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Introduction
Emotional intelligence (EI) has become one of the most influential concepts in modern leadership and organisational development. Organisations increasingly recognise that technical ability and intelligence quotient (IQ) alone are insufficient for sustainable business success. Instead, the ability to understand, manage and regulate emotions in oneself and others has become essential for effective workforce development, leadership, communication and organisational performance. The concept gained widespread attention through the work of Daniel Goleman, although earlier theorists such as Peter Salovey and John Mayer developed the foundational academic framework for emotional intelligence.
In contemporary workplaces, emotional intelligence affects communication, employee engagement, stress management, teamwork, customer relations and leadership effectiveness. Within service industries especially, emotional regulation and interpersonal awareness are essential because employees regularly interact with customers, colleagues and stakeholders. As a practising beauty therapist managing a busy business environment, emotional intelligence is particularly relevant because client satisfaction, trust, communication and emotional awareness significantly influence workplace relationships and business outcomes.
Alongside emotional intelligence, mindfulness has emerged as an important approach for improving self-awareness, emotional regulation and workplace resilience. Mindfulness encourages individuals to remain present, reflective and non-judgemental in their thinking and behaviour. The integration of mindfulness with emotional intelligence provides employees and leaders with practical tools for managing stress, improving concentration and enhancing workplace performance.
This assignment critically evaluates major theories of emotional intelligence and their relevance to workforce development and business performance. It also uses theories of emotional intelligence and mindfulness to review the impact of emotions on workplace performance through reflection on professional experience within the beauty therapy industry. The discussion critically analyses how emotional awareness, emotional regulation and mindfulness influence communication, leadership, customer relationships, conflict management and employee development.

Emotional Intelligence: Definitions and Theoretical Perspectives
Emotional intelligence refers to the ability to recognise, understand, manage and use emotions effectively. Salovey and Mayer (1990) defined emotional intelligence as the ability to monitor one’s own and others’ feelings and emotions and use this information to guide behaviour and thinking. Their Four Branch Model identifies four abilities: perceiving emotions, facilitating thought, understanding emotions and managing emotions. The model views emotional intelligence as a measurable cognitive ability rather than a personality trait.
A major strength of Salovey and Mayer’s theory is its scientific structure and focus on emotional reasoning. The model suggests emotions can support problem-solving and decision-making, making it highly relevant to workforce development and workplace relationships. Employees who understand emotional responses are often better equipped to manage teamwork, communication and workplace conflict.
However, critics argue that the model is too narrow because it focuses mainly on cognitive emotional processing while underestimating behavioural influences. Emotional abilities are also difficult to measure objectively, leading to concerns regarding reliability and validity.
Another important theorist is Reuven Bar-On, who developed the EQ-i model. Bar-On (1997) argued that emotional intelligence involves emotional and social competencies that influence how individuals cope with environmental demands. His model includes interpersonal skills, stress management, adaptability and general mood.
Bar-On’s model is particularly relevant to workplace development because it includes practical competencies such as empathy, optimism and problem-solving. In customer-facing industries such as beauty therapy, these competencies directly affect communication and customer satisfaction. For example, beauty therapists require emotional sensitivity to build trust and respond appropriately to client concerns.
Despite its strengths, critics argue that Bar-On’s theory overlaps too heavily with personality theory. Traits such as optimism and happiness may reflect personality characteristics rather than intelligence, reducing conceptual clarity.
The most influential workplace theory of emotional intelligence was developed by Goleman. His model identified five components:
· Self-awareness 
· Self-regulation 
· Motivation 
· Empathy 
· Social skills 
Goleman’s theory became highly influential because it linked emotional intelligence directly to leadership and workplace performance. The model is particularly valuable because it emphasises communication, relationship management and adaptability, all of which are essential within modern workplaces.
For example, managers within beauty salons often need to motivate staff, manage customer complaints and resolve workplace tensions professionally. Emotionally intelligent leaders are therefore more likely to create supportive workplace cultures and maintain positive relationships.
However, Goleman’s theory has received criticism because some researchers believe it includes personality traits and leadership behaviours that may not represent intelligence. Locke (2005) argued that emotional intelligence lacks conceptual precision, while Landy (2005) questioned whether it provides additional value beyond existing personality theories.
Critics also argue that emotional intelligence can be culturally influenced because emotional expression differs across cultures. Furthermore, emotionally intelligent individuals may potentially use emotional awareness manipulatively rather than ethically. Emotional intelligence assessments also rely heavily on self-report questionnaires, which may reduce reliability because individuals can overestimate their emotional abilities.
Nevertheless, emotional intelligence remains highly influential within organisations because modern workplaces increasingly require emotional adaptability, communication and relationship management. Although theories differ in definition and measurement, emotional intelligence continues to provide useful frameworks for understanding workplace behaviour and professional performance.

