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[bookmark: _7eatk0xpvmcr]Introduction 
The business environment at present times has been changing on a rapid scale and the uncertainty level too, has been observed to rise. Due to this, emotional intelligence (EQ) has started to become an important skill for the organisation as well as the individuals to strive towards success (Lima et al., 2022). EQ is termed to be the ability to recognise, understand, along with express and regulate emotions and all these factors are extremely essential for having effective communication, and collaboration as well as solving problems in the workplace environment. Those employee who possess a higher EQ ensures the contribution of the leader of the team with stronger dynamics, and have a greater amount of resilience as well as their mental health, which in turn, leads to an increase in productivity and the turnover rate of the employees gets lower. Businesses have been navigating uncertainty with the economic fluctuations, transforming the digital as well as facing challenges in the post-pandemic period, hence, the importance of soft skills has become extremely crucial and that includes, being adaptable, and creative as well as having the skill of being an empath (Singh et al., 2022). 

With the rise of artificial intelligence and technology becoming smarter day by day, leading to ensuring the reinforcing of the need for having skills that are human-centric and encourages the fostering of meaningful connections, both within the organisational environment and with the clients (Adel and Alani, 2024). In addition to this, it has been observed that workforces that have higher forms of EQ are more agile and are capable of handling the pressures that are being seen in the workplace as well as making them better for the business to survive for a longer period. The ability to develop relationships that are positive, help with demonstrating empathy and make the clients understand must be required to play an important role in ensuring customers are satisfied and the business has growth (Schoofs et al., 2022).


[bookmark: _n5cnqtwggvuu]a) Briefly Introduce the organisation you have chosen to write about. 
John Lewis Partnership (JLP) is a retail business that is well-known and respected in the United Kingdom. They have done their operations in a particular set of models that focus on a unique employee-owned approach and this sets them apart from the corporations that are conventional. The business was founded in the year 1929 by John Spedan Lewis and the company has been structured as a partnership (Woodward, 2024). This meant that all the employees, 80,000 plus in number, that are working in the company are known as ‘Partners’ and they collectively own the business. JLP has been operating two main retail brands for a very long period of time. This includes John Lewis, a departmental store chain providing high-end clothes, and Waitrose, a chain of supermarkets offering premium products. They have a strong focus on the service of customers, along with practices related to ethics in the business and the well-being of the employee and this has enabled them to build a reputation that demonstrates their support in having a work culture that is positive and the employees working there are being empowered to contribute to the success of the organisation. It further enhances the engagement among the employees and aligns them with the principles related to emotional intelligence (Tasoulis et al., 2023). 

The dedication of the company towards having the skill of emotional intelligence is quite evident from the fact that them having to focus on teamwork, adaptability, as well as with the relationships related to customers and these are integral parts in order to maintain their standards that are high for their service. One of the main aspects that differentiate them from the various other retailers is their commitment towards having a work environment that is both supportive as well as emphasises emotional intelligence. The company has been successful in recognising this particular important skill that ensures the delivery of service to the customers in an exceptional way and this has been the brand’s most important part (Green, 2024). The company is further known to invest heavily in the training of its workforce and developing them. This makes sure that ‘Partners’ are being equipped with significantly important skills as this leads to them handling the interactions they have with the customers with more empathy and in a professional manner. The organisation has development programs in the internal base and they are always having their focus on training emotional intelligence, and further helping the employees to build the skill of resilience as well as improve communication and manage stress that surrounds the workplace in an efficient manner. The organisation’s business structure is democratic and encourages the employees to put forward their opinions and matters as this leads to the contribution to the process of making decisions. This has helped with the fostering of a culture of trust as well as having safety in a psychological manner. This has put a lot of emphasis on the well-being of the employees working there as well as enhanced engagement, in turn, experiencing a high result with the satisfaction of the job and the turnover rate of the staff getting low (Tasoulis et al., 2024). The beliefs of the company were reinforced and the alignment of having emotionally intelligent employees drove the success of the business.

In addition to this, with the prioritising of emotional intelligence in the organisation, John Lewis Partnership has been successful in highlighting its ability to be adaptable to changing the environment of the business, especially with having to respond to the uncertainties being faced in the economy as well as rising with the transformation of the digitalisation. The retail sector has been facing a lot of challenges in the recent few years. These challenges included observing a shift in the behaviour of the consumers to having an increased level of competition from the retailers who run their business online as well as the long-term effects of the pandemic. Despite this, JLP has been able to navigate such challenges through their embracing of innovation and staying flexible and resilient (Lee et al., 2023). 


