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Task 1 – Emotional Intelligence in the Workplace 

Introduction 

Emotional intelligence (EI) is increasingly recognised as an important capability within 

contemporary organisations because employees must manage their own emotions while 

responding effectively to the emotions of colleagues and managers. Mayer and Salovey 

(1990) define EI as a set of abilities involving the accurate recognition and expression of 

emotions, the regulation of emotions, and the use of emotional information to support 

thinking and behaviour. This is particularly relevant to the organisation in the scenario, where 

improvements in team morale, communication and conflict resolution have been associated 

with the application of mindfulness and EI principles. Developing EI may therefore contribute 

to improved employee performance, collaboration, well-being and psychologically safe 

working environments. It may also support leadership development and inform recruitment 

strategies by identifying interpersonal and emotional capabilities alongside technical skills. 

Goleman (1998) further developed EI within the workplace by identifying five key 

components: self-awareness, self-regulation, motivation, empathy and social skills, linking 

these competencies to effective leadership and organisational performance. This report will 

critically examine EI through three influential approaches: Goleman's Emotional Intelligence 

framework, Mayer and Salovey's Ability Model, and Bar-On's Emotional-Social Intelligence 

Model. These models will be considered in relation to communication, conflict management, 

leadership, decision-making and employee performance within contemporary organisations. 

 

Explanation of Emotional Intelligence Models 

There are several approaches to understanding emotional intelligence (EI), with Goleman’s 

framework, Mayer and Salovey’s Ability Model, and Bar-On’s Emotional-Social Intelligence 

Model being particularly influential. Although the models use different approaches, they all 

focus on how people recognise, understand and respond to emotions, which can be applied 

to workplace relationships and behaviour. 

Goleman’s model identifies five main components: self-awareness, self-regulation, 

motivation, empathy and social skills (Goleman, 1998). Self-awareness involves recognising 

personal emotions, strengths and weaknesses and understanding how these may affect 

behaviour. Self-regulation involves controlling emotional reactions and thinking before 

responding, particularly during stressful situations. Motivation refers to the ability to remain 

focused on goals and maintain a positive approach when difficulties occur. Empathy involves 

recognising and understanding the feelings of other people, while social skills involve 

building relationships, communicating effectively and managing interactions with others. 

Together, these components help employees understand their own emotional responses 

while responding appropriately to colleagues. Goleman’s approach is particularly relevant to 

organisations because it focuses on observable behaviours and competencies that can 

support effective leadership and teamwork. 

Mayer and Salovey’s Ability Model takes a different approach by viewing EI as a set of 

mental abilities. The model consists of four abilities: perceiving emotions, using emotions to 

support thinking, understanding emotions and managing emotions. For example, an 

employee may first recognise that they are becoming frustrated, understand why this feeling 

has developed, and then manage the emotion before responding to a colleague. This model 

therefore places greater emphasis on the processing of emotional information rather than 

workplace competencies. 
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Bar-On’s Emotional-Social Intelligence Model takes a broader approach. It considers 

intrapersonal skills, interpersonal skills, stress management, adaptability and general mood 

(Bar-On, 2006). This means that EI is not only about understanding emotions but also about 

how effectively individuals cope with pressure, adapt to change and maintain relationships. 

Compared with Mayer and Salovey’s model, Bar-On places greater emphasis on social 

functioning and coping with everyday demands, while Goleman focuses more strongly on 

emotional competencies and workplace behaviour. 

Overall, the three models provide different but complementary perspectives. Mayer and 

Salovey emphasise EI as an ability, Goleman focuses on competencies that can be 

demonstrated through behaviour, and Bar-On considers emotional and social functioning 

more broadly. These differences are useful when considering the workplace because 

emotional intelligence involves both understanding emotions and applying that 

understanding to communication, relationships, performance and challenging situations. 

 

How Employees Can Use EI to Improve Performance 

Employees can use emotional intelligence (EI) to improve their performance by developing 

self-awareness, self-regulation and motivation. Self-awareness helps employees recognise 

their strengths, weaknesses and emotional triggers. For example, an employee may realise 

that they become nervous when speaking in team meetings. By recognising this weakness, 

they can prepare before meetings and gradually become more confident when sharing 

ideas. In the scenario, employees could also recognise their strengths, such as being good 

listeners, and use these skills to support the improved communication within the department. 

