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[bookmark: _w8f3tqrjpdcl]Introduction
Emotional intelligence (EI) is also known as emotional quotient, which is the ability to perceive, manage, understand, and utilise emotions in positive ways. This encompasses four core skills, such as self-awareness, self-management, social awareness, and relationship management. According to Skiba (2024), an individual masters self-awareness, self-regulation, motivation, empathy, and social skills. EI and mindfulness serve as the foundational drivers for modern organisational success, as they reduce cognitive reactivity, decrease emotional exhaustion, and improve focus. In contemporary organisations, EI offers the foundation of self-awareness to improve emotional regulation, conflict resolution, and team dynamics. Based on the perspective of Goleman (2001), EI and mindfulness is the base of driving high performance, preventing burnout, and fostering effective leadership. This report aims to reflect on the significance of emotional intelligence at the workplace. The study discusses the way EI can improve employee performance, foster inclusive leadership across generations, and support a psychologically safe work environment.  
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[bookmark: _uigndabmb8o7]Task 1: Emotional Intelligence in the Workplace
Goleman’s Emotional Intelligence framework
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Figure 1: Goleman’s Emotional Intelligence framework
(Source: Goleman, 2001)
Daniel Goleman’s Emotional Intelligence framework is one of the significant behavioural frameworks, which redefines success through arguing that EI mattress as much as IQ. This framework consists of four core domains and twelve associated competencies. The model is divided into two primary competencies, such as personal competency and social competence. Personal competence involves self-awareness and self-management, while social competence includes social awareness and relationship management. Besides, the other twelve competencies are emotional self-control, emotional self-awareness, positive outlook, achievement orientation, adaptability, conflict management, empathy, conflict management, teamwork, organisational awareness, influence, and inspirational leadership. 
Self-Awareness 
Self-awareness helps an employee to identify personal triggers, strengths, and weaknesses under pressure. This can help in objectively assessing one's own internal reaction and potential to cause contagious emotions across the team rather than reacting immediately to a frustrating email. This prevents counter proactive decisions and allows the employees to approach challenging views for boosting overall resilience. 


Self-Regulation (Self-Management)  
Employees can concisely manage disruptive impulses by using techniques, such as taking a physical pause before responding to negative client feedback or stepping away from a stressful task to reset the focus. It can affect the employees to maintain composure under tight deadlines and adapt to changing situations. Self-regulation assists in building professional trust with both peers and management. 
Empathy (Social Awareness)
Empathy encourages social awareness through practising active listening by observing both contents, the statement of colleagues, along with their tone, body language, and underlying emotional contexts. In a workplace, it builds a respectful, psychologically safe, and inclusive environment that can facilitate better conflict resolution. It allows the employees or the team members to collaborate seamlessly across varying perspectives. 
Motivation
Motivation is necessary for employees to cultivate an intricate passion for work, which goes beyond monetary rewards. It helps in focusing on the achievement orientation, optimism, and an internal drive to enhance during unexpected business setbacks. In the workplace, motivation maintains high personal focus and energy for overcoming project obstacles and hit performance metrics. 
Social Skills (Relationship Management)
Social skills are important for relationship management in an organisation. This influences and inspires the colleagues through clear and empathetic communication, along with an effective conflict resolution process. These skills allow contemporary organisations to coach proactively teammates and share knowledge for fostering mutual growth. This drives workplace collaboration and increases team synergy. Employees are able to reduce friction among the teams that increases team morale.
Contribution to effective communication, conflict management, leadership, and decision-making
The five core pillars of Danierl Goleman’s Emotional Intelligence framework allow the professionals to transcend technical tasks, build psychological safety, and navigate conflict agility. EI or EQ contributes to core competencies, including effective communication, conflict management, leadership, and decision-making processes. 


