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1. Emotional intelligence in the workplace.
1.1. Introduction
Emotional intelligence (EI) has become an important concept in understanding how people behave and interact in organisational settings. Rather than focusing only on cognitive ability, EI considers how individuals recognise emotional information and use it when responding to themselves and other people. Mayer and Salovey (1990) present EI as a set of abilities connected with identifying, understanding and managing emotions. This perspective is particularly relevant to the workplace, where employees regularly need to respond to pressure, differences of opinion and changing interpersonal situations.
This report examines three major perspectives on EI: Goleman’s Emotional Intelligence framework, Mayer and Salovey’s Ability Model, and Bar-On’s Emotional-Social Intelligence Model.

1.2. Emotional intelligence models
Goleman’s Emotional Intelligence Framework identifies five main areas: self-awareness, self-regulation, motivation, empathy and social skills (Goleman, 1996). Self-awareness helps a person recognise their emotional state before it affects their actions. Self-regulation is important when employees face pressure, criticism or disagreement because it can reduce impulsive reactions. Motivation supports continued effort towards goals, while empathy helps employees consider the feelings and perspectives of colleagues. Social skills then help individuals use this understanding when communicating, cooperating and dealing with workplace relationships. The model is therefore strongly connected to practical behaviour, particularly in leadership and teamwork.
Mayer and Salovey’s Ability Model approaches EI more narrowly. It describes emotional intelligence through four abilities: perceiving emotions, using emotions to support thinking, understanding emotions and managing emotions (Mayer, Salovey and Caruso, 2004). These abilities can be understood as a process. An employee may first notice that a colleague is upset, consider what this emotional information means, identify the possible reason for the reaction and then choose an appropriate response. This model therefore places greater emphasis on how people process emotional information rather than on personality or general workplace competencies.
Bar-On’s Emotional-Social Intelligence Model takes a broader view. It includes intrapersonal skills, interpersonal skills, stress management, adaptability and general mood (Bar-On, 2006). These areas cover self-awareness, relationships with others, managing pressure, responding to change, problem-solving and maintaining a positive outlook. The model therefore links emotional functioning with the ability to deal with everyday demands and maintain effective social relationships. Bar-On’s model was also developed alongside the Emotional Quotient Inventory (EQ-i), a self-report measure of emotional-social behaviour.
The main difference between the models is their focus. Goleman gives greater attention to competencies that can be observed in workplace behaviour. Mayer and Salovey provide a more specific explanation of EI as an ability to process emotional information. Bar-On includes a wider range of emotional and social characteristics, including stress management and adaptability.
 
1.3. Enhancing performance with EI.
Employees can use emotional intelligence to improve performance by becoming more aware of their reactions, managing pressure and maintaining motivation. Goleman (2000) links emotional competencies with workplace performance, while research by O’Boyle et al. (2011) found a positive relationship between EI and job performance.
Self-awareness helps employees identify what they do well and where they need improvement. For example, in my role as a Food and Beverage Assistant at the Hurlingham Club in London, I may recognise that I communicate confidently with members but need to improve my response when several tasks require attention at the same time. Recognising this weakness allows me to ask for feedback and improve my organisation rather than allowing mistakes to affect service.
Self-regulation is important when working in a busy environment. If a member is dissatisfied or a colleague makes a mistake during a busy service, remaining calm can prevent an emotional reaction. Taking a short pause and focusing on the problem allows the employee to choose a professional response and make a more appropriate decision.
Motivation can also support productivity. In food and beverage work, maintaining a positive attitude during long or demanding shifts can help an employee remain focused on service standards. Setting small goals, such as completing tasks accurately and providing consistent service, can maintain effort and contribute to achieving wider team objectives.

1.4. Using EI to improve communication and collaboration.
Emotional intelligence can make workplace communication more effective because employees need to respond not only to what people say, but also to the emotions behind their words. Empathy allows employees to look at a situation from another person’s perspective and adjust their response accordingly. For example, as a Food and Beverage Assistant at the Hurlingham Club in London, I may deal with a member who is unhappy because their order has taken longer than expected. Rather than treating the complaint as personal criticism, I can recognise the member’s frustration, listen carefully and respond in a respectful way. This can help resolve the immediate issue without damaging the relationship.
Social skills are also important for teamwork because good cooperation depends on clear communication and mutual support. During a busy service, for example, one colleague may have several tables to manage while another has fewer immediate tasks. Offering help, sharing information and communicating priorities can reduce pressure and improve the flow of service. Singh (2006) argues that emotional intelligence at work is closely connected with interpersonal effectiveness, making these skills relevant to everyday cooperation.
EI can also change the way workplace conflict develops. Instead of reacting immediately when disagreement occurs, an emotionally aware employee can recognise their own frustration and give the other person an opportunity to explain their position. Mindfulness can strengthen this process by encouraging a more considered response during difficult interactions (Karelaia and Reb, 2014). For instance, if colleagues disagree about responsibility for a table, listening first and discussing the facts can prevent a minor problem from becoming a personal conflict. This creates a more cooperative working environment and supports stronger professional relationships.

