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1.1 [bookmark: _Toc130141766]Introduction 

This paper explores the concepts of Emotional Intelligence and its relevance to the workplace. Asses if Business Performance is affected by EI and what, if any, implications this would have on an organisation. It also evaluates how our emotions dictate our interaction with each other and identifies any positive and negatives within your own workplace.									 			
1.2 [bookmark: _Toc130141767]Critically evaluate theories of emotional intelligence and their relevance to workforce   development and business performance.

We, as society are naturally driven by our emotions on a daily basis sub consciously, and the student acknowledges just how much this impacts on how we interact. The mind is a very positive tool, and the author identifies with the term “mind over matter”. From a personal perspective she recognises that how she engages can depend on whether she is having a good or bad day, a specific situation whether that be positive or negative, how she is approached and so forth. With this in mind, mastering techniques on how to be mindful when interacting and/or dealing with situations can have huge benefits. 
“Emotional intelligence can have a surprisingly powerful effect on our lives, from our ability to foster long-term relationships with friends and romantic partners to whether we’re able to succeed in school and pursue meaningful work that gives us a sense of purpose.” The President and Fellows of Harvard College. (2023)
There are various Emotional Intelligence theories, however the author decided to research, Goleman, Salovey and Mayer and Bar-On models. See appendix A, for Goleman’s model. 
Goleman. (2020) “Does IQ define our destiny? Daniel Goleman argues that our view of human intelligence is far too narrow, and that our emotions play major role in thought, decision making and individual success. Self-awareness, impulse control, persistence, motivation, empathy and social deftness are all qualities that mark people who excel: whose relationships flourish, who are stars in the workplace. With new insights into the brain architecture underlying emotion and rationality, Goleman shows precisely how emotional intelligence can be nurtured and strengthened in all of us”. 
Better, O.P. (2015) reviews Goleman’s theory which highlights the key elements. 
Self-awareness
This is knowing one’s emotions as they happen. If you have the ability to recognise this you will make better decisions. 
Managing emotions
The ability to handle your feelings. Individuals that can manage their emotions are good at bouncing back from set backs in life. 
Self-motivation
This is a very positive skill in all aspects of your life. Self-motivated people tend to get the job done. 
Empathy
Recognising emotions in others is a highly effective trait. This skill is useful in areas such as communicating effectively and reaching your objective. Sales and Managing and so on. The student views this as having good peoples skills. 
Handling relationships 
These abilities lead to popularity, leadership and effective interpersonal skills. 
Goleman addresses various aspects of ways to improve emotional intelligence. The author particularly relates specifics, as outlined in the review. 