Self-regulation helps employees remain calm and control their reactions when facing 

stressful situations. For example, if a colleague disagrees with an employee during a 

meeting, instead of becoming defensive or responding angrily, the employee can pause, 

listen and respond calmly. This can help prevent small disagreements from developing into 

larger conflicts and support the positive changes in conflict resolution identified in the climate 

survey. Motivation can also improve productivity and goal achievement by encouraging 

employees to remain focused when work becomes challenging. For example, an employee 

working towards an important deadline may stay focused, organise their workload and 

continue contributing to the team rather than becoming discouraged. Therefore, EI can help 

employees understand themselves, manage workplace pressures and remain focused on 

achieving positive outcomes. 

 

How EI Improves Communication and Collaboration 

Emotional intelligence (EI) can improve communication and collaboration by helping 

employees understand others, communicate appropriately and build positive workplace 

relationships. Empathy allows employees to consider situations from another person’s 

perspective and recognise how they may be feeling. For example, if a normally confident 

colleague becomes quiet during a team meeting, an emotionally intelligent employee may 

recognise that they could be feeling uncomfortable or worried. They could encourage the 

colleague to share their views rather than assuming they are uninterested. This can support 

the improved team morale and communication identified in the scenario. Social skills are 

also important for teamwork because employees need to listen, communicate clearly, give 

feedback and build trust. For example, during a team project, an employee with good social 

skills could encourage quieter colleagues to contribute, recognise other people’s ideas and 

help the team work towards a shared goal. EI can also help employees manage workplace 
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conflict. For example, if two colleagues disagree about how a task should be completed, an 

emotionally intelligent employee can remain calm, listen to both perspectives and focus on 

finding a solution instead of blaming others. This can prevent disagreements from becoming 

personal and damaging working relationships. Therefore, empathy, social skills and 

emotional self-control can strengthen communication, improve collaboration and support the 

positive approach to conflict resolution demonstrated in the scenario. 

 

How Emotional Intelligence Supports Employee Well-being 

Emotional intelligence (EI) can support employee well-being by helping individuals manage 

stress, cope with challenges and develop positive relationships at work. Self-awareness 

allows employees to recognise when they are becoming stressed or overwhelmed, giving 

them an opportunity to take action before the situation affects their performance or well-

being. For example, an employee who notices they are becoming frustrated because of a 

heavy workload may take a short break, prioritise their tasks or speak to their manager 

rather than allowing the stress to build. Resilience is also supported by EI because 

employees can recognise difficult emotions and respond to workplace challenges in a 

constructive way. For example, if an employee receives negative feedback, they can 

manage their initial disappointment, consider the feedback objectively and use it to improve 

rather than becoming discouraged. EI can also help employees adapt to workplace changes, 

such as new technology, changes in responsibilities or new management. In the scenario, 

employees who are able to manage uncertainty and communicate their concerns calmly may 

be more likely to adapt positively to organisational changes. Furthermore, empathy and good 

social skills can improve workplace relationships by helping employees understand 

colleagues, provide support and reduce unnecessary conflict. Positive relationships can 

contribute to greater job satisfaction because employees may feel valued, respected and 

included. Therefore, EI can contribute to well-being by helping employees manage stress, 

develop resilience, adapt to change and maintain healthier workplace relationships. 

 

Critical Evaluation of Emotional Intelligence 

Although emotional intelligence (EI) can provide benefits in the workplace, the models also 

have limitations and EI does not automatically lead to positive outcomes. One important 

criticism is that the models do not define or measure EI in the same way. Mayer and 

Salovey’s Ability Model treats EI as an ability to process emotional information, whereas 

Goleman’s and Bar-On’s approaches include broader competencies and behaviours. 

Livingstone and Day (2005) found differences between ability-based and mixed-model 

measures, raising questions about whether broader EI measures may overlap with 

personality and other individual characteristics. This is important for organisations 

considering EI when recruiting or developing employees, as it suggests that EI scores 

should not be treated as a complete measure of an employee’s potential. 

Bar-On’s model also has limitations because its Emotional Quotient Inventory (EQ-i) uses 

self-reporting, meaning individuals assess their own emotional and social abilities. This could 

create inaccurate results if employees overestimate their strengths or provide answers they 

believe are socially desirable. Bar-On (2006) himself acknowledges limitations within the 

model and discusses the need for further development. 

EI also does not always guarantee positive workplace outcomes. For example, an employee 

may understand that a colleague is upset but still respond poorly, particularly if they lack 

appropriate communication skills or organisational support. Similarly, a manager may use 
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empathy to understand an employee's concerns but still need to make a difficult decision 

that the employee dislikes. Therefore, EI should support rather than replace professional 

judgement, evidence and organisational policies. In the scenario, EI appears to have 

contributed to improved morale, communication and conflict resolution; however, these 

outcomes may also depend on factors such as leadership style, workload and organisational 

culture. Overall, EI is valuable, but it should be viewed as one factor contributing to 

workplace success rather than a guaranteed solution to organisational problems. 

