                                                              Student Name:Andrei Rosu

                                                             Student number:2018579
                                                            Module title and code:Developing emotional Intelligence Skills for the workplace BMSW6106

                                                            Lecturer Name:Amare Desta

                                                           Assigment Title: Task 1 Report / Task 2  Individual Poster  

Contents
INTRODUCTION
1
MAIN BODY
2
Background of the organisation
2
Provide an introduction about the models related to emotional intelligence.
3
Explain the importance of emotional intelligence by applying models and approaches related to it.
5
The relationship among the emotional intelligence, effective management communication and business advantage.
7
Critically evaluate the models of emotional intelligence in context to the organisation.
8
Recommendation to enhance emotional intelligence skill within the organisation 
9
Reflection
11
CONCLUSION
13
REFERENCES
14


INTRODUCTION

The ability to comprehend the feelings and actions of others is regarded as a sign of emotional intelligence. In the end, this facilitates improved connections between staff members and their peers or subordinates. A high emotional intelligence lowers employee stress and lowers the likelihood of confrontations at work. Understanding someone's perspective, actions, and attitude requires an understanding of their emotional intelligence. This report's goal is to show how important emotional intelligence is to employers and how it can enhance employee relations (Prentice, Dominique Lopes, and Wang, 2020). By empathising, actively listening, managing conflict, providing constructive criticism, and fostering better relationships among team members, a person can improve their emotional intelligence. High emotional intelligence individuals are able to express, comprehend, manage, and perceive their emotions, which contributes to the development of a happy and healthy work environment. The company where I have worked for four years, Marks & Spencer, has been chosen to finish this project.
MAIN BODY

Background of the organisation
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Marks and spencer

Marks and Spencer is a worldwide company with headquarters in Britain that offers a range of services, including banking, services, clothes, and home goods. Thomas Spencer and Michael Marks launched the business when it was first formed in 1884. The company's main office is in London, England. Archie Norman, the company's chairman, Stuart Machin, the chief executive, and Katie Bickerstaffe, the co-chief executive, are the main stakeholders. With about 1,463 stores, Marks and Spencer has the trust and loyalty of its patrons. As a prominent British retailer, the company strives to offer its clientele high-quality goods and services. The managers of the company also effectively use digital and social media to advertise their goods and services. This gives business managers in the industry a competitive advantage. The company's sustainable approach places a strong emphasis on lowering carbon emissions in order to draw in customers. The company's organisational managers additionally prioritise supporting our employees, human rights, philanthropic partnerships, and animal welfare donations. Additionally, the business upholds corporate social responsibility. The managers of the company give them corporate waste and returned apparel, and 400 pieces of equipment for challenged children are funded annually by the proceeds from the sale of clothing. By 2040, the company wants to have a net zero business throughout its whole chain. The three guiding principles of Marks and Spencer are honesty, innovation, and inspiration. Aside from this, Marks and Spencer's primary strategies include innovation, trust, superior service, and quality value. 

· Give a brief overview of the emotional intelligence model systems. 

· A variety of emotional intelligence models are available for use by organisations, and using them can help to increase overall productivity (Papoutsi, Drigas, and Skianis, 2019). Organisational managers find that emotional intelligence models are very helpful in handling difficult situations such as disagreements, impediments, and organisational changes. The emotional intelligence models will assist Marks & Spencer in analysing the attitudes and behaviours of others and in building stronger bonds with their team members. The following are a few models that the organisation may use: 

• Mixed emotional intelligence model: This well-liked model of emotional intelligence aids in optimising human resources. The four elements of the model self-awareness, self-regulation, social scale, empathy, and motivation are described. Daniel Goleman created the concept, concentrating on defining emotional intelligence through the application of a wide range of abilities and competences that might affect leadership performance (Mysirlaki and Paraskeva, 2020). As a result, corporations and other institutions frequently employ this model to assess and train managers. The following is a thorough explanation of this model: 

· Self-awareness: This component of the mixed model pertains to an individual's capacity to acknowledge the influence of others, while also relying on a certain degree of intuition to inform their choices regarding how to manipulate the emotions of others. 
· This category also covers a person's ability to adjust to changes that are happening inside an organisation. 

