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[bookmark: _Toc154628267]Executive Summary
Soft skills are increasingly becoming important in corporate management, especially in contemporary times. Emotional intelligence is a soft skill that helps corporate managers navigate challenging circumstances, including when dealing with economic crises. This report examines the importance of developing emotional intelligence skills in the workplace and how they help change leaders navigate complexities and challenging situations. The report first discusses the key models of emotional intelligence applicable to this analytical context and then delves into the benefits of emotional intelligence skills in the workplace. The report establishes that emotional intelligence equips organisational members with self-awareness, social awareness and self-regulation attributes. In addition, emotional intelligence helps corporate members resolve disputes between staff members amicably, without any party feeling sidelined. Moreover, emotional intelligence allows employees to be self-motivated to complete tasks without being pushed, leading to better productivity. The discussion disclosed that firms should develop emotional intelligence among their employees by launching programmes that foster its creation. It is recommended that firms create values and cultures that promote emotional intelligence.
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Emotional Intelligence (EI) is regarded as one of the most important soft skills in the labour market because of its impact on customer service quality and interrelationships in the workplace (Kumar and Sharma, 2019). Emotionally intelligent employees can enhance an organisation's competitive advantage in the business environment through improved customer relationships and job quality (Chin, 2021). This report examines why building an emotionally intelligent workforce should be a priority for business organisations in the current market environment and how organisations can support the development of the EI of their workforce. The report focuses on Filco Supermarkets as a case study organisation. The organisation was established in 1946 on Wine Street in Llantwit Major and has grown over the years to open several stores in the UK (Filco, 2023). The UK retail industry, where Filco Supermarkets operate, is characterised by stiff competition and changing consumer preferences (Pantano and Vannucci, 2019). Innovation has become a key driver of competitive advantage in the industry, meaning that organisations have to create environments that can support innovation to gain a competitive edge in the industry (Wrigley, 2018). This report discusses why it is important for Filco Supermarkets and enterprises in the UK retail industry to have an emotionally intelligent workforce and explores how organisations in the industry can enhance the development of EI within their workforce.
[bookmark: _Toc154628270]Report Structure
The rest of the report is structured into four sections, with the subsequent one discussing the key EI models utilised in this assessment. After that, the report discusses the significance of EI in the workplace, followed by an evaluation of the link between EI models and individuals' development needs. Lastly, the report identifies suitable recommendations for EI development in organisations.
[bookmark: _Toc154375582][bookmark: _Toc154375629][bookmark: _Toc154628271]Key Models of EI
Several key models of EI underpin this report. One of the models is self-awareness, which refers to an individual's ability to understand their own emotions, modes, and drives and how they affect others. To be self-aware implies that an individual knows their strengths and weaknesses and can take action to mitigate the extent to which personal attributes negatively impact others while utilising strengths to gain an advantage in different spheres of life (Kanesan and Fauzan, 2019). A self-aware individual has a healthy sense of confidence because they already understand their strengths and weaknesses, and it is unlikely that an external source can tell them things they do not know about themselves. The knowledge of one's individuality or personality is an important aspect of EI because it can enable an individual to control aspects of their personality that trigger negative emotions or reactions in others. Self-awareness also includes emotional self-awareness, the ability to recognise and understand one's emotions and how they shape individual behaviour (Mustafa et al., 2020). Emotional self-awareness can be integral in enabling an individual to communicate and perform effectively even when experiencing stress. The model is important for improving interpersonal relationships within the workplace. 
The second model of EI used in the report is self-regulation or self-management, which refers to the ability of an individual to regulate their thoughts, emotions, and behaviours properly in different situations (Kanesan and Fauzan, 2019). Emotions are regulated to serve the individual and their work better. Knowing how to control the self in various situations can reduce workplace conflicts and enhance work focus, improving productivity. Individuals with self-management skills can control impulsive behaviours and feelings and manage their emotions in healthy ways, take initiative, make follow-up on commitments, and work to adapt to varying circumstances (Elfenbein and MacCann, 2017). In other words, self-management is the ability of an individual to self-direct. 
The third model is social awareness, which is characterised by empathy. Social awareness refers to an individual's ability to have an understanding of the needs, concerns, and emotions of others, identify emotional cues, recognise the dynamics of power within social settings, and feel comfortable within social settings (Kanesan and Fauzan, 2019). Social awareness can play a key role in improving interpersonal relationships within the workplace while enhancing social support. 
