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Executive Summary

This report has considered how emotional intelligence (EI) and mindfulness can be useful in improving the effectiveness of the work process, using Tesco as an example. It strongly criticises major models of EI, such as Goleman and Mayer-Salovey, and evaluates the implementation of EI skills in the service delivery and teamwork, like self-awareness, empathy, and emotional regulation, by employees. The report further investigates the generational variations between the Generation X, Y, Z, and the influence that they have on communication, behaviour, and EI practices. It shows the advantages as well as the pitfalls of diversity in the workforce. Overall, the report finds that building EI and mindfulness can have a huge beneficial impact on employee performance and organisational effectiveness.
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Emotional Intelligence (EI) is the capacity of an individual to identify, cognise and control his/ her own emotions as well as affect the emotions of others. It is becoming one of the most important workplace skills due to its direct impact on communication, team, and leadership performance. According to the latest studies, employees who possess a higher level of EI also have better teamwork and conflict management abilities, enhancing the overall organisational performance (Ćwiakala et al., 2025).
Mindfulness at the workplace is living in the present and is the purposeful awareness of thoughts and emotions. It helps with EI through enhancing self-regulation and decreasing stress. This holds more especially in a highly pressured retail setting where workers need to have continuous dealings with customers.
The purpose of this report is to critically assess the application of emotional intelligence at work by employees as well as examine the impacts of generational differences (Generation X, Generation Y and Generation Z) on behaviour and interaction. The analysis is used on the example of Tesco, which has more than 330,000 employees worldwide, which signifies the diverse workforce structure (Tesco, 2024). Diversity could offer a few opportunities and challenges to the application of EI, particularly in the management of communication and collaboration among the various age groups.
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Emotional Intelligence definition

Emotional Intelligence (EI) can be defined as the capacity to perceive, understand, and control feelings in others and oneself. Goleman describes EI as a bunch of job-related skills, such as self-understanding, empathy, and social skilfulness, whereas Mayer and Salovey refer to EI as a cognitive skill that relates to thinking and the experience of emotions. The fact that EI is closely related to job performance in all industries points to the fact that it is not simply theoretical but quite practical within organisations, as Grobelny et al. (2021) underscore the benefits of EI.

Importance in Modern Organisations

The need for EI is increasing in contemporary organisations because of complicated work environments and a diverse workforce. Kargeti (2023) says that employees who possess emotional intelligence (EI) improve leadership effectiveness, teamwork, and communication. It is especially applicable to service industries where there is always interaction between people. Nevertheless, EI is not sufficient to ensure organisational success since its success depends on training, support of leaders and organisational culture.

Link to Workplace Performance

At Tesco, EI is a key aspect of customer service and cooperation. The employees deal with a wide variety of customers, and they must be able to control their emotions. According to Al Khoury et al. (2023), EI enhances the quality of customer satisfaction and service. Nevertheless, unequal implementation of EI among all employees can lead to a decrease in its effectiveness in the retail context.
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Goleman’s Model

Self-awareness:

Self-awareness refers to being aware of your emotions and being able to realise how they affect your behaviour. Self-aware employees in Tesco will be able to modify their communication style based on the requirements of the customers. Grobelny et al. (2021) highlight that self-awareness helps make more suitable judgments and professional behaviour in the workplace.

Self-regulation:

Self-regulation means managing emotional responses, especially when there is some pressure. Customer complaints are some of the stressful situations that employees face in the retail sector. Kargeti (2023) emphasises that being able to manage emotions is a way of staying professional, and conflicts in the workplace would be minimised.

Motivation:

Motivation in EI depicts an internal motivation of the person to perform goals. The employees of Tesco will be inclined to work with performance goals, and intrinsic motivation contributes to resilience. According to Sanchez-Gomez and Breso (2020), employees who have low levels of burnout and improved engagement are emotionally driven and feel motivated.

Empathy:

Empathy helps the employees empathise with the feelings of others. Empathy in Tesco is needed in addressing unhappy customers. Al Khoury et al. (2023) believe that empathy is an effective customer service enhancement tool.