Workforce Development and Emotional Intelligence
Workforce development refers to strategies used to improve employee capabilities, organisational performance and professional effectiveness. It includes training, leadership development, communication improvement and employee engagement.
Modern workforce development focuses not only on technical competence but also interpersonal skills, resilience and communication. Emotional intelligence is therefore highly relevant because organisations increasingly rely on teamwork, leadership and customer relationships.
Goleman’s theory is particularly important because employees who understand emotional triggers are often better able to regulate behaviour under pressure. This can improve teamwork, communication and employee wellbeing.
Within the beauty industry, emotional intelligence is especially important because employees regularly engage in emotional labour. Clients often expect reassurance, empathy and emotional support alongside technical services. Employees who regulate emotions professionally are more likely to maintain positive customer relationships and reduce workplace conflict.
For example, when clients complain about treatments or appointment delays, emotionally intelligent employees can remain calm and communicate professionally. This helps maintain customer trust and team morale.
Salovey and Mayer’s theory also supports workforce development because emotional awareness improves collaboration and communication. Employees who recognise emotional signals are often better able to respond appropriately within team environments.
However, emotional intelligence alone cannot resolve organisational problems. Workplace culture, leadership quality and workload management also influence employee wellbeing and organisational effectiveness. Emotional intelligence training may also become overly commercialised or simplistic if organisations fail to provide long-term support.
Despite these limitations, emotional intelligence remains highly relevant to workforce development because it supports resilience, adaptability and positive workplace relationships.
Salovey and Mayer’s theory also supports workforce development because emotional perception and emotional understanding improve communication and collaboration. Teams function more effectively when employees recognise emotional signals and respond appropriately. Miscommunication often occurs when emotions are ignored or misunderstood.
Emotional intelligence directly contributes to trust, cooperation and communication because emotionally aware employees are better able to listen, empathise and collaborate. Workforce development increasingly focuses on diversity and inclusion, making emotional intelligence even more valuable in multi-generational and multicultural workplaces.
The modern workplace has become increasingly complex due to globalisation, technological change and demographic diversity. Employees from different generations often have different communication styles, expectations and workplace values. Emotional intelligence supports workforce development because emotionally intelligent leaders can adapt communication styles and manage workplace diversity more effectively.
Furthermore, emotionally intelligent workplaces are often associated with higher employee engagement and lower staff turnover. Employees who feel listened to, respected and emotionally supported are generally more motivated and committed to organisational goals.
However, there are limitations to relying heavily on emotional intelligence in workforce development. Emotional intelligence training may not always produce measurable organisational improvements. Some critics argue that organisations may overestimate the predictive value of emotional intelligence while underestimating structural factors such as workload, organisational culture and leadership systems.
Furthermore, emotional intelligence can sometimes be manipulated. Individuals with high emotional awareness may use interpersonal skills strategically rather than ethically. Therefore, emotional intelligence alone cannot guarantee ethical leadership or positive organisational behaviour.
Another limitation is that emotional intelligence training programmes can become overly simplistic or commercialised. Some organisations may introduce emotional intelligence workshops without providing long-term organisational support, making improvements difficult to sustain.
In addition, workforce development depends upon broader organisational systems such as leadership quality, workload management and workplace culture. Emotional intelligence alone cannot resolve organisational dysfunction if employees are working within toxic or unsupportive environments. For example, employees may possess strong emotional awareness and communication skills but still experience stress and burnout due to excessive workloads or poor organisational leadership.
However, emotional intelligence can still improve workforce resilience when combined with supportive management practices. Employees who understand emotional regulation and stress management are often better able to adapt to organisational change and maintain positive working relationships. This is especially important within service industries where emotional interactions with customers occur continuously throughout the working day.
Within beauty therapy environments, workforce development also involves mentoring junior staff, supporting colleagues emotionally and maintaining professionalism during customer-facing situations. Emotional intelligence therefore contributes not only to individual development but also to the development of supportive and collaborative workplace cultures.
Despite these limitations, emotional intelligence remains highly relevant to workforce development because it enhances communication, resilience, adaptability and employee relationships.