The fourth model is relationship management, that is, having the ability to establish and sustain good relationships. Relationship management as an aspect of EI is characterised by the ability to communicate with others clearly, influence and inspire others, manage conflict, and work well with team members (Raghubir, 2018). Overall, relationship management supports the development of positive relationships. 
The final EI model applied in this report is self-motivation. This model is characterised by the desire to learn and improve the self. Self-motivated individuals pursue the goals they have set for themselves with persistence and energy (Kanesan and Fauzan, 2019). Such individuals desire to continue pursuing goals even when facing hurdles in life. 
[bookmark: _Toc154375583][bookmark: _Toc154375630][bookmark: _Toc154628272]Importance of EI Models in The Workplace
[bookmark: _Toc154375584][bookmark: _Toc154375631][bookmark: _Toc154628273]Self-Awareness
As previously discussed, self-awareness refers to an individual's ability to understand their emotions, modes, and drives and how they affect others. A self-aware employee is likely to have a positive relationship with co-workers due to managing and regulating emotions better (Munir and Azam, 2017). Such an employee is unlikely to create workplace conflicts and plays a key role in conflict mitigation. Limited conflicts in the workplace enhance team cohesion and improve teamwork and productivity. The productivity of employees is directly related to the performance of an organisation, meaning that an organisation is likely to register improved performance in the business environment due to a high-functioning team (Makkar and Basu, 2019). High-performance or functioning teams are an important driver of competitive advantage in the business environment, especially in the retail industry, characterised by innovation and stiff competition. High-performance teams leverage collective skills, specialised expertise, complementary skills, and diverse perspectives to achieve complex goals (de Geofroy and Evans, 2017). High-performance teams are highly focused on attaining exemplary and clear goals. Indeed, such teams only have creative conflict due to differing perspectives, but they are able to use those differences to generate novel ideas that can be used to drive innovation (Rezvani et al., 2019). Self-awareness plays a crucial role in supporting effective collaboration among team members because it enables individuals to recognise their own biases, manage their emotions well, and show more empathy to colleagues. 
Self-awareness has been identified as the missing element in teamwork, a factor that underscores its importance in improving the performance of teams (de Geofroy and Evans, 2017). A more self-aware workforce is thus likely to result in a high-performing team that is creative and productive (Rezvani, Barrett, and Khosravi, 2019). Organisations like Amazon have remained competitive in the retail industry because of their focus on innovation. Services such as Amazon Prime and self-checkout demonstrate that the company has invested significantly in innovation, enabling it to perform well in the market (Arnett, Goldfinch, and Chinta, 2018). Similarly, the Filco Supermarkets can compete more effectively by creating a high-performing team to collaborate and innovate. While Filco Supermarkets is not as large as Amazon or endowed with similar financial resources and talents, it can still improve its performance in the business environment by promoting self-awareness within the workforce to drive creativity and innovation. 
Self-awareness also enables an individual to make decisions more objectively, a factor that can improve the individual's and the organisation's performance (Drigas and Papoutsi, 2018). Self-awareness is an important element of emotional competence that can enhance the efficacy of the decision-making process and ensure that the decisions made result in positive outcomes. Self-awareness is especially important in the decision-making process for managers within organisations (Goleman, 2018). Making the right decisions can improve the ability of a leader or manager to provide effective leadership and, in the process, steer the team and the organisation towards success. Self-awareness can result in decision-making that creates a sense of fairness and influences followers to support the decisions of managers and leaders within the organisation (Daft and Marcic, 2022). Employees liked self-aware leaders within Filco Supermarkets because they were often deemed fair and objective in their decision-making. In fact, most of the decisions they made were supported by team members, a factor that motivated team members to be committed towards the realisation of the established team goals. Commitment towards the realisation of team goals is a crucial determinant of goal attainment and team success. Therefore, the self-awareness of leaders and managers within Filco Supermarkets can drive performance by influencing followers' behaviour. 
Overall, improving the self-awareness of employees and managers can improve the performance of an organisation in the retail industry by creating high-performance teams through enhanced collaboration among team members and effective decision-making by managers and leaders. 
[bookmark: _Toc154375585][bookmark: _Toc154375632][bookmark: _Toc154628274]Self-Regulation 