Social Skills:

Social skills entail effective communication and management of relationships. Employees must cooperate with peers and interact with customers effectively. According to Grobelny et al. (2021), good social skills contribute to the effectiveness of teamwork and organisation.

Mayer-Salovey Model

Perceiving Emotions:

This entails getting to know emotions in oneself and in others. Employees of Tesco need to be able to easily identify customer emotions that they need to respond to. According to Richard (2025), proper perception of emotion enhances the level of interaction, as well as service delivery.

Using Emotions:

Application of emotions is defined as the application of emotive information to think and act. Relying on emotional clues, employees will be able to give importance to activities at busy times. According to Kargeti (2023), this enhances the decision-making ability in fast decision environments.

Understanding Emotions:

Emotional intelligence entails the ability to discover emotional changes and the reasons that caused these changes. This would assist the employees in the advancement of reactions and avoiding misunderstandings. Sanchez-Gomez and Breso (2020) underline that it helps to minimise stress and enhance relationships in the workplace.

Managing Emotions:

Emotional management deals with controlling the emotional state of the self and making others feel positive. This is of critical concern in Tesco, especially when they have busy times and difficult customers. Richard (2025) believes that emotional management supports the performance and wellbeing of workers in the workplace.
Goleman's model is more viable when applied in the workplace as compared to the Mayer-Salovey model, which offers a theoretical view.
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How Employees Use EI at Tesco

Customer Service Interactions:

The EI is very prominent in the Tesco services with customers. The employees should be able to respond, be sympathetic and receptive to complaints or dissatisfaction. According to Al Khoury et al. (2023), customer experiences and the development of loyalty among customers can be enhanced by employing employees who possess an elevated level of emotional intelligence. But not every employee exhibit EI always, and this has resulted in inconsistent quality of service in the stores.

Conflict Resolution:

Retail settings are characterised by lots of pressure and human-to-human confrontations. Through EI, employees can deal with conflicts and uphold professionalism. Grobelny et al. (2021) emphasise that EI has a beneficial influence on tension at the workplace because it helps to achieve understanding and emotional control. Nevertheless, some conflicts cannot be solved simply because of personality and the untrained use of emotional skills.

Team Collaboration:

At Tesco, teamwork is important, and employees must ensure that they coordinate their work. EI facilitates teamwork through the process of trying to boost trust and communication among the members. According to Kargeti (2023), employees who have high emotional intelligence to the workplace help in a healthy work environment. Nevertheless, the presence of heavy workloads and time shortage can preclude chances of successful teamwork.



Benefits of EI

Better Communication:

EI enhances communication in that it promotes empathy and attentive listening. The employees can read between the various nonverbal messages. Grobelny et al. (2021) state EI is effective in improving interpersonal communication, and it minimises misunderstandings in organisations.

Higher Productivity:

Emotionally intelligent employees cope with stress more effectively and can concentrate on the arduous duties. According to Sanchez-Gomez and Breso (2020), EI is associated with decreased burnout and higher productivity. This is especially applicable in the fast-moving retailing scenario at Tesco.

Employee Satisfaction:

EI helps to create a conducive working environment where employees are comprehended and appreciated. According to Kargeti (2023), EI creates a better level of job satisfaction and organisational commitment. The external factors, however, play a part in influencing satisfaction (pay, workload and management practices).

Limitations of EI

Difficult to Measure:

The limitation of measuring EI is one of the key limitations of EI. No standard or universal way of assessment is available. Grobelny et al. (2021) state that measurement tools of EI are not consistent, and this minimises their applicability to organisations.




Can Be Manipulated:

EI can be applied likewise in a strategic shift instead of a genuine one. The employees may exhibit control of emotions to manipulate others to gain. Badham and King (2021) hold the opinion that EI can be employed as manipulative as opposed to a real understanding of emotions.

Cultural Differences:

Distinct cultures have different ways of expressing emotions, and these may pose a challenge in the workplace of diversity. In Tesco, there are diverse employees in the company. In their study, Al Khoury et al. (2023) propose that EI might not be effective in terms of teamwork and communication due to cultural differences.