Emotional Intelligence and Business Performance
Business performance refers to the effectiveness and efficiency with which organisations achieve objectives such as profitability, customer satisfaction, productivity and employee retention. Emotional intelligence affects business performance in multiple ways, particularly through leadership, teamwork, customer relationships and stress management.
One major area influenced by emotional intelligence is leadership effectiveness. Goleman argued that emotionally intelligent leaders create positive organisational climates because they manage relationships effectively and inspire employee motivation. Leaders with high emotional intelligence are generally better at communication, conflict management and decision-making under pressure.
In the beauty therapy industry, leadership often involves balancing client expectations, staff wellbeing and operational pressures simultaneously. Emotional intelligence helps managers remain composed during stressful situations and respond constructively to employee concerns.
For example, when appointment schedules become fully booked and delays occur, emotionally intelligent leadership is essential to prevent stress from negatively affecting workplace communication. Remaining calm and solution-focused helps maintain both staff morale and customer confidence.
Customer satisfaction is another critical aspect of business performance influenced by emotional intelligence. In service industries, customer loyalty is strongly connected to interpersonal experiences. Employees who demonstrate empathy, patience and emotional awareness are more likely to create positive customer relationships.
For example, clients visiting beauty salons may feel anxious, insecure or emotionally vulnerable. Emotionally intelligent practitioners can recognise emotional cues and provide reassurance, creating trust and customer loyalty. This can increase repeat business and positive referrals.
Emotional intelligence also contributes to employee wellbeing and stress reduction. Chronic stress can reduce concentration, motivation and productivity while increasing absenteeism and burnout.
Bar-On’s stress management competencies are particularly relevant here. Employees with effective emotional regulation are more resilient during periods of pressure and organisational change. This supports workforce stability and long-term organisational performance.
Additionally, emotionally intelligent workplaces often experience improved teamwork and collaboration. Employees who communicate openly and empathetically are more likely to resolve disagreements constructively and support organisational goals.
For instance, within beauty businesses, teamwork is essential because staff members often rely on one another during busy periods. Poor emotional management can create tension between colleagues, whereas emotionally intelligent communication encourages cooperation and mutual support.
Research also suggests emotional intelligence can improve decision-making. Leaders who recognise emotional influences on judgement are often more capable of making balanced and rational decisions. This is particularly important in customer-service environments where emotional reactions can influence professional behaviour.
However, some criticisms remain regarding the relationship between emotional intelligence and business performance. While research demonstrates positive correlations, causation can be difficult to establish. High-performing organisations may invest more heavily in leadership development and employee wellbeing generally, rather than emotional intelligence alone causing improved performance.
Moreover, emotional intelligence is difficult to measure consistently across organisations. Different models use varying definitions and assessment methods, creating reliability concerns. Critics also argue that emotional intelligence can be vague and difficult to measure consistently.
Some researchers further suggest that IQ, technical competence and organisational systems may still be more important predictors of business success than emotional intelligence. Therefore, emotional intelligence should be viewed as complementary to other leadership and organisational competencies rather than a replacement for them.
Despite this, many organisations continue investing in emotional intelligence training because emotional competence increasingly affects customer experience and organisational reputation. In highly competitive service industries, customers often remember how they were treated emotionally rather than simply the technical quality of the service received.
For example, within beauty therapy businesses, customers may return because they feel comfortable, listened to and emotionally valued. This demonstrates that emotional intelligence contributes to customer retention and long-term business sustainability. Positive emotional experiences can therefore become a significant competitive advantage.
Emotional intelligence can also contribute to innovation and creativity within organisations. Employees who feel psychologically safe are more likely to communicate ideas openly, collaborate effectively and contribute to problem-solving. Leaders with strong emotional intelligence are often more capable of creating inclusive and supportive workplace environments where employees feel respected and motivated.
Consequently, while emotional intelligence may not be the sole determinant of business success, it clearly supports organisational performance in multiple indirect and direct ways.
Despite these concerns, emotional intelligence clearly contributes to important aspects of business performance including communication, leadership, customer service and employee engagement.