Self-regulation or self-management is an individual's ability to properly regulate their thoughts, emotions, and behaviours in different situations (Kanesan and Fauzan, 2019). Knowing how to control oneself in diverse situations can reduce workplace conflicts and enhance work focus in a manner that improves productivity. Self-regulation is important for improving organisational interpersonal relationships and enhancing teamwork (Jordan and Troth, 2021). One of the key challenges experienced at Filco Supermarkets was conflicts between employees due to the inability to regulate or control emotions and impulses. Employees could not work well together after engaging in conflicts due to the inability to properly regulate their thoughts, emotions, and behaviours in different situations. The conflicts were not work-related or creative but were more personal in nature, meaning that employees took longer to move past the disagreements. Poor relations among team members hindered teamwork and creativity, and this had a negative impact on Filco Supermarkets' performance. The challenge was even more pronounced when staff members were expected to work in small project teams to develop innovative ideas that could improve the company's competitive edge. Conflicts caused by the inability to regulate emotions and behaviour make it significantly difficult for team members to engage in constructive discussions that can support the generation of novel ideas (Lee and Wong, 2019). Such discussions will be hindered by negative feelings towards one another, and any disagreements because of differences in perspectives are likely to take a personal turn. Self-regulation is thus critical for ensuring that team members can work together. 
Supporting the development of self-regulation among staff members can thus play a key role in improving cohesion within the team. According to Xie et al. (2019), self-regulation can improve team cohesion by ensuring that team members engage in behaviours that support collaboration and harmony. Disagreements that are of a personal nature that could limit collaboration within teams are likely to be mitigated. Tannenbaum et al. (2021) note that self-regulation enables team members to overcome personal pressures that often lead to disagreements when working in groups or teams. Employees are also likely to engage in behaviours that enhance cohesion within the workplace instead of creating conflicts. Self-regulation can also ensure that employees focus on activities that improve the organisation's performance rather than those that only advance their personal goals (Munir and Azam, 2017). Self-regulation as a model of EI can also help an organisation address the agency problem. The agency theory postulates that employees can pursue personal interests and goals at the expense of the interests and goals of the employer (Panda and Leepsa, 2017). Self-regulation can ensure that employees mainly engage in activities that drive the organisation's performance through adaptive performance (Pan and Sun, 2018). Filco Supermarkets can ensure that employees engage in behaviours that benefit the firm by supporting the development of self-regulation among staff members. 
[bookmark: _Toc154375586][bookmark: _Toc154375633][bookmark: _Toc154628275]Social Awareness
Social awareness refers to an individual's ability to have an understanding of the needs, concerns, and emotions of others, identify emotional cues, recognise the dynamics of power within social settings, and feel comfortable within social settings (Wong and Law, 2017). Individuals who are socially aware are also empathetic. Social awareness improves communication and collaboration within the workplace and can support the development of stable relationships within the organisation. Effective communication and collaboration in the workplace are vital for creativity and innovation. Thus, organisations that want to leverage innovation as a competitive advantage must create an environment that supports communication and collaboration (Serrat, 2017). As a company in the retail industry characterised by intense rivalry, Filco Supermarkets can benefit from a creative and innovative team. Social awareness is integral to establishing such a team because of the stable relationships that will emerge between and among team members since these relationships enable social comfort and cohesion (Zolyomi et al., 2018). Improved communication, collaboration, and innovation can lead to the development of products and services that enhance the organisation's competitive edge in the retail industry. Filco Supermarkets can meet customers' changing needs and preferences more effectively and outperform its rivals by implementing the suggestions above. 
Social awareness is also important for building good relationships with customers. Socially-aware employees can understand customers' needs, concerns, and emotions, identify emotional cues when dealing with customers, and recognise the dynamics of power when interacting with customers. According to Prentice and Nguyen (2020), employees' EI is crucial for sustaining good customer relationships due to positive interactions between employees and customers. The good relationships employees develop with customers can positively influence the latter's perceptions of customer service quality and decisions for repeat purchases (Jain et al., 2018). Customer service quality is a key determinant of performance in the retail industry, especially after-sale services (Shokouhyar, Shokoohyar, and Safari, 2020). Customers are more demanding for quality services in the information age and online purchases, given that they have several options (Slack, Singh, and Sharma, 2020). Filco Supermarkets has benefitted from socially aware employees in terms of customer relationships. Most customers are loyal to the company because of how employees treat them. Improving staff's social awareness can improve customer relationship quality and enhance business performance. 
