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1. [bookmark: _Toc237896611]INTRODUCTION 
People do not leave their emotions behind when they come to work. Feelings can shape how employees understand situations, make decisions and respond to colleagues. Emotional intelligence (EI) is the ability to recognise, understand, and manage emotions in oneself and others. It matters in modern organisations because technical knowledge alone cannot guarantee effective leadership, cooperation or resilience. Employees often deal with deadlines, organisational change, disagreements and different expectations. How they respond to these pressures can influence their performance and the workplace atmosphere. Research links EI to job performance, leadership, and social functioning, although the strength of these links depends on the model, measurement method, and work context (Joseph and Newman, 2010; Côté, 2014). This report examines three influential EI models and considers how EI can support performance, communication, collaboration and employee wellbeing. It then discusses Generation X, Millennials and Generation Z in a multigenerational workforce, comparing their reported values, communication preferences, motivation and attitudes towards technology. The report also questions simple generational stereotypes and considers what they mean for inclusive management.









2. [bookmark: _Toc237896612]TASK 1: EMOTIONAL INTELLIGENCE IN THE WORKPLACE 
2.1 [bookmark: _Toc237896613]EXPLANATION OF MODELS 
Goleman’s competency framework identifies self-awareness, self-regulation, motivation, empathy and social skills as important emotional competencies (Goleman, 2001). Self-awareness means honestly recognising one's emotions, strengths, and limitations. Self-regulation involves controlling impulsive reactions and adjusting behaviour when necessary. Motivation refers to persistence and commitment beyond an immediate reward. Empathy helps a person understand how others feel, while social skills support cooperation, influence and conflict management. The framework is easy to understand and closely connected to leadership development. However, it brings together emotional ability, personality, motivation and learned competencies. This makes it difficult to decide which qualities belong specifically to EI (Cherniss, 2010; Côté, 2014).
Mayer, Salovey and Caruso take a narrower approach through their Ability Model. They describe EI as a form of intelligence made up of four connected abilities: perceiving emotions, using emotions to support thinking, understanding emotional information and managing emotions. Perception involves noticing feelings through facial expressions, tone of voice and internal physical signals. Using emotions means allowing feelings to inform attention and judgement. Understanding emotions involves recognising their causes, combinations and likely development. Management means regulating one's own emotions and those of other people without simply hiding or suppressing them. This model has a clearer boundary because it treats EI as a mental ability rather than a list of positive qualities (Mayer, Salovey and Caruso, 2004). Performance-based measures, including the Mayer-Salovey-Caruso Emotional Intelligence Test, try to assess these abilities through problem-solving tasks. However, using expert or majority answers to score emotional problems remains controversial because real workplace situations may have several sensible responses (Conte, 2005).
Bar-On's Emotional-Social Intelligence Model takes a broader view of successful adaptation. It includes intrapersonal skills, interpersonal skills, stress management, adaptability and general mood. Intrapersonal capability covers emotional self-awareness and assertiveness; interpersonal capability includes empathy and social responsibility. Stress management concerns tolerance and impulse control, while adaptability involves problem solving, reality testing and flexibility. General mood includes optimism and happiness. The model is useful because it recognises that emotional and social functioning interact with coping and adjustment (Bar-On, 2006). However, its broad content overlaps with established personality traits and wellbeing, weakening claims that it measures a separate intelligence.
Together, the models offer different perspectives. Goleman emphasises workplace competencies, Mayer and Salovey focus on emotional reasoning, and Bar-On concentrates on emotional-social adaptation. The first and third models are practical for development discussions, whereas the Ability Model provides greater conceptual precision.
2.2 [bookmark: _Toc237896614]EI AND EMPLOYEE PERFORMANCE
EI can improve performance by helping employees consider emotional information before deciding what to do. A self-aware employee might notice anxiety before a presentation and prepare properly instead of avoiding the task. Recognising frustration can also show when tiredness or personal assumptions are affecting judgement. Self-regulation allows the employee to pause, consider the evidence and respond professionally instead of becoming defensive. These skills are particularly useful in customer service, leadership, negotiation and other roles with strong emotional demands.
Motivation supports persistence after setbacks and helps employees maintain attention on longer-term objectives. Emotionally intelligent workers may also recognise when enthusiasm encourages creativity or when concern signals a genuine risk. Meta-analytic evidence shows a positive association between EI and job performance, but the relationship varies between ability, self-report and mixed measures (O'Boyle et al., 2011). Joseph and Newman (2010) similarly found that EI is particularly relevant where work requires emotional labour. Therefore, EI should complement rather than replace cognitive ability, technical competence, clear objectives and adequate resources. For example, a calm project manager may manage pressure effectively but cannot deliver a project without planning knowledge and organisational support. EI improves the way competence is applied; it is not a substitute for competence itself.