Mindfulness: Theory and Workplace Relevance
Mindfulness refers to purposeful, non-judgemental awareness of the present moment (Kabat-Zinn, 2004). Jon Kabat-Zinn (2004) defined mindfulness as “paying attention in a particular way: on purpose, in the present moment and non-judgmentally.”
Mindfulness became widely recognised through Kabat-Zinn’s Mindfulness-Based Stress Reduction (MBSR) programme, developed within healthcare settings. Later, Mark Williams contributed to the development of Mindfulness-Based Cognitive Therapy (MBCT), particularly for depression prevention.
Mindfulness theory suggests that individuals frequently operate on “autopilot,” reacting automatically rather than consciously. Automaticity involves lack of awareness, uncontrollability and effortlessness.
Mindfulness is closely connected to emotional intelligence because both involve self-awareness and emotional regulation. Mindfulness strengthens attention control and emotional observation, while emotional intelligence focuses on interpreting and managing emotional responses.
Research supports the workplace relevance of mindfulness. Studies involving workplace mindfulness interventions demonstrated reductions in stress-related absence and improvements in workplace relationships, relaxation and happiness at work.
These findings suggest mindfulness contributes positively to workforce wellbeing and organisational performance. Employees who practise mindfulness may experience reduced stress, improved focus and better emotional regulation.
Mindfulness also relates to neurological research. Studies by Hölzel et al. (2011) found mindfulness practice influenced brain areas associated with emotional regulation and memory. Similarly, Farb et al. (2007) demonstrated mindfulness affects neural responses linked to present-moment awareness.
These studies strengthen the scientific credibility of mindfulness by demonstrating measurable neurological effects.
Mindfulness is particularly relevant within emotionally demanding workplaces. In beauty therapy settings, practitioners are expected to maintain positive communication and professional presentation throughout long working days. Mindfulness can help employees remain focused, calm and emotionally balanced during periods of pressure.
For example, taking mindful pauses between appointments can help reduce emotional exhaustion and improve concentration before meeting the next client. Remaining present during treatments also improves listening skills and client interaction.
Mindfulness additionally supports resilience by encouraging employees to become more aware of stress responses before they escalate emotionally. This helps individuals respond more thoughtfully rather than reacting impulsively.
However, mindfulness also faces criticism. Some scholars argue mindfulness has become commercialised within organisations, focusing excessively on individual coping rather than addressing structural workplace stressors. Employees may be encouraged to manage stress personally while organisational pressures remain unchanged.
Additionally, mindfulness interventions may not suit all individuals equally. Some people may struggle with meditation practices or find mindfulness difficult to maintain consistently.
Another criticism is that mindfulness can sometimes be presented as a quick solution to complex mental health and organisational issues. In reality, mindfulness requires continuous practice and self-awareness to become genuinely effective.
There are also concerns that mindfulness may not be equally accessible or beneficial for every individual. Some employees may find meditation uncomfortable, difficult or emotionally challenging. Others may struggle to maintain regular mindfulness practice due to time pressures or workplace demands.
Additionally, critics argue that organisations sometimes use mindfulness programmes to encourage employees to tolerate stressful conditions rather than addressing the root causes of workplace stress. For example, mindfulness training may be introduced without improving staffing levels, workload pressures or organisational communication.
However, when mindfulness is implemented appropriately alongside supportive organisational practices, it can significantly improve wellbeing and emotional resilience. Within customer-focused industries such as beauty therapy, mindfulness supports concentration, emotional regulation and communication. Remaining calm and emotionally present during treatments improves both professional performance and client experience.
Mindfulness is therefore most effective when viewed as part of a broader wellbeing strategy rather than a standalone solution to workplace stress.
Despite criticism, mindfulness remains highly relevant to workplace wellbeing because it improves emotional awareness, concentration and resilience.

Emotional Intelligence, Mindfulness and Workplace Performance
Emotional intelligence and mindfulness are complementary concepts because both emphasise awareness, emotional regulation and behavioural control. Mindfulness enhances emotional intelligence by increasing self-awareness and reducing reactive behaviour. The concept of “amygdala hijack” explains how emotional reactions can override rational thinking during stressful situations. Mindfulness helps individuals recognise emotional responses before reacting impulsively, improving emotional regulation and decision-making.
In workplace environments, mindfulness can support emotional intelligence by helping employees remain calm during stressful interactions. Within beauty therapy practice, emotionally demanding situations such as dissatisfied clients, scheduling pressures and staff tensions can create frustration and defensive communication. However, mindfulness encourages reflective responses rather than automatic reactions.
Personally, emotional intelligence and mindfulness significantly affect workplace performance within beauty therapy practice. Client-facing work requires emotional awareness because customers often communicate emotional needs indirectly through tone, body language and behaviour. When clients arrive stressed or dissatisfied, emotionally intelligent responses such as remaining calm, listening empathetically and responding professionally can prevent escalation and maintain customer trust.
Mindfulness also improves concentration during treatments and consultations. Remaining present improves attention to detail and service quality. Another important area is stress management. Running a busy beauty business involves emotional labour, time pressure and customer expectations. Emotional exhaustion can negatively affect communication, patience and decision-making. During particularly busy days, stress can increase emotional fatigue and affect communication style. However, mindfulness techniques such as controlled breathing and reflective pauses have improved emotional regulation during these situations.
Transactional Analysis (TA), developed by Berne (1976), also provides insight into workplace communication through Parent, Adult and Child ego states. Emotionally intelligent communication often reflects the “Adult” ego state because it encourages rational and respectful problem-solving. By contrast, emotionally reactive communication may involve defensive behaviours. For example, responding emotionally from a defensive “Child” state may escalate workplace conflict. Mindfulness increases awareness of emotional triggers, enabling more constructive communication.
The Drama Triangle developed by Karpman (1968) identifies dysfunctional workplace roles including Victim, Persecutor and Rescuer. Emotionally intelligent individuals are better able to avoid these destructive patterns because they recognise emotional dynamics more effectively. Reflection on workplace experience demonstrates that emotionally reactive behaviour can reduce team effectiveness and customer satisfaction. However, mindfulness and emotional intelligence encourage reflection, empathy and emotional control.
This reflective process exposed several personal performance issues linked to emotions, including stress reducing patience, emotional fatigue affecting communication and anxiety increasing self-criticism. Nevertheless, emotional intelligence and mindfulness also provided strategies for improvement such as greater self-awareness, improved empathy, better emotional regulation and increased resilience. Consequently, mindfulness and emotional intelligence positively influence both personal wellbeing and workplace effectiveness.

