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1. [bookmark: _Toc237983976] Introduction 
Emotional intelligence (EI) is an important idea in modern workplaces, especially in leadership, teamwork, and employee performance. However, there is no single agreed definition of EI. Ackley (2016) explains that there are three main models of EI, and each one defines and measures it in different ways. This is important because organisations may wrongly assume that all EI tests measure the same thing. Therefore, it is important to look at both the benefits of EI and the differences between the models when studying it.
This report critically analyses the contribution of emotional intelligence (EI) and mindfulness to contemporary organisational effectiveness, with particular attention to employee performance, communication, conflict management, leadership, decision-making, well-being and psychological safety. It also examines the management of Generation X, Generation Y (Millennials) and Generation Z employees.
Emotional intelligence has become particularly influential in this context. Salovey and Mayer (1990) originally conceptualised EI as a set of abilities involving the appraisal, expression and regulation of emotion and the use of emotional information in thinking and action. Goleman subsequently popularised the concept in organisational settings through a competency-oriented framework encompassing personal and social capabilities (Goleman, 1998). Bar-On (2006), meanwhile, conceptualised emotional-social intelligence more broadly as interconnected emotional and social competencies that influence how effectively individuals understand themselves, relate to others and cope with environmental demands.
[bookmark: _Toc237983977] 	2. Emotional Intelligence in the Workplace
Emotional intelligence (EI) refers to a person's ability to recognise and understand their own emotions, manage their feelings, and respond appropriately to the emotions of others (Mayer, Caruso and Salovey, 2016). The concept was first introduced by Salovey and Mayer (1990) and has since developed into different models, including Goleman's competency model, Mayer and Salovey's ability model, and Bar-On's emotional-social intelligence model. Although these models have different views on how EI should be understood and measured, they all recognise the importance of emotional skills in the workplace. EI can help employees communicate effectively, build positive relationships, manage difficult situations and contribute to better workplace performance (Mayer, Roberts and Barsade, 2008). This section critically evaluates each model in turn before considering their combined implications for communication, conflict management, leadership and decision-making within the department.
[bookmark: _Toc237983978]2.1 Goleman's Emotional Intelligence Framework
Goleman's (1998) model is one of the most widely used approaches to emotional intelligence in management and leadership. It focuses on four main areas: self-awareness, self-management, social awareness and relationship management. Self-awareness means understanding your own emotions and how they affect your behaviour. Self-management involves controlling emotional reactions, especially when dealing with stress or difficult situations. Social awareness includes empathy and the ability to understand how other people may be feeling. Relationship management involves communicating effectively, managing conflict, supporting others and building positive working relationships (Goleman, 1998).
One of the main strengths of Goleman's model is that it can be easily applied to the workplace. The four areas can be linked to behaviours that managers and employees can develop through training, feedback, coaching and reflection. This is important for the SMT because it suggests that emotional intelligence can be improved rather than being a fixed ability. However, the model has also been criticised because it includes a wide range of characteristics, such as personality, motivation and social skills. This can make it difficult to clearly separate emotional intelligence from other personal qualities (Mayer, Salovey and Caruso, 2008). Despite this criticism, Goleman's model remains useful in organisations because it is simple to understand and provides practical behaviours that can be developed through leadership training. However, the broad nature of competency-based models can make it difficult to establish where emotional intelligence ends and related constructs such as personality, motivation and interpersonal skills begin (Ackley, 2016).
[bookmark: _Toc237983979]2.2 Mayer and Salovey's  Model
Mayer and Salovey's ability model takes a different approach to emotional intelligence. It views EI as a mental ability rather than a personality trait. The model has four main areas: recognising emotions, using emotions to support thinking, understanding emotions, and managing emotions effectively (Mayer, Caruso and Salovey, 2016). These areas develop from basic skills, such as recognising emotions, to more complex skills, such as managing emotions to achieve positive outcomes.
One strength of this model is that it focuses on measurable abilities. EI can be assessed using performance-based tests, such as the Mayer-Salovey-Caruso Emotional Intelligence Test, rather than relying only on people's opinions of their own emotional skills (Mayer, Caruso and Salovey, 2016). This can make the model more scientifically reliable than some broader EI models. Research also suggests that emotional intelligence can contribute to workplace performance and positive relationships, alongside other factors such as intelligence and personality (Mayer, Roberts and Barsade, 2008).
The advantage of the ability perspective is that it provides a clearer conceptual boundary around emotional intelligence, however, its emphasis on emotional information processing may provide less direct guidance for managers seeking to translate EI into specific workplace behaviours (Ackley, 2016).
The model can be useful in the workplace because it encourages managers to understand what emotions may be communicating. For example, if a team is frustrated, a manager could consider whether the frustration is caused by a problem with work processes rather than immediately seeing it as poor employee behaviour. However, the main limitation is that ability-based EI tests can be more difficult and time-consuming to use in everyday management. In comparison, Goleman's model provides simpler competencies that managers can apply directly through coaching, feedback and workplace training.