 

Conclusion 

Overall, emotional intelligence (EI) is an important capability within contemporary 

organisations because it can help employees understand and manage their own emotions 

while responding appropriately to others. The three models considered provide different but 

complementary perspectives: Mayer and Salovey focus on EI as an ability, Goleman 

emphasises workplace competencies, and Bar-On considers wider emotional and social 

functioning. The discussion demonstrates that EI can support employee performance, 

communication, collaboration, conflict management, well-being and effective leadership. 

This is particularly relevant to the scenario, where the use of EI and mindfulness practices 

contributed to improved morale, communication and conflict resolution. However, EI should 

not be viewed as a guaranteed solution or used alone when making recruitment and 

development decisions. Organisational culture, leadership, workload and working conditions 

also influence outcomes. Overall, EI is most valuable when combined with effective 

organisational practices and supportive leadership 
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Task 2 - Managing a Multigenerational Workforce 

Introduction 

A multigenerational workforce refers to an organisation where employees from different 

generations work together. In contemporary organisations, this can include Generation X, 

Millennials and Generation Z. Each generation may have experienced different social, 

economic and technological environments, which can influence workplace expectations, 

communication preferences and approaches to work. A multigenerational workforce can 

provide organisations with a valuable combination of experience, knowledge, skills and 

perspectives. However, differences in values, communication styles, motivation and 

technological adaptability may also create misunderstandings and challenges. It is important 

not to assume that employees behave in a particular way simply because they belong to a 

specific generation. Research suggests that evidence for clear generational differences in 

work values is mixed, and differences may also be influenced by age, career stage and 

individual experiences (Parry and Urwin, 2011). Therefore, managers need to understand 

employees as individuals while recognising that generational experiences may influence 

workplace behaviour. Emotional intelligence (EI) and mindfulness can support this approach 

by helping managers understand different perspectives, manage their own reactions and 

create an inclusive and productive environment. 

 

Generation X, Millennials and Generation Z 

Generation X generally refers to people born from the mid-1960s to the early 1980s. Many 

entered employment before digital technology became central to everyday working life and 

may therefore bring significant experience of traditional workplace practices. However, many 

have also developed strong technological skills throughout their careers. Millennials, or 

Generation Y, are generally associated with people born from the early 1980s to the mid-

1990s. They entered adulthood during a period of rapid technological development and are 

often associated with collaborative working, career development, regular feedback and 

meaningful work. Generation Z generally refers to people born from the late 1990s onwards. 

As the youngest of these groups, they have grown up with smartphones, social media and 

easily accessible digital information. 

These descriptions should be viewed as general patterns rather than fixed characteristics. 

For example, a Generation X employee may be highly confident using new technology, while 

a Generation Z employee may prefer face-to-face communication. Similarly, a Millennial may 

prioritise job security rather than flexible working depending on their personal circumstances. 

Therefore, managers should avoid making assumptions based purely on age or generation. 

 

Generational Differences and Organisational Effectiveness 
Differences in workplace values can influence organisational effectiveness. Employees may 

have different expectations regarding autonomy, feedback, career development, flexibility 

and work-life balance. For example, a Generation X employee may prefer to be given 

responsibility for a task and trusted to complete it independently, while another employee 

may prefer regular feedback and guidance. If a manager uses the same management style 

with everyone, one employee could feel micromanaged while another feels unsupported. 

This could reduce motivation and productivity. An emotionally intelligent manager can use 

empathy and active listening to understand individual preferences and adapt their approach 

appropriately. 
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Communication styles can also affect teamwork. Some employees may prefer face-to-face 

conversations or email, while others may be more comfortable with instant messaging, video 

meetings and collaborative digital platforms. For example, if a manager communicates an 

important change only through an online messaging system, some employees may prefer a 

face-to-face explanation and could feel less confident about asking questions. Using a 

combination of communication methods can help ensure that employees receive and 

understand important information. This is particularly relevant to the scenario because 

improvements in communication were identified through the organisational climate survey. 

Generational differences in motivation can also affect employee performance and retention. 

Some employees may be motivated by career progression and recognition, while others may 

place greater importance on autonomy, job security, meaningful work or flexibility. For 

example, two employees may both perform well but have different career goals. One may 

want to progress into management, while another may prefer to remain in their current role 

but receive greater flexibility and recognition. Treating both employees as if promotion is the 

main form of motivation could result in disengagement. Managers who use EI can have 

individual conversations with employees to understand what motivates them and identify 

appropriate opportunities. 