Comparison of Models:

The model by Goleman is popular in organisations as it is practically focused on competencies. In comparison, Mayer-Salovey offers a cognitive framework with a theoretical basis. Grobelny et al. (2021) propose that a combination of both models provides a more holistic perspective on EI. Nevertheless, the two models are criticised because they are not consistent in measurement/application, thus hampering their practical reliability.
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Definition of Mindfulness

Mindfulness can be defined as experiencing the present without making judgments. It is related to cognising thoughts and feelings in a mediated way. According to Badham and King (2021), the utilisation of mindfulness in organisations to enhance wellbeing is highly praised, but its outcomes are exaggerated in some cases.

Connection with EI:

Mindfulness contributes to better EI as it boosts self-awareness and self-control. Workers are more conscious of their emotions and can control them. As Johnson et al. (2020) emphasise, mindfulness training leads to better emotional control and workplace behaviour, so it is a useful option to develop an organisation.

Application in Tesco

Stress Management:

Employees in retail businesses are often subjected to a lot of stress because of the workload and customer demands. Mindfulness enables staff to be relaxed and concentrate on the objective in the face of stress. According to Asthana et al. (2024), emotional resilience is critical in dealing with stress related to customer service.

Managing Peak Hours:

Tesco workers must deal with numerous tasks, still providing a high standard of service in the process, during peak times. Mindfulness helps in being focused and limiting emotional depletion. According to Celestin and Vanitha (2020), mindfulness enhances efficiency and performance at the workplace.

Critical View: Benefits vs Limitations

Mindfulness has some advantages, and they are lower stress levels, enhanced concentration, and regulated emotions. Its beneficial effects on the wellbeing and performance of employees are pointed out by Walsh and Arnold (2020). Yet not every employee may respond well to mindfulness and may even be perceived as a shallow solution should the underlying problems within an organisation not be tackled. Badham and King (2021) believe that mindfulness programs can put the burden on employees instead of dealing with structural challenges in the workplace.
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Generation X

Generation X consists of the people who were born between 1965 and 1980. They are also a characterised group that is independent, tough, and they prefer a work-life balance a lot. According to Muthui and Karimi (2023), Generation X employees would prefer job stability, and they usually make decisions based on experience. Some of them are supervisors or managers and therefore have an influence on who to work with, and the way to behave in the workplace.

Generation Y (Millennials)

Millennials, or Generation Y, are a group of people born between 1981 and 1996. Career development, flexibility, and meaningful work are valued by this group. As Lima and Rahman (2025) emphasise, Millennials enjoy a collaborative workplace and receive continuous feedback. They can adapt more to change as compared to Generation X and frequently occupy the middle classes in organisations.

Generation Z

The working-age population since 1997 is the newest generation, which is called Generation Z. This generation is very much digital and emphasises speed, flexibility, and innovation. According to Evseeva et al. (2020), Generation Z would like to work in environments based on technology and instant communication. They might, however, not have much experience, and this is likely to affect their behaviour in the workplace and the decisions that they make.
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Work Values

There is a great deal of differences between generations regarding work values. Gen X cares about job security and independence, whereas Millennials are concerned with career development and meaning. According to Lima and Rahman (2025), Generation Z is more oriented to flexibility and long-term innovation rather than long-term stability. This poses contrasts between experienced managers, whose work is based on consistency, and younger employees, who want to be developed and flexible in Tesco. Left unchecked, these differences may influence the performance and motivation.

Communication Styles

There are different communication styles among the generations. The way of communicating with Generation X is formal and direct (communication), whereas Millennials interact in an open and collaborative manner. Evseeva et al. (2020) emphasise that in digital communication formats, Generation Z is dependent on the tool of digital means, including messaging. It may generate communication divisions between the older managers and the younger employees in Tesco, particularly in a fast retail environment where effective communication is a prerequisite.

Attitudes toward Leadership

Generations also have a difference in attitudes towards leadership. Generation X likes to have hierarchical leadership and command. On the other hand, Generation Z and Millennials like participative and inclusive leadership styles. According to Huyler et al. (2025), multigenerational teams can only be managed using inclusive leadership. In Tesco, the managers must strike the right balance between power and nimbleness to cater to the expectations of various employees, which is not always easy to practice.
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How Different Generations Use EI Differently

The use of emotional intelligence varies as an employee, related to the generational differences. Gen X tends to put on experience and save face, and Millennials have empathy and teamwork. According to Muthui and Karimi (2023), younger generations are more willing to be expressive, which will help build better relations between people. Nevertheless, emotional expression can differ, which can cause misunderstanding when interacting at the workplace.