[bookmark: _dun520s0nyz0]b) Briefly introduce the key models of emotional intelligence that you will underpin in your report. 
The emotional Intelligence Model given by Daniel Goleman has been known to be regarded as one of the most widely recognised frameworks and it plays a very important role on the training grounds for the workplace. The expansion was done by on the foundational research of Mayer and Salovey and this led to the introduction of five components linked to emotional intelligence. This includes self-awareness, and self-regulation, along with motivation, and social skills for social as well as empathy (Williams, 2021). Self-awareness usually involves having the understanding of one’s emotions as well as the impact that has been faced by others. At the same time, self-regulation typically focuses on managing the various emotions of human beings in an effective manner that can be observed in the workplace, and this typically occurs due to stress as well as making decisions. Motivation refers to driving employees to achieve their goals with both enthusiasm as well as resilience. Empathy, on the other hand, enables the individuals to understand fully and relate to the experiences of the other people. This helps with the fostering of the relationships that are interpersonal. Lastly, having strong social skills helps employees communicate in an effective way, resolve conflicts as well and build networks in the professional field. This particular model has been quite relevant to organisations, such as JLP, because the ownership of the employee and the teamwork requires self-awareness, empathy as well and skills for being in the social setting in a high manner and this further ensures the creation of a culture that is both positive as well as focused on customers (Long et al., 2022). 

The Four-Branch Model of Emotional Intelligence given by Mayer And Salovey provides a perspective on these aspects that is based more scientifically and cognitively in nature. The model consists of four abilities and they include emotions being perceived, utilising the emotions to facilitate the process of thinking, understanding the depth of emotions along with managing them efficiently. Perceiving emotions is known to involve the recognising of emotions in oneself, and others through expressions related to face, voice, and the language of the body. Using emotions in order to facilitate the thinking process emphasises the ways emotions are being influenced to solve problems, stay creative, as well as make decisions (Maxwell and Peplak, 2022). Understanding emotions typically involves having the ability to analyse the cues related to emotion as well as predict the ways these emotions can further evolve over the course of time. Managing emotions refers to having the capacity to regulate one’s own emotions as well as being able to influence the emotions of other people in a constructive manner. This model is extremely efficient and has been highly applied where the topic of service for customers as well as developing leadership is involved. It ensures the assistance of employees as well as managers to respond to the cues related to emotion in an effective way, resolve conflicts as well as enhance the communication situation in the workplace. JLP focuses on these abilities since they prioritise relationships with the customers and ensure to creation of an experience for the customers coming to shop and strengthen the loyalty of the brand (Mehrotra, 2021). 

The Bar-On Model of Emotional-Social Intelligence has offered insights into the ways emotional intelligence functions in a workplace environment. The Bar-On model typically focuses on competencies related to emotions as well as social skills that are necessary for success in the personal and professional setting. The model has been categorised into types and they include skills related to intrapersonal, skills related to interpersonal, managing stress, being adaptable as well as the overall general mood. This approach is holistic and ensures the alignment of the emphasis done by the John Lewis Partnership that focuses on the well-being of the employee, resilience, as well as teamwork (ZAMFIRESCU-MAREȘ, 2024). 


[bookmark: _ejijp6krp8td]c) Answer the question by applying the key models of emotional intelligence to your chosen organisation, i.e. Explain the importance of developing emotional intelligence in the workplace and the relationship between emotional intelligence, effective management communication and business advantage. 

[bookmark: _tz7873nhtkh5]Importance of developing emotional intelligence in the workplace:
Having to develop emotional intelligence in the workplace environment is extremely essential for having a work culture that follows motivation as well as fosters a culture of positivity. This ensures the improvement of teamwork along with ensuring to enhance the well-being of the employee. At the company, the employers are given the opportunity to co-own their business and here, emotional intelligence plays an important role in maintaining engagement, and motivation as well as having satisfaction with the customers (Cavaliere et al., 2021). The application of models related to emotional intelligence, such as the Emotional Intelligence Model of Goleman, Mayer and Salovey’s Four-Branch Model as well as the Bar-On Model can lead to the enhancement of leadership, as well as communication and provide service to the customers. 

The model that was provided by Goleman highlights five important components and these include self-awareness, self-regulation as well as motivation and empathy as well as social skills. Self-awareness has ensured that the helping of employees leads to the understanding of emotions and the impact they have on both the colleagues as well as the customers. The partner who looks into customer service is solely aware of the stress levels that can lead to the management of employees in order to ensure it has interactions with the customers in a positive approach. Self-regulation highlights enabling the employees to control their responses and further help with the navigation of the employees can encourage them to stay committed in order to deliver the services in an excellent manner in spite of the challenges that are being faced by the retailers. Empathy is also important as it helps with the interactions of the customers and ensures understanding as well as addressing the needs of the customers in order to enhance loyalty. Social skills help with the fostering of teamwork support and collaboration as these are extremely essential to the business structure that is democratic in the John Lewis Partnership (Ahmad et al., 2023). 