· Social scale: This facilitates the development of stronger bonds with their subordinates. According to this strategy, the company's organisational management should give every employee an equal chance to voice their opinions in front of others and should motivate them to carry out their tasks and duties to the best of their abilities. 

· Empathy: It is important to understand that empathy and sympathy involve entirely separate processes. Empathy training enables a person to directly recognise, assess, and take into account the difficulties faced by others while they make decisions that will best serve the company. 

· Motivation: This acts as a catalyst to direct workers' actions and attitudes, assisting managers in developing successful business plans. According to this strategy, workers with strong emotional intelligence will be able to effectively motivate themselves to achieve both the company's and their own goals. (The Mixed Model of Emotional Intelligence, 2023) 

· The Mayer, Salovey, and Caruso emotional intelligence paradigm is known as the Ability paradigm. According to Alsharari and Alshurideh (2020), emotional intelligence is the capacity of an individual to access and produce emotions in order to support cognitive processes and to control emotions in a way that fosters both emotional and intellectual development. This specific model consists of four main branches, which are listed below:

· Emotional perception: This describes the capacity of an individual to recognise emotions on faces and in images. This also entails identifying the emotions that people communicate through their body language and facial expressions. It facilitates communication and perception between people. 

· Emotional facilitation: This refers to the ability of emotions to support and encourage reasoning, which inspires a person to behave in a deliberate way. It might be defined as a person's capacity to support thought with affective inputs. Emotional data are used in this category to assess, modify, and prioritise reasoning and competent decision-making.

· Emotional comprehension: This entails assessing and studying others' feelings in relation to our own. It might be characterised as the capacity to comprehend the dynamics and feelings that underlie their relationship. It also entails the abstract processing of emotional data.

· Emotional management: This type of management is unique and complicated, and it centres on using feelings to maximise a person's response in a given circumstance. It involves a person's capacity for emotional control and aids in both interpersonal and intrapersonal efficacy (ABILITY MODEL OF EMOTIONAL INTELLIGENCE, 2023).
Explain the importance of emotional intelligence by applying models and approaches related to it.

The ability to recognise, understand, and control one's own and other people's emotions is known as emotional intelligence. Additionally, emotional intelligence can help people become more adept communicators, enabling them to voice their opinions and viewpoints to their employers (Prentice, 2019). People and corporate leaders are greatly empowered by emotional intelligence to recognise and value individual performance. The following outlines the primary significance of emotional intelligence: 

• It helps with the hiring process: Emotional intelligence contributes to the development of a motivated workplace. Significant emotional intelligence aids in the hiring process by making it easier to recognise and assess a candidate's emotions. The ability to attract candidates with the correct skill set who can help Marks and Spencer achieve its predefined goals and objectives is a skill that human resource managers must master. Baba (2020). The company can identify candidates who are not only skilled and experienced but also have the emotional intelligence required to succeed in their individual roles by incorporating emotional intelligence into the applicant screening and assessment process. 

• Handling conflicts: People with emotional management skills would be better able to work towards the aims and objectives of their organisations. Business executives will be able to create effective marketing plans that complement the mission and vision of their organisation by using this talent to better understand the emotional states of their employees (Cui, 2021). Employees with high emotional intelligence are able to adapt to change and manage the extra stress it causes. Employee productivity is further increased as a result, giving them a competitive advantage in the hospitality sector. 

• Increasing Workforce Diversity: Organisational managers can lessen the effects of cultural barriers by implementing the ability model of emotional intelligence, which increases self-awareness, impulse control, adaptability, and assertiveness. Learning how to think constructively is very important for organisational managers at Marks & Spencer, as it is especially important for business executives. It assists business managers in coming up with win-win solutions that inspire innovative thinking and effectively resolve team member issues. 

• Aids in decision-making: By carefully examining the dynamics of the organisation, effective decision-making aids in the implementation and formulation of better decisions. When making decisions, people with emotional intelligence will be conscious of their own emotional states (Di Fabio and Kenny, 2019). The managers of the organisation need to put in place an efficient communication plan in relation to Marks & Spencer. This will enable the organisational managers to supply the same level of information needed to fulfil their individual responsibilities. 