2.3 [bookmark: _Toc237896615]EI, COMMUNICATION AND COLLABORATION
Good communication involves more than simply exchanging information. Employees also need to recognise tone, trust and emotional meaning. Empathy can help someone understand why a colleague is concerned instead of quickly deciding that the person is difficult. Active listening, open questions and acknowledging feelings can reduce defensiveness and make constructive discussion easier. Employees who manage their emotions well are also more able to give feedback calmly and receive criticism without seeing it as a personal attack.
In collaborative work, members must coordinate different priorities and manage disagreement. EI can help a team distinguish productive debate from personal conflict. A leader who notices withdrawal during a meeting can invite quieter members to contribute, check understanding and prevent unresolved resentment. Evidence indicates that emotion-management ability can improve the quality of social interaction (Lopes et al., 2005), while the value of EI for teamwork becomes stronger in emotionally demanding contexts (Farh, Seo and Tesluk, 2012). However, empathy does not require agreement with every request. Effective collaboration combines understanding with boundaries, fairness and accountable decisions. Excessive concern for harmony may discourage necessary challenge. EI therefore supports communication when it enables honest, respectful discussion rather than avoidance of uncomfortable issues.
2.4 [bookmark: _Toc237896616]EI AND EMPLOYEE WELLBEING  
EI can support wellbeing by enabling employees to identify stress early and choose healthier coping responses. Someone who can label disappointment, worry or overload precisely may be more able to seek support, reorganise tasks or challenge unrealistic expectations. Regulation skills can reduce rumination and help people recover after difficult interactions. Research has found positive relationships between emotional intelligence, mental health and aspects of physical health, although many studies rely on self-reported measures (Schutte et al., 2007).
Mindfulness complements EI by encouraging non-judgemental attention to present experience. A short pause before responding to an upsetting message can help an employee observe emotional arousal without acting impulsively. Workplace mindfulness has been associated with lower emotional exhaustion and greater job satisfaction (Hülsheger et al., 2013). Nevertheless, wellbeing is not solely an individual responsibility. EI and mindfulness cannot repair chronic understaffing, bullying, insecure employment or unreasonable workload. Organisations must provide psychologically safe leadership, fair procedures and access to appropriate support. Used responsibly, EI helps employees understand their reactions, while mindfulness creates space to select a considered response. Used poorly, both ideas can shift responsibility from harmful working conditions onto employees who are already under pressure.

2.5 [bookmark: _Toc237896617]CRITICAL EVALUATION 
EI is attractive to organisations because emotions clearly influence workplace behaviour, but the concept is still debated. One strength of the Ability Model is its clear focus on how people process emotional information. In comparison, mixed models cover a wider range of leadership and coping behaviours. Meta-analyses show positive links between EI and performance, suggesting that it has value beyond fashionable management language (Joseph and Newman, 2010; O'Boyle et al., 2011). Training may also be worthwhile because employees can develop emotional competencies through feedback, practice and reflection rather than viewing them as fixed personal qualities.
However, broad models sometimes include optimism, motivation, assertiveness and social responsibility, which overlap with personality and established management competencies. Self-report tests are vulnerable to inaccurate self-perception and socially desirable answers. Ability tests avoid some self-report problems but face disagreement over what counts as a correct emotional response (Conte, 2005). Predictive relationships may also become smaller when cognitive ability and personality are controlled. Côté (2014) therefore argues that context and employee characteristics must be considered instead of expecting EI to produce universal benefits.
EI can also have a darker side. People who understand emotions may use that knowledge to manipulate colleagues, conceal intentions or build support for self-interested decisions. Côté et al. (2011) found that emotion-regulation knowledge could support either prosocial or deviant behaviour depending on moral orientation. Furthermore, calm regulation is not always appropriate: anger may communicate injustice and prompt necessary change. Organisations should not use EI assessments as the only basis for recruitment or promotion. A more defensible approach combines validated measures with evidence of technical ability, ethical conduct, experience and actual behaviour. EI is consequently best viewed as one useful set of capabilities whose impact depends on measurement quality, motives and organisational conditions.
Practical implementation requires cultural awareness. Emotional expression, acceptable disagreement and interpretations of confidence differ across cultures, so a single assessment may disadvantage employees. Training should use realistic situations, confidential feedback and follow-up evaluation. Managers must examine whether improved scores lead to better behaviour, rather than assuming attendance at an EI workshop demonstrates capability.