Emotional Intelligence Self-Assessment and Reflection
To further evaluate the impact of emotions on workplace performance, an Emotional Intelligence Self-Evaluation questionnaire was completed. The assessment measured emotional awareness, managing emotions, self-motivation, empathy and coaching others’ emotions.
	Competency
	Score
	Interpretation

	Emotional Awareness
	32
	Definite Strength

	Managing One’s Emotions
	24
	Needs Substantial Development

	Self-Motivation
	27
	Needs Some Development

	Empathy
	33
	Definite Strength

	Coaching Others’ Emotions
	30
	Definite Strength


The results demonstrated strengths in emotional awareness, empathy and coaching others’ emotions. These findings reflect the importance of interpersonal communication and emotional understanding within the beauty therapy profession. Building positive client relationships requires empathy, active listening and emotional sensitivity, particularly when clients may feel anxious or self-conscious.
Managing emotions scored lower, indicating a need for further development. This reflects the emotional pressures associated with running a busy beauty business where stress and emotional fatigue can affect patience, concentration and communication. This supports Goleman’s (1999) argument that self-regulation is one of the most important aspects of emotional intelligence within workplace performance.
Similarly, self-motivation indicated some development is still required. Although motivation remains generally strong, prolonged workload pressures and emotional labour can occasionally reduce focus and resilience. This demonstrates the importance of mindfulness practices in maintaining emotional balance and workplace effectiveness.
Mindfulness techniques such as mindful breathing and remaining present during consultations have improved emotional regulation and reduced stress responses. Kabat-Zinn (2004) argued that mindfulness encourages individuals to become more aware of thoughts, emotions and behavioural reactions in the present moment. In practice, mindfulness has improved concentration, communication and the ability to remain calm during challenging situations.
The self-assessment therefore supports the argument that emotional intelligence and mindfulness are highly relevant to workplace performance. The findings demonstrate strong interpersonal and empathetic abilities while also identifying emotional regulation as an area for continued professional development.

Conclusion
Emotional intelligence has become an essential concept within workforce development and organisational performance because modern workplaces rely heavily on communication, emotional regulation and interpersonal effectiveness. The theories developed by Salovey and Mayer, Bar-On and Goleman each provide valuable perspectives on emotional intelligence, although each also faces criticisms regarding conceptual clarity and measurement.
Salovey and Mayer’s Four Branch Model offers a strong cognitive framework for understanding emotional processing, while Bar-On’s model highlights practical competencies such as stress management and adaptability. Goleman’s competency model remains highly influential because of its direct relevance to leadership and workplace performance.
Emotional intelligence contributes significantly to workforce development by improving communication, teamwork, leadership effectiveness and employee resilience. It also supports business performance through enhanced customer relationships, employee wellbeing and organisational culture.
Mindfulness complements emotional intelligence by strengthening self-awareness, emotional regulation and present-moment attention. Theories developed by Kabat-Zinn and Williams demonstrate that mindfulness can reduce stress, improve concentration and enhance workplace wellbeing.
Within personal workplace experience in the beauty therapy industry, emotional intelligence and mindfulness strongly influence performance. Customer interactions, stress management, teamwork and communication all require emotional awareness and regulation. Reflection on workplace emotions demonstrates that unmanaged stress and emotional reactivity can negatively affect performance, while mindfulness and emotional intelligence support resilience, empathy and professionalism.
Overall, emotional intelligence and mindfulness are highly relevant to modern organisations because they help individuals understand emotions, manage relationships effectively and improve workplace performance in increasingly demanding and emotionally complex environments.
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