The Four-Branch Model emphasises the ways emotional intelligence contributes to the success of the workplace and this particularly includes perceiving, using, as well as understanding and managing emotions and all these are extremely important in order to make decisions and solve the necessary problems. The Bar-On model highlights the reinforcement of emotional intelligence in managing stress as well as adaptability. The environment of retail is both fast-paced as well as demanding and the JLP ensures the enhancement of the tolerance of the stress and helps with the ability to make them remain productive and motivated to work (Jena, 2022). 

[bookmark: _xohryqm5lyfw]Relationship between emotional intelligence, effective management communication and business advantage:
Emotional intelligence has a close relationship with the linking of having effective management with communication and this, in turn, highlights the providing of advantage in the business sector. At John Lewis Partnership, the employees are given the opportunity to own the business in a collective manner and the communication is clear and aligned with having emotional intelligence (Semenets-Orlova et al., 2021). This has been strongly aligned with the support of trust, collaboration, as well as making decisions. The application of the model provided by Goleman, Mayer and Salovey as well as the Bar-On model highlights making sure that the managers are able to develop the required skills that are needed in order to engage with the employees, resolve conflicts and drive the company towards achieving new heights of success. Having effective communication typically begins with having awareness of the self and regulation and these have been described in the models (Stoyanova-Bozhkova et al., 2022). The managers must be aware of their emotions as this can help with the communication that takes place in a clear manner and the person conveying the messages maintains their composure when faced with pressure and head-on challenges. Further, with the understanding of the signals in the emotional format, the managers are able to address these issues in a proactive manner preventing the conflicts from escalating in a bad form. 

[bookmark: _bailvmo46o8f]d) Critically evaluate the ‘models of emotional intelligence’ you have applied to your chosen organisation and explain the extent to which you think they are appropriate in meeting the development needs of the individual. 

[bookmark: _dcerxhqz15pc]Evaluate the ‘models of Emotional Intelligence’:
The model given by Goleman has been known to emphasise having awareness of the self, and self-regulation, along with motivation, empathy, and social skills. This is extremely relevant for the leadership development at JLP as well as having training in the service related to customers. The company has been known to operate on a model that focuses on partnership, and the employees are expected to take sole ownership of the work, which in turn, requires having the awareness that is strong as well as regulating oneself in order to make decisions that are informed (Ahad et al., 2021). The emphasis has been on having empathy is also very critical for various roles that focus on customer-facing since, here the customers are being made to understand the emotions as well as their enhancement in the quality of the service. Despite this, there has been a limitation to the model that was given by Goleman regarding the broad concept of nature. This particular links with the providing of a clear understanding of the emotional intelligence that ensures the constitution regarding this aspect but lacks in having a specific guideline on the ways these skills can be developed in a systematic way. Though there has been an integration of the organisation’s internal leadership programs for training purposes, it can lead to having a requirement of the framework in a complementary manner which includes the mechanisms of coaching or feedback, in turn, ensuring the development of the skills in a practical manner (Papoutsi, et al., 2021). 

The Four-Branch Model for Mayer and Salovey for emotional intelligence focuses on various aspects related to perceiving, using, as well as understanding, and managing emotions. This has been particularly very useful in areas that involve the service of customers, resolving conflicts, along with making decisions at John Lewis Partnership. The approach of the model in terms of cognitive basis particularly aligns in a well format manner with the retail sector as the employees are required to navigate the interactions of emotions on a frequent basis with both customers as well as colleagues (Drigasand Papoutsi, 2021). Perceiving emotions has led to the enabling of employees who look into the part of services of customers in order to recognise the frustrations that customers have, and in turn, ensuring to manage the emotions for having to assist with the helping of leaders so as to maintain an approach that is both calm and professionals in situations that are full of pressure. Despite this, one of the main limitations this model has is that it is known to assume in having a linear process of development for the emotions which has the potential to not reflect with the complexities of the interactions regarding the workplace. In practice, the emotions can be seen to be quite unpredictable and this leads to experiencing struggle which in turn, leads to the application of the principles in situations that work in real-time. 

The Bar-On Model of Emotional-Social Intelligence highlights the offering of an approach in a broader sense with the inclusion of various factors such as managing stress, adaptability, as well as interpersonal skills. This makes it extremely relevant on a high scale for the fast-paced retail environment of the company, i.e., the John Lewis Partnership. Retail employees have been observed to face a lot of struggle and experience situations involving high stress. This further involves having to deal with customers who are difficult as well as managing workloads especially during the peak seasons for shopping or in turn, having to adapt to the transformation of digitalisation (Casino-García et al., 2021). The focus of the model has been on resilience as well as adaptability and this particular sits well with having an alignment for the needs of the customers. The organisation has been doing ongoing investing in employees regarding the well-being of the employees and their mental health.