[bookmark: _Toc237983980]2.3 Bar-On's Emotional-Social Intelligence Model
Bar-On's model adopts a broader conceptualisation of emotional-social intelligence, incorporating interpersonal and intrapersonal capabilities alongside adaptability and stress-management characteristics (Ackley, 2016). Bar-On's (2006) model focuses on emotional and social intelligence (ESI). It explains how people understand themselves and others, build relationships and deal with pressure and everyday challenges. The model is measured using the Emotional Quotient Inventory (EQ-i) and includes five main areas: intrapersonal skills, interpersonal skills, adaptability, stress management and general mood (Bar-On, 2006).
One important strength of Bar-On's model is its focus on adaptability and stress management. These areas are useful in the workplace because employees often have to deal with change, pressure, heavy workloads and conflict. The model therefore connects emotional intelligence with an employee's ability to cope with difficult situations and maintain their well-being. Bar-On (2006) also suggests that emotional-social intelligence can develop with age and life experience, which may be relevant when managing employees from different generations.
However, the EQ-i is based mainly on self-reporting. This means that employees may not always give an accurate picture of their own emotional and social abilities. Their answers may also be influenced by personal, cultural or social expectations (Bar-On, 2006).
Overall, the three EI models provide different but useful perspectives. Goleman's model is practical and focuses on workplace behaviours and leadership skills. Mayer and Salovey's model provides a clearer focus on emotional abilities and measurement. Bar-On's model adds greater emphasis on stress management, adaptability and well-being. Together, these models provide a useful foundation for understanding and developing emotional intelligence in the workplace.
[bookmark: _Toc237983981]2.4 EI, Communication and Conflict Management
Self-awareness and empathy are important parts of all three emotional intelligence models and can improve communication in the workplace. Employees who understand their own emotions before having a difficult conversation are less likely to react negatively. At the same time, empathy helps employees recognise how others may be feeling and adjust their communication accordingly (Goleman, 1998).
EI can also help managers deal with workplace conflict. For example, controlling an emotional reaction can prevent a disagreement from becoming worse, while understanding the reasons behind another person's frustration can help the manager respond more effectively (Mayer, Caruso and Salovey, 2016). This allows conflict to be viewed as a problem that needs to be solved rather than as a personal argument.
This is relevant to the department's experience, where improved conflict resolution followed the use of active listening, identifying emotions and taking a short pause before responding. These practices combine emotional intelligence with mindfulness and can help employees communicate more calmly and constructively.
[bookmark: _Toc237983982]2.5 EI, Leadership and Decision-Making
In leadership, emotional intelligence can help managers build trust and develop positive relationships with their teams. Leaders who have good social awareness and relationship-management skills are more likely to understand their employees, motivate them and create a safe environment where people feel comfortable sharing ideas and concerns. This is known as psychological safety. Edmondson (1999) explains that psychological safety means employees feel able to speak up, ask questions and take interpersonal risks without fear of negative consequences. Psychologically safe teams are more likely to learn, share ideas and improve their performance.
EI can also support decision-making. Mayer and Salovey's model suggests that emotions can provide useful information when making decisions. For example, a manager's concern about a proposed change may highlight a possible problem that needs further investigation. However, emotions should not be the only basis for important decisions. Leaders should combine emotional information with facts, evidence and careful analysis to reduce the risk of bias.
Mindfulness can support these EI skills by helping people focus on the present moment and become more aware of their thoughts and emotions. Good et al. (2016) suggest that mindfulness can improve emotional regulation and reduce automatic or reactive responses. For example, a manager could take a short pause before replying to an angry email rather than responding immediately. Similarly, a short period of reflection before a team meeting can help a manager become more aware of their emotions and prepare to listen to others.
For the department, this suggests that EI and mindfulness should be included together in leadership development. EI can provide employees with practical emotional skills, while mindfulness can help them use these skills more effectively, especially during stressful or difficult situations (Good et al., 2016).
The SMT should also understand that emotional intelligence alone cannot create a positive workplace. Managers may have strong EI skills, but it can still be difficult to build a supportive and safe team when organisational systems focus mainly on targets and performance. Therefore, EI should be included in recruitment, performance reviews, feedback from multiple sources (such as colleagues, managers and subordinates), and leadership training. This would help make emotional intelligence part of the organisation’s overall culture rather than relying only on individual managers.
[bookmark: _Toc237983983]3. Managing a Multigenerational Workforce
Intelligent People (2026) describes Generation X as valuing autonomy and work-life balance, Millennials as emphasising flexibility and personal growth, and Generation Z as prioritising work-life balance and meaningful work. However, such generational descriptions should be interpreted cautiously because employees within the same generation are not homogeneous. Costanza and Finkelstein (2015) found limited robust evidence for widespread generational differences in workplace characteristics. Therefore, managers should use generational research as a starting point for understanding workforce diversity rather than as a basis for stereotyping individual employees.
Contemporary organisations increasingly comprise employees from different generational cohorts working alongside one another. These employees may have been shaped by different socio-economic conditions, technologies and life experiences. Although generational categories are broad and should not be treated as fixed characteristics, research suggests that differences in workplace expectations can have implications for recruitment, management and employee retention. For example, Kraght and Brøndum (2025) identify differences between Generation Z and employers in areas such as workplace flexibility, leadership opportunities and career progression.