The Ventilation fallacy 
The theory suggests that venting when your angry does not in fact alter you mood but keep you in that mindset. Thinking back to a situation where the student has reacted aggressively, she did not immediately become happy. However venting when you are sad can have a positive impact on your mood, as you often feel better when offloading. 
Don’t ruminate when your sad, distract yourself. 
Staying in a negative mindset, will keep you sad. Distracting yourself is a much more effective way to change your mood. 
How to criticise the right way.
We have all been in situations where we have been criticised negatively which is not going to bring out the most positive outcome. Being mindful of how we approach such situations can alter the outcome significantly. Things to consider:  Be specific, offer a solution, do it face to face and show empathy. 
Emotional contagion 
Emotions are contagious, therefore setting the emotional tone is a great way to present positive vibes. This can be down to our body language, how we greet someone. 
Salovey and Mayer theory is based on four key elements – see appendix B. 
Maul, A. (2012) “Although the term emotional intelligence has seen a variety of uses by educators, businesspeople, and the popular press, the scientific literature on EI has focused on definitions that seek consistency with existing psychological conceptions of both emotion and intelligence. Typifying this approach, Mayer and Salovey (1997) proposed a model of emotional intelligence composed of four more specific abilities: (1) the ability to perceive accurately, appraise, and express emotion (“perceiving emotions”); (2) the ability to access and/or generate feelings when they facilitate thought (“using emotions,” also called “emotional facilitation of thought”); (3) the ability to understand emotion and emotional knowledge (“understanding emotions”); and (4) the ability to regulate emotions to promote emotional and intellectual growth (“managing emotions”). This model of emotional intelligence guided the construction of the Multifactor Emotional Intelligence Scale (MEIS; Mayer, Caruso, & Salovey, 1999) and later, the MSCEIT”.
“The Bar-On model of emotional-social intelligence can be divided into two basic parts as it were. The first part is the conceptualisation, or theory, of this construct; and the second part is the psychometric aspect of this model which is, essentially, the measure of emotional-social intelligence which was based on the theory and designed to assess it. These two parts of the model have also been referred to as (a) “the Bar-On conceptual model of emotional-social intelligence” and (b) “the Bar-On psychometric model of emotional-social intelligence” respectively, while (c) “the Bar-On model of emotional-social intelligence” refers to both the conceptual and the psychometric components of this model combined together into one inseparable entity”. (Bar-On, 2023)
On reflection it is the authors opinion that whilst the three theorists above, may differ in their approach you can see both Goleman’s and Salovey and Mayers models having the underline structure of Bar-Ons theory. It is noted that depending on the nature and size of an organisation different theories will be best suited. 
Bar-On’s method evaluates how emotional and social attributes can improve performance, whilst Salovey and Mayer theory focuses on the understanding and management of emotions can change the way in how we think. Goleman’s model uses both social and emotional competencies to improve a senior way of thinking. The student is most drawn to the Bar-On’s theory as she feels recognising both social and emotional attributes play a key factor on how we conduct ourselves on a day to day basis and fits into our modern day world. 
Emotional Intelligence is also recognised as a significant factor within high intense careers, such as the US Marines, Firefighters. “There is a strong argument for all leaders, including Army leaders, to be aware of how EI defines them and what impact it has of their teams. According to the new Army Leadership Doctrine: Leaders who have strong emotional intelligence can inspire and develop individuals. They can form, motivate, and manage teams. In a rapidly changing and increasingly complex global environment in which the demands placed upon our people are as great as ever, leaders require emotional intelligence to ensure balance between a focus on the task, team, and individual’ (ALD 2021, 3-03)”.
(Civil Service Success, 2020), studies show that “research has shown that emotional intelligence improves effectiveness, efficiency, and commitment in people. Emotional self-control, empathy, compassion, and mindfulness in organisational leaders go a long way in valuing the skills, abilities, and dedication of firefighters”. 
There are clear skilled training required for both professions, but the power of being emotionally intelligence is immense. 
(Deloitte, 2023) defines the importance of identifying and building any internal gaps for. “Workforce development today must be tied with business strategy and continuously evaluated with an eye on the future of work. To accomplish this, an intuitive framework with personalised opportunities for development is required. Organisations that employ workforce development strategies not only to reskill workers, but also to build worker resilience, will equip workers and thus the organisation with the strategies and tools needed to adapt to a range of uncertain futures. Workforce development helps organisations define the skills and capabilities needed for their future business strategy; identify key gaps in the current workforce; and create innovative strategies and programs to build, buy, borrow, and apply those capabilities—all with the “worker in the centre.” – see appendix E.
The EFQM method is among those of a very popular choice to identify key areas of a company to execute business objectives. “Using the EFQM Model and RADAR, organisations review their current performance, capabilities, effectiveness of their Strategy execution and sustainable value creation. Using the EFQM Model in this mode allows any organisation to take a snapshot of, and understand, its current organisational maturity.” (EFQM, 2023)
The student also views the CEV framework as a very useful tool, as captures key elements to maximise customer value. The five core elements of the framework to be Customer Brand Value (CBV), Customer Lifetime Value (CLV), Customer Referral Value (CRV), Customer Influence Value (CIV) and Customer Knowledge Value (CKV). These elements are applicable to business to business (B2B) and business to consumer (B2C).
A GAP Analysis is a great tool to manage the process of a situation, whether this be a project and/or manage specific goal, which is summarised by (Mind Tools, 2022) “Gap Analysis is particularly useful at the beginning of a project, or when you're developing a business case. But it can be used at any stage of a project (to assess your team's progress) or applied to any area of your business (to compare your actual performance with your desired or potential one). You can even use it at an organisational level, to check that you're on course to achieve your strategic goals”.
The 70.20.10 learning model highlights that how we are most effective in learning. 70% on the jobs experience, 20% mentoring and only 10% classroom courses and reading.  
“The purpose of the 70:20:10 model is not to separate learning and working, but to strengthen the synergy between them, so the 70, 20 and 10 solutions are mutually reinforcing”. (By Jos Arets, 2018). This is just one example that in our modern day world businesses need to truly adapt to the way they maximise productivity. In short workforce planning is highly important, as it addresses all areas of the business with the end goal of reaching the organisations business objective, whilst maximising internal productivity. 
Tuckman’s theory of effective team building is one the author identifies with as she finds this a simple way to identify areas of development within her own workplace. Working in a small team within catering, they often switch between the norming and performing stage. This could be due a new member of staff, or limited resources. When recognising the category your team falls under you can then identify what measures need to be implemented to reach the performing stage. By quickly identifying which category you team is working at, you can then assess areas of development. 
“Psychologist Bruce Tuckman came up with the memorable phrase "forming, storming, norming, and performing" It describes the path that teams follow on their way to high performance. Later, he added a fifth stage, "adjourning" (also known as "mourning") to mark the end of a team's journey”. (Mind Tools Content Team, 2022)
To summarise, from a business perspective, mastering how to become more emotionally intelligence will see huge benefits on productivity, as this can strongly dictate how we interact and complete tasks and so on. However if you fail to aligned with effective workforce, business performance there is a clear gap in the overall productivity of the business. As a manager, leader it is imperative you are aware of the organisations objectives and bridge the gap between that of internal personnel. 