Social awareness is thus an important EI model that Filco Supermarkets should work towards building within the workforce. The EI model can improve communication and collaboration, thereby improving teamwork, innovation, and creativity. Organisations can realise improved financial performance in the marketplace due to improved creativity and innovation. Social awareness is also important for building high-quality customer relationships. Many organisations in the retail sector have invested in customer relationship management (CRM) systems courtesy of advanced technology because of the phenomenon's importance in improving service quality perceptions and business performance in the era where e-commerce has gained prominence (Frasquet et al., 2021). Since employees often deal directly with customers, it is important that they have social awareness to build stable relationships with the customers. 
[bookmark: _Toc154375587][bookmark: _Toc154375634][bookmark: _Toc154628276]Relationship Management 
Relationship management (RM) is closely linked to social awareness, except that relationship management is more centred on the intentional management of relationships (Raghubir, 2018). RM is defined as having the ability to establish and sustain good relationships and is characterised by communicating with others clearly, influencing and inspiring others, managing conflict, and working well with team members (Kanesan and Fauzan, 2019). RM capabilities enable leaders within an organisation to mentor and coach others and resolve workplace conflicts more effectively (Decker and Cangemi, 2018). RM capabilities can thus play an integral role in empowering employees by supporting their learning and personal and professional development (Udod et al., 2020). Coaching and mentorship enable employees to attain personal and professional development and thus improve their performance in the workplace. Filco Supermarkets can benefit from the improved RM capabilities of employees through enhanced employee competence. Additionally, reduced conflicts in the workplace due to effective conflict resolution can improve teamwork and enhance creativity and innovation within the workplace. Filco Supermarkets can thus perform better in the business environment by improving the RM capabilities of its employees. 
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Self-motivation as an aspect of EI can also improve the performance of Filco Supermarkets. Self-motivation is characterised by having the desire to learn and improve the self. Self-motivation is important for both employees and managers because it can drive their performance and that of the organisation. Self-motivated employees are likely to have a high level of productivity because they are self-driven and require minimal supervision (Badubi, 2017). Self-motivation can help an organisation overcome the agency challenge by ensuring that employees can effectively perform their duties and responsibilities without being monitored closely. Similarly, self-motivated managers can work to enhance the organisation's performance by going beyond the normal bounds of their job description. Self-motivated individuals pursue the goals that they have set for themselves with persistence and energy (Kark et al., 2018). Such individuals desire to continue pursuing goals even when facing hurdles in life. 
Retail sector organisations can record improved performance in the business environment when they have self-motivated employees and managers. The relationship between motivation and performance suggests that self-motivation is crucial for driving the performance of an organisation in the marketplace due to increased individual productivity stemming from intrinsic motivation (Ali and Anwar, 2021). Employees and managers can be driven to solve business challenges and improve performance with minimal supervision. However, organisations should create the right conditions to enhance self-motivation (Rigby and Ryan, 2018). Employees cannot be self-driven in a workplace that does not meet their needs and expectations.
Overall, the perspectives above address why building an emotionally intelligent workforce should be prioritised in the post-COVID work climate. Crous (2020) writes that the post-pandemic work environment increasingly needs soft skills like emotional intelligence. In this regard, emotionally intelligent workforces are more agile and better prepared to foster the needed conditions for business survival. In concurrence, Coronado-Maldonado and Benítez-Márquez (2023) and Margheritti et al. (2023) suggest that emotionally intelligent employees are needed in post-COVID work environments to alleviate a toxic culture, which is akin to creating suitable conditions for optimal performance. In alignment, Millet (2020) argues that as COVID-19 influenced a significant shift from office work to remote work, employees needed EI to ensure empathy, awareness, inclusion, and respect, which are vital traits for navigating uncertainty. Hence, building emotionally intelligent workforces is integral in fostering workplaces ideal for optimal performance during a crisis, especially in the post-pandemic period. 
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The EI models that have been applied to Filco Supermarkets can be used to support the development needs of individuals in various ways. The discussion below presents different techniques employers can use to train and develop EI in their current staff and make them emotionally intelligent.