2.6 [bookmark: _Toc237896618]CONCLUSION OF TASK 1 
The three models show that EI may be understood as workplace competency, emotional ability or emotional-social adaptation. Across these perspectives, self-awareness, regulation, empathy and relationship management can strengthen performance, communication and wellbeing. Evidence supports a generally positive contribution, particularly in emotionally demanding roles, but EI does not fully explain workplace success. Its value depends on reliable measurement, ethical use and supportive working conditions. Organisations should develop EI through reflection, coaching and practical feedback while continuing to address workload, fairness, psychological safety and technical capability.
3. [bookmark: _Toc237896619]TASK 2: MULTIGENERATIONAL WORKFORCE 
3.1 [bookmark: _Toc237896620]INTRODUCTION TO MULTIGENERATIONAL WORKFORCE
A multigenerational workforce brings employees of different ages and life experiences together in one organisation. Three commonly discussed groups are Generation X, Millennials and Generation Z. Their experiences of education, employment, economic change and technology may influence what they expect from work. Age diversity can broaden organisational knowledge. However, misunderstanding can arise when managers assume that the same communication or reward system will suit everyone. Generational categories offer a useful starting point for discussion, but researchers use different boundaries and no category describes every individual. Age, career stage, culture, occupation and economic conditions may explain behaviour better than generational membership alone (Rudolph, Rauvola and Zacher, 2018). Managers should therefore use generational research carefully and learn about individual needs through regular conversation.
3.2 [bookmark: _Toc237896621]GENERATION X
Generation X commonly refers to people born from the mid-1960s to around 1980. Many entered employment before constant internet access and later adapted to rapid digital change. Literature often describes this cohort as independent, pragmatic and interested in work-life balance. These tendencies are sometimes connected to economic restructuring and reduced expectations of lifelong employment. Generation X employees may value autonomy, competent management, job security and recognition based on results rather than close supervision.
Their communication preferences are often direct and efficient, using both face-to-face and digital channels. Having worked through the transition from paper-based to digital systems, many are comfortable with technology while remaining willing to use traditional methods. Motivation may come from meaningful responsibility, flexibility, professional development and opportunities to apply experience. In teams, Generation X can contribute organisational memory and bridge communication between older and younger colleagues.
These descriptions must not become fixed assumptions. A senior Generation X manager and a recently reskilled employee may have very different priorities despite sharing a birth period. Research finds that generational differences in job satisfaction, organisational commitment and intention to leave are generally small (Costanza et al., 2012). Managers should therefore avoid assuming that Generation X resists change. They should explain the purpose of change, offer appropriate training and give employees meaningful discretion. EI supports this process by helping leaders recognise individual concerns and respond respectfully rather than attributing every reaction to age.
3.3 [bookmark: _Toc237896622]MILLENIALLS 
Millennials, often called Generation Y, are generally placed between the early 1980s and mid-1990s. They entered adulthood as digital communication expanded and many experienced the global financial crisis, increasing education costs and less predictable career pathways. Workplace literature often associates Millennials with collaboration, frequent feedback, development opportunities, meaningful work and flexibility. They are also described as confident technology users who expect information to be accessible quickly.
Millennial employees may prefer regular communication rather than relying only on annual appraisal. Clear feedback can show how their contribution connects to team and organisational goals. Their motivation may be supported by career development, learning, autonomy and visible social purpose alongside fair pay and security. Technology can enable flexible working and rapid collaboration, although preference for digital tools does not mean that every Millennial has identical competence or rejects face-to-face contact.
Some popular accounts portray Millennials as disloyal or entitled. Such labels overlook economic conditions, career stage and changes affecting all employees. Lyons and Kuron (2014) conclude that evidence of generational differences exists in some work values and behaviours, but findings are inconsistent and affected by research design. A younger employee seeking promotion may be demonstrating normal career ambition rather than a unique generational trait. Emotionally intelligent managers should listen to individual goals, provide realistic development pathways and communicate boundaries clearly. This approach maintains engagement without promising progression that the organisation cannot deliver.
3.4 [bookmark: _Toc237896623]GENERATION Z 
Generation Z generally includes people born from the mid-1990s onwards and represents the newest major cohort entering employment. This generation grew up with smartphones, social media and immediate access to information. Its formative experiences also include economic uncertainty, climate concern and disruption to education and early careers during the COVID-19 pandemic. Research commonly presents Generation Z as digitally confident, diverse, socially aware and concerned with authenticity, wellbeing and employment security (Schroth, 2019).