Positive Impacts: Diversity of Perspectives

A multigenerational workforce offers different points of view and competencies. Seliverstova (2021) points out that diversity improves creativity, problem-solving, and decision-making. In Tesco, old employees bring on board experience of the practical, whereas young employees bring in innovation and flexibility. Emotional intelligence is essential in aligning these views harmoniously and maintaining good working relations at the workplace.

Negative Impacts: Miscommunication and Conflict

Generational diversity has its advantages but can be problematic, as well. The communication differences in the communication style and expectations can cause conflict and miscommunication. Lima and Rahman (2025) explain that the difference between two generations can enhance tension in the workplace unless dealt with in the right way. Younger workers at Tesco might be more interested in informal communication, whereas older workers expect professional communication and create misunderstandings and lead to the lack of cohesion in the team.
 As an example, younger employees might be dependent on fast digital interaction, and older staff members would rather communicate in face-to-face communication, which can have certain effects on working with coworkers and emotional insight.
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Hiring Strategies

Recruitment techniques should be flexible to reach out to other generations. Lima and Rahman (2025) recommend the use of a customised approach to recruitment based on the preferences of the generations. By way of example, Type 1 digital platforms could appeal to Generation Z, whereas Type 1 traditional ways would appeal to Generation X. This guarantees an equal and diverse workforce.




Training Approaches

Generational differences in generational expectations and methods of learning should be addressed in training programmes. In Mehler et al. (2024), it is emphasised that training on the use of emotional intelligence enhances performance in the workplace regardless of age. Training should be designed by organisations to ensure that they involve both the technical skills and emotional and interpersonal development.

Tesco Application: Inclusive Workplace

At Tesco, generating an inclusive workplace is the key to dealing with generational differences. According to Huyler et al. (2025), inclusive leadership contributes to employee engagement, as well as minimises conflict. All employees should be given equal opportunities and their rights respected by managers.

Training in EI Skills

It is important to enhance emotional intelligence at the intergenerational level to enhance relationships at the workplace. Seliverstova (2021) recommends that EI training must be a part of diversity management strategies. This can enhance communication, teamwork as well as overall organisational performance in Tesco.
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Emotional Intelligence Training Programs

Tesco needs to have programmes of structured EI training for employees at all levels. These are to target self-awareness, empathy, and emotional regulation. Workshops and learning through scenarios can enhance customer interactions and teamwork/ conflict management at stores on a regular basis (Huyler, 2025).




Mindfulness Workshops

Conducting mindfulness workshops can aid employees in coping with stress and being more focused. Emotional control can be supported by means of short, practical sessions in busy periods. This comes in handy, especially in the retail setting where workers are under continuous stress and are expected to uphold the level of service (Evseeva, 2020).

Generational Diversity Training

Tesco could also train employees on issues of generational differences to enhance the employees' understanding. This will help in minimising miscommunication and conflict. The employees can be educated to value various work styles, communication preferences and expectations between the Generation X, Y and Z through awareness sessions.

Leadership Development

The leaders should be provided with leadership training involving inclusive and emotionally intelligent approaches to managing people. This will assist them in dealing with different teams. Charismatic leadership can enhance employee involvement, minimise conflict and build a favourable organisational culture at Tesco (Evseeva, 2020).
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Emotional intelligence is an important consideration in enhancing performance and relationships in the workplace. It improves communication, collaboration, and customer service, especially in organisations such as Tesco. The role of the generational differences is also great as workers of varied ages do not have the same vision and behaviours. Although there are challenges associated with this diversity, like ineffective communication, innovation and cooperation are opportunities that it also presents. Altogether, emotional intelligence and effective generational diversity management are the key determinants of organisational success as they contribute to the success of the employees, enhancement of their performance and long-term business performance.
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