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Self-awareness can support the development needs of an individual. Self-aware individuals can understand their emotions, modes, and drives and how they affect others (Kanesan and Fauzan, 2019). Self-awareness can play an integral role in supporting personal development through self-improvement, especially when leaders support learning within the organisation (Khan and Khan, 2019). The implication is that self-awareness may not lead to personal and professional development without appropriate leadership. Self-awareness can only improve learning and support professional development when colleagues have knowledge and skills to benefit the employee seeking to learn (Carvalho et al., 2019). The organisation also plays a key role in determining the extent to which learning within the workplace can occur. Self-awareness is unlikely to support learning and professional development within the workplace when the organisational culture does not support learning within the workplace. Additionally, Kassymova et al. (2018) claim that self-awareness does not always support personal development because an individual should be capable of undertaking the self-process to enhance personal development to benefit from self-awareness. Personal and organisational factors thus influence the ability of self-awareness to support personal and professional development. 
[bookmark: _Toc154375591][bookmark: _Toc154375638][bookmark: _Toc154628280]Self-Regulation 
Similarly, self-regulation can support personal and professional development. Self-regulation or self-management is an individual's ability to regulate their thoughts, emotions, and behaviours properly in different situations (Kanesan and Fauzan, 2019). An individual can focus on the development of the self through self-directed learning because of self-regulation. Additionally, self-regulation can enable an individual to focus on learning to improve professional competence. The positive impact of self-regulation on workplace relationships also means that an individual can learn from colleagues to enhance personal and professional development (Pyrko, Dörfler, and Eden, 2017). However, as previously discussed, learning within the workplace significantly depends on the organisational culture and the management's measures to support learning (Khan and Khan, 2019). On the other hand, Pan and Sun (2018) claim that cognitive adaptability mediates the relationship between self-regulation and employee performance, meaning that employees' cognitive abilities influence the extent to which self-regulation improves their performance. Personal and organisational factors thus impact the ability of self-regulation to result in improved organisational performance. 
[bookmark: _Toc154375592][bookmark: _Toc154375639][bookmark: _Toc154628281]Social Awareness
Social awareness improves communication and collaboration within the workplace. It can support the development of stable relationships within the organisation and foster learning to elevate personal and professional development (Wong and Law, 2017). The positive relationships that an individual forms in the workplace due to social awareness can support peer learning and, thus, personal and professional development (Pyrko, Dörfler, and Eden, 2017). Stable relationships can also create an opportunity for coaching and mentorship to improve an individual's personal and professional development. However, Khan and Khan (2019) argue that the ability to learn in the workplace also depends on the organisational policies created to support learning. Without such policies, social awareness would not significantly support professional development. 
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Relationship management can also improve learning and personal and professional development because stable relationships enable individuals to learn from one another (Raghubir, 2018). The stable relationships offer an opportunity for peer learning, coaching and mentorship. However, relationship management can only support personal and professional development when other parties have knowledge and skills that an individual can learn and benefit from because, as argued by Singh et al. (2021), only talented and skilled employees can support learning within the organisation by sharing their knowledge. Relationship management can also lead to personal and professional development when the social network of an individual is comprised of people with positive behaviour (Al-Kurdi, El-Haddadeh, and Eldabi, 2018). In summary, relationship management can only support learning and improved performance when there are talented and skilled individuals within the organisation to learn from. The notion that relationship management automatically leads to learning and professional development is thus a fallacy.  
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Organisations can support the learning and development of employees to improve the development of EI. Creating an organisational culture that supports learning and development is vital to improving EI among employees. Based on the report's findings, organisations need to hire employees with the capabilities to benefit from EI. As the results of the analysis indicate, the cognitive capabilities of employees can influence their ability to benefit from EI in regard to personal and professional development. Creating the right conditions to benefit from EI is thus crucial for organisations.  
Management should develop a plan to enable enhanced connectedness and collaboration between employees and implement company values to high EQ behaviours among existing employees, which should centre on creating an organisational culture that values EQ behaviours. Such a culture would ensure that employees learn and develop EI. The management should also create a training plan to ensure all employees are trained on EI to develop EQ behaviours. 
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Potential Benefits