[bookmark: _Toc130141768]1.3 Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance. 

Surprisingly when researching emotions, the author identified various studies. Whilst she was clearly aware emotions are embedded in us, she had not put much thought into just how powerful they are. There are numerous studies suggesting the number of emotions we hold – see appendix F. “Robert Plutchik, an American psychologist, created the Emotion Wheel in 1980. His theory of emotion expanded on previous theories, some of which had labelled six primary emotions that all human beings feel. Plutchik believed that humans experience eight primary emotions, and each of these emotions has a polar opposite that is also included on the wheel.” (Practical Psychology, 2020)
“Every emotion is an impulse which makes you cry, laugh, run, scared and so on. Some psychologists have compared emotion with the mainspring (or battery) of a watch. Just as the hands of a watch would be motionless without the mainspring or battery, so human beings would be listless and accomplish little or nothing if there were no emotions to motivate them”. (Maund, 2018)
From a personal perspective the student recognising in herself that how she interacts on a daily basis her emotions can dictate whether this is positive or negative. Recently her daughter has been experiencing issues in school, which resulted in her meeting with another parent. The school has experienced huge resistant from the other parent which has escalated the situation further. Obviously emotions have been running high from both parties. With a clear goal in mind, being this situation needs to stop,  she took full control of the meeting and was able to vocalise the issues in a way that the other parent responded to. Had she not been mindful of the other persons emotions things could have easily become confrontational. However, after the meeting she attended work and was agitated by the mornings events which resulted in a disagreement with one of her work colleagues. This drew her back to Goleman’s theory of shifting the mindset, as she totally over reacted in the second instance, as she was in a negative mindset from the first situation. 
Feinberg, Ford, B. Q., & Flynn, F. J. (2020), summarises the implications of negative emotions within the workplace and the possible repercussions. “When people feel unpleasant emotions too often or too intensely, they face impaired well-being, health, and general functioning. In the workplace, negative emotions can account for low job satisfaction, absenteeism, turnover, and even vandalism. Employees prone to negative emotions tend to suffer poor physical and mental wellness, both on the job and after work. Not surprisingly, employees are highly motivated to avoid or alleviate negative emotions, and organisations, both formally and informally, encourage their workers to avoid experiencing them”. Equally, happy emotions will have the adverse effect where you will see increased productivity. This shows just how important recognising EI has become within a work setting. 
Mindfulness is another part of the process when increasing productivity. (OMF, 2023) “Studies outside the workplace have shown that mindfulness is linked to and has the capacity to improve skills such as regulating attention and behaviour. Attention is a fundamental skill. Yet research suggests people are thinking about something other than what they are doing for almost half of their waking hours (Killingsworth & Gilbert, 2010). However, attention regulation can be improved. Even short mindfulness training can help to stabilise attention (Zeidan et al. , 2010) and over time, meditation practice can improve the ability to disengage from mind wandering (Hasenkamp & Barsalou, 2012). This might prove extremely helpful in coping with inner and outer distractions in modern workplaces.  In fact, being able to focus the attention for a longer time period seems to be rewarding in itself: It is linked to feelings of happiness and to improvements in fluid intelligence; the ability to think outside the box (Killingsworth & Gilbert, 2010; Mrazek et al., 2013)”.
“Transactional analysis (TA) is a theory of personality and relationships based on the study of specific ego states, a theory of social interaction or interpersonal communication and a system of group and/or individual psychotherapy used as a tool for personal growth and personal change.
TA is a way of inquiring into what goes on between people and inside people in order to help them make changes. The transactional aspect is exactly what it says: a two-ways communication, an exchange, a transaction. The concept actually captures a wealth of understanding and meaning about the way human beings relate”. (Lapworth & Sills, 2011)
The TA Parent, Adult, Child model (PAC), is the most identifiable to the students own workplace. Working in a small team within the catering industry she interacts with the same colleagues in a close proximity on a daily basis, which would also include face to face customer service. She would describe both the owner and her to be critical parents under this theory. All other employees have very different personalities, and she has the ability to adapt. However, she often clashes with him, as she is immediately defensive knowing how he conducts himself. Bizarrely, any personnel issues or complaints, he delegates to her, despite her not being the supervisor, which shows he does trust her, but they do not communicate effectively when in disagreement. In order for this to improve, either one or both need to adapt to ensure the best outcome of any giving circumstance. 