Effective communication 
High EQ people read verbal and non-verbal cues, such as social skills effectively. This shifts communication from merely broadcasting information to actively listening. It makes a critical human differentiator against AI’s cognitive capabilities (Idris, 2023). In John Lewis Partnership (retail industry), emotional intelligence enables floor staff to demonstrate patience and empathy, when dealing with complex customer complaints. They utilise active listening and remaining self-regulated under pressure. In this case, staff can defuse critical situations and maintain customer loyalty by acting on the core principles. 
Conflict management 
Emotional quotient provides the capacity to de-escalate tension and resolve disputes without letting emotional hostility or personal bias. This is important for the employees to transform confrontation into learning and collaboration opportunities (Babatunde, Sunday, and Adeshina, 2023). For instance, the NHS (National Health Service) relies on healthcare professionals to massage their emotional reactions and demonstrate compassionate care. During this, self-regulation and empathy are critical for staff to navigate the distress and maintain high standards of patent treatment. It helps in minimising interpersonal conflict among the medical teams.  
Leadership 
Leaders can effectively manage their own disruptive impulses through practising empathy and self-regulation. This helps in supporting the socio-emotional concerns of their teams and builds trust and transform managers into transformational leaders. For instance, in the banking sector of the UK, during company mergers, the leaders who practice high EI can avoid the top-down communication (Yuldasheva, 2024). They can acknowledge employee anxieties by leveraging strong social skills and empathy. It leads to better team cohesion that reduces burnout and staff turnover during the organisational changes. 
Decision-making 
High EI balances logic with empathy, while self-awareness prevents decisions from being sabotaged by personal biases or impulsive reactions. It ensures choices are both strategic and people-centric in the workplace. For example, retailers, like Marks and Spencer, John Lewis, Next Plc, and others collaborated with the Wellbeing in Retail Initiative (Hughes, 2026). They utilise EI to understand staff fatigue and emotional health by developing guides to help managers recognise and support workers, struggling with emotional challenges.     


Mayer and Salovey’s Ability Model
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Figure 2: Mayer and Salovey’s Ability Model
The Mayer and Salovey’s Ability Model defines emotional intelligence as a standard and measurable intelligence rather than personality trait. This focuses on cognitive processing of emotional information that consists of four branches, such as perceiving emotions, using emotions to facilitate thought, and understanding emotions and managing emotions. Perceiving emotions is the ability to accurately identify and interpret emotions in oneself and others (Mayer, Caruso, and Salovey, 2016). It includes reading facial expressions, body language, tone of voice, and artistic expressions. Besides, using emotions to facilitate thought refers to the ability to understand the emotions to direct attention prioritise thinking and improve problem solving. Understanding emotions refers to the ability to comprehend complex emotional language, understand the way emotions transition over time, and grasp the causes and the results of feelings (Mayer, Caruso, and Salovey, 2016). In addition, managing emotions denotes the capacity to regulate and integrate emotions in oneself and others. This can involve channelling emotions effectively to achieve constructive and real-world outcomes without being overwhelmed by them. 


	Domains 
	Contribution to performance 
	Contribution to collaboration 
	Contribution to well-being 

	Perceiving Emotions
	Employees process physical cues, such as body language and tone of voice to gauge the emotional climate in a meeting.
	It helps to read unspoken cues to allow the team members to notice when a colleague is feeling overwhelmed (Fletcher, Friedman, and Wongworawat, 2024). This opens the door to support the team, members, or other employees. 
	Perceiving emotions acknowledges the emotions of employees and colleagues to validate their experiences, this builds psychological safety and reduces turnover. 

	Facilitating Thought 
	A tired or frustrated worker can use the intense energy for high-pressure problem solving instead of fighting a negative mood, which helps in tackling heavy physical workloads. 
	For collaboration, employees generate positive emotional states, such as excitement before brainstorming sessions. This boosts creativity and team openness in a workplace. 
	Workers prevent burnout and manage a healthy and sustainable workflow by matching their tasks to the current emotional states (ST and Chandrahasa, 2025). 




	Understanding Emotions
	This process helps in comprehending the root causes of client and co-workers’ push back (Drigas, Papoutsi, and Skianis, 2023). In this way, it assists teams to develop more effective de-escalation strategies and conflict resolutions. 
	As the workers can recognise the way workloads and tight deadlines can trigger predictable shifts in mood, it enables to improve long-term project planning and patience. 
	It is important to understand emotional transitions that allow individuals to anticipate their own stress responses. This process supports the employees to take proactive and preventative breaks during the tasks. 

	Managing Emotions
	Employees need to manage emotions during tasks, such as taking a small pause can help in regulating stress before delivering or receiving feedback. It keeps the conversations constructive rather than reactive. 
	Inclusive discussions are helpful for improving group effectiveness and reducing frictions in-group projects. This embraces better communication among the team members to collaborate and complete a task. 
	Workers need to maintain a better work-life balance and protect their mental health from the chronic workplace pressures. They should effectively disengage from non-helpful negative emotions. 