EI can improve my productivity in the workplace
due to minimal conflicts and better relationships
with co-workers

From my experience, EI can support career
advancement through leadership and management
positions due to the enhanced ability to
understand the needs and interests of co-workers
and support them in their professional and
personal development. I am a better leader
because of EL

EI has also improved my communication skills
and can Improve communication efficacy and
collaboration with co-workers, a factor that
supports learning and development within the
workplace

EI can improve my wellbeing and intrinsic
motivation due to  better interpersonal
relationships in the workplace. Overall my
performance can improve due to improved
motivation.

Iam a better team player because of EL and thus
El can improve team performance in the
workplace due to enhanced interpersonal
relationships

EI can enhance the quality of my work output due
to improved decision-making and better self-
management skills that I have developed. Figure 1
summarises the potential benefits of EL.
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Figure 1:El's Benefits

The Type of EI SKills

« 1 should have the ability to have a good
understanding of the behaviour and
reactions  of co-workers to have
appropriate responses that would not
strain interpersonal relationships and lead
to conflicts in the workplace

« I should have the ability to recognise
personal mistakes and seck amends while
demonstrating an understanding of why
the issue was a mistake in the first place

« I should develop the ability to think
critically before responding or making
decisions in the workplace in order to
‘make better decisions

« 1 should have the ability to support the
personal and professional development of
myself and co-workers through improved
self-management, social awareness, social
skills, self-awareness, and motivation

« I should have the ability to navigate
office politics successfully by avoiding
‘manipulation

« Ishould also have the capacity to facilitate
collaboration in the workplace due to the
ability to listen to others and understand
their perspectives

How to Improve my Emotional
Intelligence

1 will take the initiative to learn
about emotional intelligence and
how to improve it. I can take
online  courses  or  read
cducational resources on EI in
my own free time

I will leam from co-workers
who demonstrate a high-level of
intelligence. Specifically, seck
out mentors within my line of
work or carcer to help me
develop  my  cmotional
intelligence

I will work on changing my
mindset in order to become a
person who is mindful of the
wellbeing of others and is also
willing to learn from co-workers
and outside the workplace

I will focus on my personal
development as a gateway to
career success. Such a strategy
has to be deliberate. I cannot be
a good or dependable colleague
without first working to develop
myself as an individual.




