purely on intelligence (Mayer, Salovey & Caruso, 2008).
In contrast, the Mayer-Salovey model provides a more structured and scientific framework. However, its application in real-world settings can be challenging, as emotional intelligence is difficult to measure accurately in complex workplace environments (Zeidner, Matthews & Roberts, 2004).
Another limitation of emotional intelligence models is that they may not consider cultural differences within organisations. Employees from different cultural backgrounds may express emotions differently, which can affect how emotional intelligence is interpreted. In addition, some roles, such as technical or analytical jobs, may rely less on emotional intelligence and more on cognitive skills. Therefore, while EI is important, it should not be seen as the only factor influencing performance.
In real workplace situations, emotional intelligence is not always applied in the same way by all employees. Some individuals may be aware of their emotions but still struggle to control them under pressure. For example, in stressful situations such as tight deadlines or conflicts, employees may react emotionally rather than rationally. This shows that having emotional intelligence does not automatically mean it will always be used effectively.
Another important point is that emotional intelligence can sometimes be misused. For instance, individuals with high emotional awareness may use this ability to influence or manipulate others, especially in competitive environments. This raises questions about whether emotional intelligence should always be seen as a positive trait.
In addition, organisations often assume that emotional intelligence can be easily developed through training. However, in practice, this can be difficult because emotional responses are influenced by personality, experience and personal background. Therefore, while EI training programmes can be useful, their effectiveness may vary depending on the individual.
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Figure 3: Relationship between Emotional Intelligence and Job Performance (adapted from Van Rooy & Viswesvaran, 2004)


Figure 3 illustrates the relationship between emotional intelligence and job performance, showing that higher levels of emotional intelligence are associated with improved workplace outcomes. This is supported by Van Rooy and Viswesvaran (2004), who identified a positive correlation between emotional intelligence and job performance.



5. GENERATIONAL DIFFERENCES AND RECRUITMENT
Generational diversity is an important factor that influences emotional intelligence in the workplace. Different generations demonstrate varying communication styles, expectations and emotional behaviours.
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Figure 4: Generational Differences in Emotional Intelligence Traits (adapted from Deloitte, 2023)

Figure 4 illustrates the differences between generations in key emotional intelligence traits such as emotional control, empathy and adaptability. The data suggests that Generation X demonstrates higher emotional control, while Millennials and Generation Z show stronger levels of empathy and adaptability. These findings are consistent with recent research highlighting generational shifts in workplace expectations and behaviour (Deloitte, 2023).
Managers must be aware of these differences when recruiting employees. For example, Generation Z employees tend to value flexibility and open communication, while Generation X employees prioritise stability and independence.
These differences can create both opportunities and challenges. On one hand, generational diversity can enhance creativity and innovation. On the other hand, it may lead to communication barriers and misunderstandings (Parry & Urwin, 2011).
Managers with high emotional intelligence are better able to adapt their recruitment strategies and leadership styles to accommodate these differences. For instance, emotionally intelligent managers can tailor communication approaches to suit different generations, improving team cohesion and performance.
While younger generations demonstrate higher adaptability and emotional openness, they may lack workplace experience. In contrast, older generations offer stability and emotional control but may be less flexible in rapidly changing environments.
From a recruitment perspective, understanding generational differences is essential for managers. Different generations not only have different skills, but also different expectations from the workplace. For example, younger employees such as Generation Z often look for flexible working conditions and opportunities for development, while older generations may prioritise job security and stability.
This means that managers need to adapt their recruitment strategies depending on the type of candidate they are targeting. For instance, job advertisements and interviews may need to be adjusted to appeal to different generations. A more formal approach may work better for Generation X, while a more open and engaging approach may attract younger candidates.
Another important factor is communication. Generational differences can create misunderstandings if managers do not adapt their communication style. For example, younger employees may prefer quick and informal communication, while older employees may expect more structured and formal interactions.
However, these differences should not be seen only as a challenge. When managed correctly, generational diversity can improve teamwork by bringing different perspectives and experiences together. This can lead to better problem-solving and innovation within organisations.
In addition, generational differences can also affect how employees respond to management styles. For example, younger employees may prefer a more supportive and flexible approach, while older employees may respond better to structured and traditional management. If managers do not recognise these differences, it can lead to dissatisfaction and reduced performance.
Another issue is that stereotypes about generations can sometimes be misleading. Not all employees behave according to their generation, and individual differences still play a major role. Therefore, managers should avoid making assumptions and instead focus on understanding each employee as an individual.
This highlights the importance of emotional intelligence in recruitment, as managers need to assess not only skills and experience, but also how well a candidate will fit into the team.