Contribution to effective communication, conflict management, leadership, and decision-making
Based on the concept of Mayer and Salovey’s Ability Model, it is understood that the model treats emotional intelligence as a set of mental skills. It accurately identifies the emotions in faces, voices, and designs. The early detection of employee burnout or tensions in the teams can be observed through this process. For example, the NHS trusts depend on leaders who can accurately perceive staff morale and patient anxiety (West et al., 2022). This leads to early interventions for the patients, which supports in improving overall workplace wellbeing. Through facilitating thought of the employees using emotions, prioritise thinking, problem-solving, and decision-making processes. This allows the leaders to match theory mood to the task, such as using a happy mood for brainstorming or serious mood for analysing risks. For instance, Unilever leverages emotional states for facilitating cognitive flexibility (Unilever, 2023). The leaders of the company influence the strategic decisions rather than ignoring emotional climates during navigating complex global supply chain disruption.  
The process of understanding emotions affects the organisations through predicting the way team members will react to changes that streamline the conflict management (‌Evans-Uzosike et al., 2024). For instance, Marks and Spencer combines emotion intelligence with change management during the structural reorganisations. The leadership tailors the communication to ease transitions through understanding the way store-level employee’s transition from shock to acceptance. The emotional management de-escalates conflicts and prevents the biases from clouding rational judgments. For example, British Airways train the customer service and management roles for regulating their own stress during the highly volatile situations, such as flight delays (BA, 2023). This prevents the personal frustration from escalating into negative interactions with passengers or the frontline staff in the workplace. 
[bookmark: _igby3ct82qcs]

Task 2: Managing a Multigenerational Workforce
Generation X
Values, communication styles, motivation, and technological adaptability that impact organisational effectiveness
The generation X employees affect the organisational effectiveness through acting as a pragmatic bridge between senior leadership and younger staff. They have different values and independence, as they prize autonomy and a clear work-life balance. They are self-reliant and highly focused on efficiency, who is driven by professional contracts rather than blind company loyalty (Krajac and Samardzija, 2024). This pragmatic approach enhances productivity, while their resistance to micromanagement can be perceived as scepticism whether managers demand rigid oversight. They prefer direct and straightforward communication, which allows them to favour email for standard workflows and face-to-face meetings for complex problem solving. Their motivations are bound by skill-building opportunities, performance-based rewards, and freedom to manage their schedules (Viterouli et al., 2024). Moreover, as the organisational frameworks offer them the control over the way they achieve targets, this maximises their commitments. They have witnessed the rise of personal computing, which makes them adaptable and comfortable with foundational digital platforms. They may not adopt the bleeding-edge tools as the younger demographics, but their measured and practical evaluation of technology prevents the organisations from chasing disruptive trends without clever business value. 
The way managers can use emotional intelligence and mindfulness to create an inclusive and productive work environment
Recruitment 
Managers must combine high emotional intelligence with mindfulness to include and empower the generation X employees. These employees value competence, self-sufficiency, and autonomy that allow the managers to provide clear, jargon-free feedback and avoid micromanaging. As this generation values merit and autonomy, structured interview questions around problem-solving scenarios can help in highlighting their resourcefulness (Seawell, 2023). Besides, active listening needs to be used during interviews to ensure that they can understand their career goals and desired work-life-balance. Further, the recruitment processes need to be evaluated on fair and structured data rather than gut impressions for avoiding unconscious bias in hiring. 


Management 
The Gen X employees practice mindful breathing to regulate their own emotions before reacting to high-pressure situations and performance challenges. It helps the leaders to stay calm, confident, and approachable during workplace crises (Harahap and Theodora, 2025). These employees prefer direct and concise communication to vague corporate jargons. The Gen X people respects their space, as creation of an inclusive and safe environment provides them the freedom to make independent decisions to offer resources and support.  
Retention 
Gen Z can feel overlooked in a workplace; whether they spot those younger, generations are focused and prioritised. In this case, the managers can validate their expertise through involving them in mentorship programs and cross-generational collaboration initiatives (Zwiech, 2025). Therefore, the managers can build stronger relationship management by leading with empathy and fostering psychological safety. For example, those Gen X employees who feel that their manager genuinely care about their well-being, they are more likely to stay in a company. 


Generation Y (Millennials)
Values, communication styles, motivation, and technological adaptability that impact organisational effectiveness
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Figure 3: The future of millennials related to emotional intelligence 
(Source: Joshi, 2025)
Millennials shape the organisational effectiveness through prioritising purpose-driven values, collaborative communication, and growth-based motivation, along with technology-enabled flexibility. Millennials value meaningful work, social responsibility, and transparent leadership. They are not loyal to the traditional corporate hierarchies and more to the mission and culture of an organisation (Krajac and Samardzija, 2024). Companies with strong CSR and ethical environments observe an effective commitment and loyalty from this demographic. Therefore, millennials prefer flatter and less bureaucratic structures, where they seek frequent and two-way feedback and view the workplace interactions as team-based relationships rather than the top-down commands. It fosters a highly transparent and inclusive workplace culture. On the other hand, they require the adjustment for older and hierarchy-respecting generations for open dialogue and rapid feedback. Millennials are highly motivated over time, professional development, and continuous learning, rather than strict financial incentives. In this case, organisations need to provide flexible work schedules, hybrid models, and upskilling opportunities for boosting intrinsic motivation and productivity (Viterouli et al., 2024). They are the early adapters to integrate modern collaboration and communication tools. Their technological fluency accelerates digital transformation and enhances operational efficiency.   