(Emotional intelligence at work, 2015) clarifies an overview “Psychologist Eric Berne developed the idea that people can switch between different states of mind, sometimes in the same conversation and certainly in different parts of their lives, for example at work and at home.  He found that these states of mind aggregated into three types which he christened Parent, Adult and Child”
The author interprets these states of mind to be, adult to adult, problem solving and is where ideally you would want to be in order to effectively communicate. Nurturing Parent to natural child – Nurturing. Natural child to Natural child – having fun and Controlling Parent to Adaptive child – giving instructions. On reflection, we do adapt constantly and dependant on the situation. 
The Seven Habits of Highly Effective People by Stephen Covey, highlights a very interesting concept in point five and that is how do we truly listen with the view of understanding the needs of other parties. It raises that although we are listening to some degree, we are perhaps thinking of our response and so on. With this in mind the student totally relates to this and does need to make a conscious effort in this area. This supports her way of thinking of the personal situation she discussed above. In that moment she was very mindful of how she approached the situation and took the time to listen to fully understand the issue. 
“If I were to summarise in one sentence the single most important principle I have learned in the field of interpersonal relations, it would be this: Seek first to understand, then to be understood.” (Dr Stephen R. Covey)
(Franklin Covey, 2023) “Because you so often listen autobiographically, you tend to respond in one of four ways:
Evaluating: You judge and then either agree or disagree.
Probing: You ask questions from your own frame of reference.
Advising: You give counsel, advice, and solutions to problems.
Interpreting: You analyse others’ motives and behaviours based on your own experiences”.
Nancy Kline Time To Think consists of ten elements as outlined below. The concept captures by being in tune with this area can again see huge positives. She explains there are no hierarchy in this field and by listening and allowing all parties to absorb information.  
“The quality of everything we do depends on the quality of the thinking we do first.
The quality of our thinking depends on the way we treat each other while we are thinking.
The ten behaviours that generate the finest thinking and have become known
as The Ten Components of a Thinking Environment, are: Attention, Equality, Ease, Appreciation, Encouragement, Feelings, Information, Difference, Incisive Questions, Place”. (Time To Think, 2012)
Each Component is powerful individually, but the presence of all ten working together gives this process its transformative impact.
The author completed an online Emotional Intelligence quiz – see appendix G for results. “Test adapted from the 33 item emotional intelligence scale by Schutte and colleagues (1998) that was based on the model developed by Salovey and Mayer published in 1990”. (Psych Central, 2022). 
After completing twenty questions, the findings were that she scored within the 41 and above average range. Although this was a basic assessment the questions did in fact prompt her to think of how she generally conducted herself. Again, such questionnaires are not totally reliable, as how we address situations will alter from day to day depending on a number of factors, however they are a good guide. The feedback that was given, “People who score in this range tend to be adept at understanding and interpreting their emotions and acting on them. They are skilled at handling conflicts, expressing their emotions, and dealing with emotional challenges”.







1.3 [bookmark: _Toc130141769]Conclusion 

To be emotionally intelligent you must be aware of transactional analyse and mindfulness, as they go hand in hand. There is an obvious link between workforce development and emotional intelligence and clearly shows that in order for an organisation to reach its full potential of productivity, all areas need to come together. Clear business objectives need to be set to ensure all parties are aware of the end goal. This is something that I personally feel lacks in many organisations. The theories used in this paper are ones that I personally relate to in my current or previous workplace. However there are various models available depending on the nature, size, objective of any company. As technology has advanced, so has the way in which, we as society operate which means businesses also need to constantly adapt. We see many organisations now acknowledging that the regimented approach is not necessarily the most affected and is why it is no surprise theories on our emotions and social competencies are introduced. 
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Goleman’s Emotional Intelligence model (1995)
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