[bookmark: _weafyvbwx3u3]Appropriateness in Meeting Individual Development Needs:
Each of these models has been able to contribute insights that are valuable, especially into the development of emotional intelligence at JLP. However, their appropriateness has been further dependent on the development of the needs in a specific manner for the individuals. The leaders and the managers for the model of Goleman are quite appropriate as it ensures the provision of a roadmap in having the effectiveness of leadership through awareness of self, empathy as well as skills related to the social setting. Despite this, in order to make sure that the application of the practical work is being done properly, the company must be able to integrate the training into the world, which includes workshops regarding emotional intelligence, programs related to coaching, as well as feedback from the performances that have been provided in particular (Tursunovich, 2021). For the employees who are required to face the customers and help them with the services, the model provided by Mayer and Salovey becomes extremely useful in these cases and helps with the providing of an approach that is structured in order to recognise along with respond to the emotions of the customers in an effective way. Also, the training that is scenario-based requires the assistance of the employees to face such skills in retail settings in a systematic manner. The Bar-On Model, in particular, has been known to be quite relevant to employees, especially those who are in need of having to develop resilience and become adaptable to dynamic situations as well as have skills related to interpersonal development. With the focus on the well-being of the employee, the integration of this model into the management of stress as well as having trained with adaptability can lead to the enhancement of the retention of the employee as well as satisfaction with the job (Cummings et al., 2021). However, it must be further ensured with the complementation of the interventions related to practical methods, and this includes having resources for mental health, network support for peers and having a mechanism for feedback that is structured in its way. Despite this, the organisation must ensure that this model does not have to lead its way into having a fixed mindset about the development of emotional intelligence and further reinforce the idea that all such employees must improve their intelligence of emotion over the course of time. 





[bookmark: _1nrnvz5vy1fl][bookmark: _Hlk191456017]e) Provide recommendations (based on your answer and critique) with a plan for the systems and processes that may enable better collaboration and connectedness between people and implement company values to high EQ behaviours among existing staff during this current volatile economic environment. 

[bookmark: _qst2mvyqdfg]Recommendations:
1. The first recommendation would be to implement programs related to training for emotional intelligence and this ensures the integration of the main aspects of the models related to EQ. The training should include having to focus on self-awareness, self-regulation, and empathy as well as social skills, adaptability and management of stress. All these aspects are known to be extremely critical in the retail environment having high pressure at all times. 
2. Secondly, in order to strengthen the communication of the management, the company should align with the behaviours of the leadership with various strategies related to emotional intelligence and communication. The leaders should even further utilise the principles in order to enhance transparency, motivation, as well as being resilient within the teams. 
3. Lastly, with the options for working in a hybrid way or remotely, the company should make sure to strengthen the collaboration of the digital sector with the help of using technology in order to foster intelligence with emotions and have a connection with human beings among the employees (Bru-Luna et al., 2021). 

[bookmark: _tgzz4n8mzna3]Implementation: 
1. The implementation phase will be to conduct the assessments regarding emotional intelligence that are typically based on the emotional intelligence models for having to identify the strengths of the employee as well as develop the areas. 
2. The managers must be trained in the management of performance in relation to emotional intelligence so that balance is being made ((Alzoubi and Aziz, 2021) with self-regulation, empathy, as well as social skills during the sessions related to constructive feedback. 


[bookmark: _a47jt2dpi5n2]e) Provide recommendations (based on your answer and critique) with a plan for the systems and processes that may enable better collaboration and connectedness between people and implement company values to high EQ behaviours among existing staff during this current volatile economic environment. 

Recommendations:
4. The first recommendation would be to implement programs related to training for emotional intelligence and this ensures the integration of the main aspects of the models related to EQ. The training should include having to focus on self-awareness, self-regulation, and empathy as well as social skills, adaptability and management of stress. All these aspects are known to be extremely critical in the retail environment having high pressure at all times. 
5. Secondly, in order to strengthen the communication of the management, the company should align with the behaviours of the leadership with various strategies related to emotional intelligence and communication. The leaders should even further utilise the principles in order to enhance transparency, motivation, as well as being resilient within the teams. 
6. Lastly, with the options for working in a hybrid way or remotely, the company should make sure to strengthen the collaboration of the digital sector with the help of using technology in order to foster intelligence with emotions and have a connection with human beings among the employees (Bru-Luna et al., 2021). 

Implementation: 
3. The implementation phase will be to conduct the assessments regarding emotional intelligence that are typically based on the emotional intelligence models for having to identify the strengths of the employee as well as develop the areas. 
4. The managers must be trained in the management of performance in relation to emotional intelligence so that balance is being made ((Alzoubi and Aziz, 2021) with self-regulation, empathy, as well as social skills during the sessions related to constructive feedback. 
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