Technology is another important consideration. Younger employees may have greater 

familiarity with some digital technologies because they have used them from an early age, 

while older employees may have developed technological expertise through professional 

experience. Organisations should avoid assuming that technological ability is determined by 

age. For example, when introducing a new digital system, a younger employee may be able 

to help an experienced colleague understand the software, while the experienced employee 

can share knowledge about organisational procedures and customers. This creates two-way 

learning and allows the organisation to benefit from different forms of knowledge. Rather 

than allowing technology to become a source of generational tension, managers can use it 

to encourage collaboration. 

 

Emotional Intelligence and Mindfulness for Inclusive Management 

Emotional intelligence can help managers manage generational differences more effectively. 

Self-awareness allows managers to recognise their own assumptions and potential biases. 

For example, a manager may unconsciously assume that an older employee will struggle 

with technology or that a younger employee will lack commitment. An emotionally intelligent 

manager can recognise this assumption and assess employees according to their actual 

skills and behaviour. Empathy is also important because it allows managers to understand 

different perspectives without judging employees for having different preferences. 

 

EI can also help with generational conflict. For example, an experienced employee may 

become frustrated when a younger colleague suggests changing an established process. 

The younger employee may feel that their ideas are being ignored. Rather than 

automatically supporting one employee, an emotionally intelligent manager could listen to 

both perspectives and ask what is working well and what could be improved. This allows the 

organisation to combine the experienced employee's knowledge with the younger 

employee's ideas, potentially improving both relationships and organisational processes. 

Mindfulness can complement EI by helping managers remain present and respond 

thoughtfully rather than reacting immediately to difficult situations. For example, if two 
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employees become frustrated during a team meeting, a mindful manager can remain calm, 

pause before responding and allow each person to explain their perspective. The manager 

could then focus the discussion on what each employee needs to resolve the disagreement. 

This approach can reduce emotional tension and help employees feel listened to. Research 

suggests that workplace mindfulness interventions can support employee well-being and 

stress management, although their effectiveness can vary depending on the intervention and 

organisational context (Vonderlin, Biermann and Bohus, 2023). 

This is particularly relevant to the scenario because the organisation has already 

experienced improvements in morale, communication and conflict resolution through the use 

of EI and mindfulness. Continuing these approaches could help create a psychologically 

safer environment where employees from different generations feel respected and able to 

contribute. 

 

EI and Mindfulness in Recruitment, Management and Retentionx` 

EI and mindfulness can support managers throughout recruitment, management and 

employee retention. During recruitment, managers should avoid generational stereotypes. 

For example, assuming that an older candidate lacks technological ability or that a younger 

candidate lacks commitment could result in unfair decisions. Instead, candidates should be 

assessed against the skills, experience and behaviours required for the role. EI can help 

recruiters recognise their own assumptions and make more objective decisions. 

During management, EI allows managers to understand individual employee needs and 

communicate effectively. For example, one employee may prefer regular feedback, while 

another may prefer greater independence. Treating employees fairly does not necessarily 

mean treating everyone identically. An inclusive manager can provide appropriate support 

while maintaining consistent standards. Mindfulness can also help managers remain calm 

during difficult conversations, reducing the likelihood of emotional reactions that could 

damage relationships. 

For retention, EI can help managers identify when employees may be becoming 

disengaged. For example, if an employee who normally contributes actively to meetings 

becomes quiet and withdrawn, an emotionally intelligent manager may have a private 

conversation rather than immediately assuming the employee has lost motivation. The 

employee may explain that they feel their contributions are not recognised or that they have 

limited development opportunities. The manager can then explore suitable development, 

recognition or support. This may improve engagement and reduce the risk of losing valuable 

employees. 

 

Conclusion 

Overall, a multigenerational workforce can create both challenges and opportunities for 

organisational effectiveness. Differences in values, communication styles, motivation and 

technological experience may create misunderstandings, but they can also provide 

organisations with diverse knowledge, skills and perspectives. Generational differences 

should not be treated as fixed characteristics because individual personality, career stage 

and personal circumstances also influence workplace behaviour. Managers can use 

emotional intelligence to recognise their own assumptions, understand individual needs, 

communicate effectively and manage conflict constructively. Mindfulness can complement EI 

by helping managers remain calm, attentive and thoughtful when dealing with challenging 
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situations. These approaches are particularly relevant to the scenario, where EI and 

mindfulness have already contributed to improved morale, communication and conflict 

resolution. Applying these principles to recruitment, management and retention can help 

create an inclusive and productive workplace where employees from different generations 

feel valued, respected and able to contribute. Therefore, generational diversity should be 

viewed as an organisational strength when it is managed through inclusive, emotionally 

intelligent and mindful leadership. 
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