The way managers can use emotional intelligence and mindfulness to create an inclusive and productive work environment
Recruitment 
The managers can use behavioural interview questions that highlight the way a candidate can handle stress, constructive feedback, and conflict. They can look for self-awareness and collaborative traits among the millennial employees rather than just technical abilities (Seawell, 2023). Millennials prioritise organisational values; hence, the recruiting should be clear and authentic about the mission, culture, and DEI commitments of the company during the interview process. 
Management 
The managers in workplaces need to avoid multitasking or reacting impulsively during one-on-ones through active listening and observing non-verbal cues. In this situation, the managers can create an environment, where team members can feel expressing their thoughts without fear of judgement. This keeps the employees within their “window of tolerance” to boost focus and innovation. Millennial employees value output over the traditional 9-to-5 in-office rules (Meilani, 2025). In this case, managers need to focus on their results rather than micromanaging every step.  
Retention 
Millennials thrive on constant communication, while the implementation of a structure of ongoing feedback can help. It can provide a place where they can comfortably discuss career goals and development rather than waiting for annual reviews (Seawell, 2023). The managers’ emotional intelligence directly affects the mental health of an employee. At this time, the managers need to recognise the signs of burnout early and actively advocate for a sustainable work-life balance. 


Generation Z
Values, communication styles, motivation, and technological adaptability that impact organisational effectiveness
Generation Z entered into the workforce for shifting organisational effectiveness through introducing non-negotiable demands for purpose-driven values, empathetic leadership, dynamic technological integration, and asynchronous communication. It is found that younger workers show superior ability to read social cues, navigate interpersonal office dynamics, and build rapport (Recruiting Headlines, 2026). They highly prioritise environmental, social, and governance initiatives, DEI initiatives, and the overall societal accountability of an organisation. They are less likely to stay in traditional roles for financial gain whether their employer’s ethics are misaligned with their own. In this case, organisations need to manage value-based leadership for enhancing the employee retention and organisational commitment. They favour real-time and less formal communication, which should be highly transparent. Besides, they expect that their leaders should be open regarding decision-making processes. The digital-native approach can lead to more candid and meaningful conversations that reduce the necessity of traditional and structured meetings. Therefore, Gen Z employees are motivated by continuous feedback, mentorship, and empathetic leadership. The organisations that deploy frequent check-ins to management, they can see higher intrinsic motivation and job satisfaction. The Gen Z employees can seamlessly navigate AI, cross-platform software, and dynamic digital infrastructures. They also expect to be provided with modern and optimised technological tools. They can introduce highly innovative solutions and enhance overall workplace operational efficiency through digital skills. 
The way managers can use emotional intelligence and mindfulness to create an inclusive and productive work environment
Recruitment 
Gen Z prioritises purpose-driven organisations, so the recruiting managers should clearly communicate the mission and ESG commitments during interviews. They should be screened for emotional intelligence alongside technical skills, along with using behavioural questions (Zwiech, 2025). Transparency should be visible in the practice about the responsibilities, potential stress and inclusivity initiatives of the company to manage the expectations of the candidates. 


Management 
The managers should shift away from annual reviews to ongoing and real-time feedback loops, as this generation values transparent and constructive dialogue. Therefore, the managers or leaders need to use mindful social awareness and empathy to have private and supportive conversations instead of making assumptions (Zwiech, 2025). Therefore, they need normal scheduling that includes dedicated check-ins alongside performance hurdles. It can help in assessing personal reactions before addressing the team to maintain a steady and inclusive environment. 
Retention 
The managers can pair the Gen Z employees with experienced mentors, who model emotionally intelligent behaviours. Further, the managers can foster mutual learning across different generations and cultural backgrounds, along with ensuring a continuous learning and development path (Zwiech, 2025). Gen Z employees are offered to assign seating for new graduates and host team-building events to embrace the sense of belonging and community. 
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[bookmark: _mf8efyev6fpj]Conclusion
According to the study, it can be concluded that EI is necessary for a workplace to understand different behaviours of employees and manage them critically. In a workplace, employees can apply Goleman’s Emotional Intelligence framework for developing core competencies to navigate high-stress corporate environments. Besides, managers and staff need to understand Mayer and Salovey’s Ability Model to workplace challenges through the core mentioned branches that help in enhancing workplace performance and team collaboration. Therefore, different generations such as Gen Z, millennials, and Gen X have various traits and values, which allow the managers to use emotional intelligence for recruiting and retaining them in the workplace. 
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