[bookmark: _Toc237983984]3.1 Generation X
Generation X generally refers to people born between the mid-1960s and early 1980s. They have experienced significant changes in the workplace and are often described as independent, practical and able to work with limited supervision. Research suggests that this group may value job stability, clear communication and having control over how they complete their tasks (Kraght and Brøndum, 2025). They are also reported to show relatively high levels of engagement, which is often linked to their experience and job security (FlexJobs, 2025). Many Generation X employees have built up strong workplace knowledge over time, which contributes to confidence in their roles. As they began their careers before digital tools became widely used, they are generally comfortable with both digital and face-to-face communication. Managers can support this group by giving them autonomy, recognising their experience and focusing on results rather than close supervision.
[bookmark: _Toc237983985]3.2 Generation Y
Generation Y, also known as Millennials, generally refers to people born between the early 1980s and mid-1990s. They entered the workplace during a time of rapid technological development and economic change. Millennials are often associated with valuing flexibility, career development, work-life balance and meaningful work. They are also generally comfortable using digital communication and collaboration tools and may appreciate flexible or hybrid working arrangements. Some workplace surveys have reported lower levels of engagement among Millennials compared with older employees, which may be linked to concerns about career development, recognition and support from managers (FlexJobs, 2025). Managers can support this group through regular feedback, development opportunities and clear career pathways.
[bookmark: _Toc237983986]3.3 Generation Z
Generation Z refers to people born from the mid-1990s to the early 2010s. They have grown up using digital technology and are usually confident with online tools and communication. Research shows that Gen Z employees often value fair pay, good benefits, flexible working, mental health support and meaningful work (Zahra, 2025). They may prefer frequent, simple feedback instead of waiting for yearly performance reviews. Allowing them some control over how they plan and complete their work can also improve motivation (Zahra, 2025). However, managers should not assume all Gen Z employees are the same. Kraght and Brøndum (2025) note that there can be differences between what employers expect and what Gen Z employees want, especially in areas like feedback, leadership and flexibility. Therefore, managers should talk with employees directly and adjust their approach to individual needs.
[bookmark: _Toc237983987]3.5 Implications for Organisational Effectivenessx
Generational differences can affect how well an organisation works. Different communication preferences may sometimes cause misunderstandings. For example, younger employees may prefer regular feedback, while some older employees may prefer more independence and fewer check-ins. Differences in motivation can also affect employee satisfaction and retention if organisations use the same approach for everyone. Differences in experience with technology may create further challenges when teams use new digital tools. If these issues are not managed well, they can lead to misunderstandings, weaker teamwork, poor knowledge sharing and higher staff turnover (Imagine, Johns Hopkins University, 2023).
These challenges can happen between different generations, not just between older and younger employees. For example, a Generation X manager may see a Gen Z employee's request for regular feedback as a need for too much support, while the employee may see limited feedback as a lack of interest from the manager. Similarly, recruitment can be affected if organisations do not clearly communicate what they offer. Younger employees may look for clear career progression and flexibility, while other employees may place greater importance on stability and autonomy. Therefore, organisations should communicate clearly about job expectations and avoid assuming that employees from the same generation will have identical needs.
[bookmark: _Toc237983988]3.6 EI and Mindfulness for Inclusive Multigenerational Management
Emotional intelligence can help managers work effectively with employees from different generations. Goleman (1998) highlights the importance of understanding others, managing relationships and adapting communication. Managers can use these skills to understand that employees may have different preferences for communication, feedback and recognition. Instead of treating all employees in the same way, managers can consider their individual needs.
Mindfulness can also help managers avoid making quick assumptions about employees based on their age or generation. By paying attention and listening carefully, managers can better understand what each employee actually needs (Good et al., 2016). This can help create more respectful working relationships.
EI can also be useful during recruitment because managers can focus on a candidate's skills and abilities rather than making assumptions based on age. In the workplace, emotional intelligence, adaptability and stress management can help managers create a supportive environment. Psychological safety is also important because employees from different generations should feel comfortable sharing ideas, asking questions and raising concerns without fear of negative treatment (Edmondson, 1999). This can support better teamwork, inclusion and communication across the organisation.
[bookmark: _Toc237983989]4. Conclusion
This report has examined emotional intelligence (EI), mindfulness and the management of a multigenerational workforce. The different EI models developed by Goleman, Mayer and Salovey, and Bar-On provide useful ways of understanding how people manage emotions, communicate, deal with conflict and work with others. The report has also considered Generation X, Millennials and Generation Z and how their different experiences and expectations may influence communication, motivation and management. However, these generational differences should not be used to stereotype individual employees.
The evidence shows that EI and mindfulness can be useful skills for improving workplace communication, leadership, teamwork and conflict management. They can also help managers create a more supportive and psychologically safe workplace. For the SMT, these skills should be included in leadership development, recruitment and performance management. This can help the organisation improve employee relationships, support different generations and maintain a positive workplace culture as it moves towards future organisational challenges and strategic priorities.
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