6. DISCUSSION
The analysis demonstrates that emotional intelligence plays a crucial role in workplace effectiveness. However, its impact varies depending on context, organisational culture and workforce diversity.
While EI models provide useful frameworks, they should not be applied rigidly. Instead, organisations must consider practical factors such as employee experience, job roles and generational differences.
Furthermore, generational diversity highlights the need for adaptive leadership. Managers must develop the ability to understand and respond to different emotional and behavioural patterns within their teams.
It is also important to consider that emotional intelligence develops over time through experience. This means that organisations should not only focus on hiring emotionally intelligent employees, but also on developing these skills through training and development programmes. By doing so, organisations can improve both individual and team performance.
When analysing emotional intelligence in the workplace, it is important to recognise that it does not operate in isolation. Factors such as organisational culture, leadership style and employee experience all influence how emotional intelligence is expressed and used.
For example, in a supportive work environment, employees may feel more comfortable expressing their emotions and communicating openly. In contrast, in a highly stressful or competitive environment, employees may suppress emotions, which can reduce the effectiveness of emotional intelligence.
Another key point is that emotional intelligence develops over time. Employees gain emotional awareness through experience, feedback and interaction with others. This means that organisations should focus not only on hiring emotionally intelligent individuals, but also on creating opportunities for development.
Overall, emotional intelligence should be seen as a skill that needs to be continuously developed rather than a fixed ability.
It is also important to recognise that emotional intelligence can have long-term benefits for organisations. Employees who are able to manage their emotions and communicate effectively are more likely to build strong working relationships, which can improve team stability and reduce staff turnover.
In addition, organisations that promote emotional intelligence may create a more positive work environment. This can lead to higher levels of employee satisfaction and productivity. However, achieving this requires consistent effort from both employees and managers.
Overall, emotional intelligence should not be treated as a one-time skill, but as something that needs to be developed continuously. Organisations that invest in this area are more likely to achieve long-term success.



7. CONCLUSION
Emotional intelligence is a key competency in modern organisations, influencing communication, leadership and employee performance.
Although theoretical models provide valuable insights, their practical application requires flexibility and contextual understanding. Additionally, generational differences play a significant role in shaping emotional intelligence behaviours in the workplace.
Therefore, organisations must adopt a balanced approach that integrates emotional intelligence with effective management strategies.
Another important aspect to consider is how emotional intelligence affects long-term career development. Employees who are able to understand and manage their emotions are more likely to progress in their roles, as they can build stronger relationships with colleagues and managers. In many cases, promotions are not based only on technical skills, but also on how individuals communicate, handle pressure and work with others.
Emotional intelligence can also influence how employees deal with change. In modern organisations, change is constant, whether it is related to new technologies, new processes or organisational restructuring. Employees with higher emotional intelligence are more likely to adapt to these changes and support others during the process. In contrast, employees with lower emotional intelligence may resist change or struggle to cope with uncertainty.
This shows that emotional intelligence is not only important for daily workplace interactions, but also for long-term success and stability within organisations.



8. RECOMMENDATIONS
Organisations should implement emotional intelligence training programmes to help employees develop skills such as communication, empathy and stress management. This can lead to improved teamwork and overall performance. 
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