Organisational managers can also assess employee conduct and attitude by applying the two element theory of emotion. According to the Schachter-Singer theory of emotion, an emotion consists of two main elements: a cognitive label and a bodily arousal (Loi, Golledge, and Schutte, 2021). The relationship between a person's bodily arousal and their cognitive labelling of that arousal is another area of emphasis for the two factor theory of emotion. To put it another way, the person has to recognise and assess the arousal in order to experience the feeling. 

How emotional intelligence, managerial communication, and commercial benefit relate.


Effective communication management and emotional intelligence are two ideas that are closely tied to one another. Emotionally intelligent company leaders understand how their actions affect their team and how to leverage that knowledge to drive deeper levels of engagement. High emotional intelligence organisational managers at Marks & Spencer are probably more productive and efficient. Assertiveness is enhanced by emotional intelligence since it facilitates successful communication. The company's organisational managers are responsible for fostering cultural diversity inside the firm and refraining from discriminating against employees on the grounds of gender, caste, creed, or religion (Oliver, 2020). Proficiency in communication is a prerequisite for the development of emotional intelligence, which enhances an organization's overall productivity.There are various ways that communication aids in the emotional intelligence skill development process. Additionally, emotional intelligence enables a person to become more aware of their feelings and facilitates their ability to identify them. This is crucial since communication style and an individual's emotions are closely related. A person can better manage and control their emotions by developing their emotional ability via the application of models and methodologies (Srivastava and Dey, 2020). This will facilitate effective communication for the person. This is crucial for the job because improving one's communication abilities requires successful communication. Effective communication abilities are crucial since they enable one to build positive working relationships with coworkers. The development of ideas pertaining to emotional intelligence, such as the ability model and mixed model, enables employees to effectively recognise and comprehend the feelings of their coworkers. People can converse with each other and react to them properly as a result. Possessing a strong emotional intelligence enables one to understand the feelings of others beneath them and adapt their communication style accordingly. By enabling one to remain composed under pressure and maintaining control over one's emotions and how they affect communication, emotional intelligence contributes to the development and improvement of communication skills (Robinson and et al., 2019).  The organisational managers at Marks and Spencer strongly encourage their staff to give their all when performing their jobs and responsibilities. The business uses Twilio to power client communication at about 640 sites and 13 contact centre hubs located in the UK. (M&S Transforms Customer Communications, 2018). The company has been able to keep a tight relationship with its staff thanks to this communication tool, which can help the organisation succeed and expand. By integrating with Google Dialogue flow, Marks and Spencer may extract the text that is being transcribed, which aids in identifying the reason behind the customer's call.

Critically assess organisational emotional intelligence models.


Marks and Spencer will greatly benefit from the emotional intelligence models in terms of increased production and efficiency. The ability model and mixed model of emotional intelligence that were previously described would give organisational managers of the business the chance to assess and detect employee behaviour and attitude. Daniel Goleman has provided a critical assessment of the application of models in determining and assessing employee wants and needs. To give organisational leaders a clear grasp, he has defined each component. The model includes social scale, empathy, self-awareness, self-regulation, and motivation as its constituent parts. He added a set of emotional competencies in the model, which are taught and cultivated abilities that enable increased levels of performance rather than inherent talents or personality traits. According to this particular perspective, people are born with certain cognitive talents as well as personality traits. According to the mixed model theory, each person is born with certain innate traits that will enable them to assess the possibility for success that comes with increasing their emotional intelligence (Yadav and Rai, 2020). Executives and corporate offices that want to apply emotional intelligence theories to improve and optimise their people resource are big fans of the mixed model. However, several academics have also questioned this concept. The methodology has faced criticism due to its measurement of social norm conformance rather than personal skills and abilities. The capacity to recognise, control, and comprehend one's own emotions as well as those of others is known as emotional intelligence. The idea has also drawn criticism for the fact that feelings might occasionally be felt before they are thought about. Furthermore, James Lange has proposed that there are real physiological distinctions between different emotions. 


The test of emotional intelligence is based on cognitive ability, which is based on IQ tests, and is understood by ability theory as a true intelligence. Every element is intended to assess a person's problem-solving skills. The model lists emotional perception, emotional management, emotional understanding, and emotional facilitation as its four constituent parts. All of these elements can be used by organisational managers to recognise, assess, and motivate people to carry out their jobs to the best of their abilities in support of the organization's overarching goals and objectives. 