Generation Z employees may expect rapid, clear and two-way communication. Short digital messages can be efficient, but new entrants still need detailed instruction, contextual explanation and opportunities to ask questions. Motivation may include learning, inclusive culture, regular feedback, ethical organisational behaviour and a clear connection between tasks and purpose. Technology is normally integrated into their daily lives, so outdated systems or unnecessarily slow processes may cause frustration. At the same time, familiarity with social applications does not automatically provide advanced workplace, data or communication skills.
Managers should avoid interpreting requests for support as weakness. Many Generation Z employees are at an early career stage and naturally require coaching. Schroth (2019) recommends clear expectations, frequent feedback and supportive onboarding. EI helps managers notice anxiety, respond without judgement and adjust communication while maintaining performance standards. Generation Z employees can contribute fresh technological insight and challenge established practices, but they also benefit from the experience and tacit knowledge of colleagues. Structured mentoring can create two-way learning rather than positioning younger workers only as recipients of guidance.
3.5 [bookmark: _Toc237896624]COMPARISON OF 3 GENERATIONS 
The three cohorts share more common ground than simple stereotypes suggest. Employees across generations generally value fair treatment, competent leadership, meaningful contribution and adequate reward. Differences may appear in how they express their needs. Generation X is often associated with autonomy and work-life balance; Millennials with development, collaboration and regular feedback; and Generation Z with immediacy, inclusion, wellbeing and digital integration. Communication may range from direct conversations and email to collaborative platforms and instant messaging. However, most workers use several channels, and preferences depend on purpose as much as age.
Technology provides a visible contrast, but it should not be reduced to young equals skilled and older equals resistant. Generation X adapted during major workplace digitisation, Millennials developed alongside the internet, and Generation Z experienced mobile connectivity from childhood. Each group may offer different strengths: implementation experience, collaborative digital practice or familiarity with emerging platforms. Reverse mentoring can allow younger staff to share digital knowledge while experienced staff explain clients, risk and organisational history.
Evidence advises caution. Costanza et al. (2012) found only small differences in important work attitudes, while Rudolph et al. (2021) argue that generational explanations can create stereotypes and weak management decisions. Recent large-scale evidence also suggests that work motivation is shaped more strongly by age and historical period than by fixed generational membership (Schröder, 2024). Apparent differences may therefore reflect life stage: employees with caring responsibilities may prioritise flexibility, while early-career workers may seek learning and promotion.
An inclusive approach combines consistent standards with personalised management. Leaders can offer different communication channels, flexible learning methods and regular opportunities to discuss motivation. EI is important because it enables managers to recognise feelings without making age-based assumptions. Empathy supports perspective-taking, while self-regulation prevents irritation when colleagues use unfamiliar methods. Team agreements can clarify response times, meeting behaviour, feedback and technology use. Selection and promotion should be based on evidence of ability and behaviour, not generational labels. When differences are treated as resources rather than problems, age-diverse teams can combine experience, adaptability and new ideas.
3.6 [bookmark: _Toc237896625]CONCLUSION OF TASK 2 
Generation X, Millennials and Generation Z developed within different technological, economic and social conditions, which may influence their expectations. Nevertheless, variation within each cohort is substantial and research shows limited support for broad stereotypes. Effective management should recognise possible patterns without treating them as facts about individuals. Flexible communication, fair opportunities, mutual mentoring and emotionally intelligent leadership can help organisations gain value from age diversity. The central priority is to understand each employee's needs, career stage and contribution while maintaining shared standards.
























4. [bookmark: _Toc237896626]CONCLUSION 
This report has shown that emotional intelligence offers a useful but incomplete explanation of workplace effectiveness. Goleman's framework translates EI into practical competencies, the Mayer-Salovey model provides a focused account of emotional ability, and Bar-On emphasises adaptation and social functioning. Together, they explain how awareness, regulation, empathy and relationship skills may improve performance, collaboration and wellbeing. However, measurement problems, overlap with personality and the potential for manipulation require careful application. The multigenerational analysis similarly demonstrates the danger of relying on attractive but oversimplified categories. Generation X, Millennials and Generation Z may differ in experience and preferred practices, yet age, career stage and individual circumstances are often more informative. Organisations should therefore combine EI development with fair systems, technical capability and evidence-based management. Leaders who listen, regulate their reactions and adapt communication can create an inclusive environment where employees of different ages contribute knowledge, challenge assumptions and work towards shared goals.
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