Recommendation to enhance emotional intelligence skill within the organisation 


The abrupt collapse of COVID-19 has severely impacted people's emotional stability. People were restricted to a particular area because to the pandemic, which had a significant impact on their mental health. People typically prefer to stay at home as a result of this and avoid social situations (Alba-Juez & Pérez-Gonzalez, 2019). Because of this, it is now more important than ever for Marks and Spencer management to put into practice efficient plans to improve the emotional intelligence of their company, which will ultimately facilitate workers' ability to relate to their subordinates. The organisational managers of Marks and Spencer are responsible for creating a happy, healthy work environment where staff members feel free to work independently. They also need to organise events and get-togethers to provide staff members a chance to get to know one another better. The following are the tactics that the corporation can put into practice: 

• Efficient communication plan: Marks and Spencer's organisational management need to put in place an effective communication plan to ensure that every employee has the same level of expertise to carry out their particular tasks and responsibilities (Sembiring and et.al, 2020). Additionally, the management of Marks and Spencer are required to hold monthly or weekly meetings in order to assess each employee's attitude and behaviour. This allows the corporation to arrange training and development sessions more efficiently. 

• Internal analysis: Organisational managers must conduct a survey to assess staff members' attitudes and behaviours on the current state of the organisation in order to improve emotional intelligence skills within the organisation (Rodrigues et al., 2019). The use of employee engagement techniques is crucial for organisational managers as it aids in the retention of personnel for extended periods of time. Managers of the organisation will undoubtedly benefit from the survey or questionnaire in determining and assessing the cause of change resistance. 

• Providing feedback: according to Rezvani and Khosravi (2019), managers of the organisation are required to assess each employee's performance and offer constructive criticism that would enable them to work better. This gives their employees a chance to strengthen their areas of weakness and secure higher responsibilities in the near future. In the workplace, feedback is essential since it helps people perform better overall (Chen and Wang, 2019). Managers of the organisation must make sure that feedback is meaningful, purposeful, and clear in order to inspire workers to carry out their tasks more quickly and effectively. Since feedback affects people's feelings, it shouldn't be inflexible. 

Reflection


Throughout my time at Marks and Spencer, I have honed my emotional intelligence skills, which will enable me to communicate with others and comprehend their feelings. My communication skills have also increased, which will provide me the chance to advance professionally. Throughout my employment, the company's organisational supervisors were helpful, which ultimately enabled me to enhance my performance and abilities in general. My ability to control my emotions while understanding how others perceive me depends on my ability to communicate effectively and have emotional intelligence. This will also assist me in allocating tasks and responsibilities in a way that best suits the abilities and standards of the workers in a company. My four years of employment at Marks & Spencer have given me a valuable understanding of corporate life, which I will always value. In addition, there are other abilities that I would like to develop, such as the ability to solve problems, think critically, and manage my time. With all of these skills, I'll be able to increase my output and take advantage of bigger possibilities down the road. Developing my problem-solving abilities will enable me to assess and examine the current state of affairs inside the company and make decisions that are appropriate and in line with the goals of the organisation. In addition, I can use online classes to advance my education. Being available around-the-clock allows me to attend the course at any time and from any location, which is one of the main benefits of these online courses. In addition, I'll make a to-do list to help me prioritise my tasks based on significance and finish them in the allotted time. This will help me get better at managing my time.

CONCLUSION


The above report provides a detailed analysis of the effectiveness of emotional intelligence in the workplace. Emotional intelligence is of utmost importance in the workplace which help in guiding the behaviour and attitude of individual. The organisational managers must implement effective strategies to enhance the emotional intelligence within the workplace which helps in improving the overall productivity of the organisation. The report provides a detailed explanation about the various models and approaches associated with the emotional intelligence. The models which has been discussed in the report involves mixed theory, ability theory and two factor theory of emotional intelligence. The report also demonstrated the relationship between the emotional intelligence and communication in context to the organisation. Furthermore, report involves a critical explanation of different theories associated with emotional intelligence from the point of view of different authors. Moreover, the report provides some recommendation that can be implemented by the organisation improving their productivity and efficiency in the organisation. 
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