1.5. EI and employee well-being.
Emotional intelligence can support employee well-being by helping people recognise emotional pressure and respond to it in a controlled way. Self-awareness enables employees to notice early signs of stress, such as frustration, tiredness or reduced concentration. Recognising these signals can help employees take action before stress begins to affect their performance or relationships. In a food and beverage environment, for example, a busy service may involve several tasks being completed at the same time. An employee who notices increasing frustration can pause, organise priorities and respond to colleagues or members more professionally.
Resilience is also important when employees experience criticism, unexpected problems or changes in their workload. EI can help individuals recover from difficult situations instead of allowing one negative experience to affect their remaining work. Bar-On’s model links emotional functioning with stress management and adaptability, making these areas relevant to employees working in demanding and changing environments (Bar-On, 2006).
EI can also contribute to job satisfaction and workplace relationships. Employees who understand their emotions and communicate respectfully may find it easier to develop positive relationships with colleagues. Supportive relationships can reduce interpersonal tension and make employees more comfortable seeking assistance when difficulties arise. Research on mindfulness at work also identifies links between emotional awareness, employee well-being and healthier workplace functioning (Good et al., 2016). EI can therefore help employees manage workplace pressure while supporting constructive relationships and a more positive working environment.

1.6. Evaluation of Emotional Intelligence.
Emotional intelligence offers a useful way of understanding behaviour at work, but its value depends on how the concept is defined and applied. One strength of Mayer and Salovey’s Ability Model is its clear focus on emotional information as something that can be perceived, understood and managed. This makes the model more specific than approaches that combine EI with wider personality characteristics. However, measuring emotional ability is not straightforward, and emotional judgement may also depend on the situation rather than on a stable individual ability (Mayer, Salovey and Caruso, 2004).
Goleman’s model has practical value because its focus on self-awareness, self-regulation, empathy and social skills is easy to connect with leadership and everyday workplace behaviour. Managers can use these areas when developing communication and interpersonal skills. A limitation is that the framework is relatively broad and overlaps with other personal and social characteristics. This can make it difficult to establish exactly which part of EI is responsible for a particular workplace outcome.
Bar-On’s model provides another useful perspective by including stress management, adaptability and interpersonal functioning. Its broader approach reflects the reality that employees do not deal with emotions separately from workplace pressures. However, its wide range of characteristics can also make the boundaries of EI less clear. In this sense, a broader model is not necessarily a more accurate model.
EI should therefore not be treated as a guaranteed route to better performance or well-being. A highly emotionally aware employee may still make poor decisions, while strong empathy could become unhelpful if an employee avoids necessary but difficult conversations. Emotional skills can also be used in ways that benefit the individual rather than the wider team. Evidence from research on mindfulness demonstrates that emotional awareness can be associated with positive workplace outcomes, but such relationships should not be interpreted as proof that emotional skills automatically produce these outcomes (Mesmer-Magnus et al., 2017).

1.7. Conclusion
Emotional intelligence has a significant role in contemporary organisations because workplace performance depends on more than technical knowledge and cognitive ability. The analysis shows that self-awareness, self-regulation and motivation can help employees manage pressure, maintain focus and respond to workplace demands more effectively. Empathy and social skills can strengthen communication, teamwork and conflict management, while emotional awareness can contribute to employee well-being and resilience.


2. Managing a multigenerational workforce.
2.1. Multigenerational workforce.
A multigenerational workforce is a workplace where employees from different age groups and generations work together and contribute to the same organisational goals. In contemporary organisations, this can include Generation X, Generation Y (Millennials) and Generation Z, who may have entered employment during very different social, economic and technological periods. These experiences can influence attitudes towards communication, career development, leadership and work-life balance.
Generational differences should not, however, be treated as fixed characteristics of every employee. People from the same generation can have very different personalities, values and expectations because of their education, family circumstances, career stage and individual experiences. Wiedmer (2015) argues that understanding generational differences can help organisations develop more appropriate approaches to managing employees from different age groups.
A multigenerational workforce can create both opportunities and challenges. Employees with longer professional experience may contribute organisational knowledge and practical judgement, while younger employees may bring different technological skills and new approaches to work. At the same time, differences in communication preferences or expectations about management can create misunderstandings. Effective management therefore requires organisations to recognise generational patterns without using them as stereotypes or assumptions about individual employees.

2.2. Generation X, Millennials and Generation Z.
Generation X, Millennials and Generation Z represent three distinct generational groups that are currently present in many organisations. 
Generation X generally refers to people born between approximately 1965 and 1980. They entered adulthood during a period of changing family structures, economic uncertainty and the growing use of personal computers. Many members of this generation developed their careers before smartphones and social media became part of everyday life. Their professional experience can therefore provide organisations with organisational knowledge, practical judgement and an understanding of how workplace practices have changed over time.
Generation Y, commonly known as Millennials, generally includes people born between approximately 1981 and 1996. They experienced the expansion of the internet, mobile technology and social media during their education and early careers. This generation entered employment during periods that included significant technological and economic change. Their position in the workforce has also developed alongside increasing attention to employee development, flexibility and work-life balance.
Generation Z is the youngest of the three groups and is commonly associated with people born from approximately 1997 onwards. Many entered education and employment in an environment where smartphones, online communication and digital platforms were already normal parts of daily life. Their early working experiences have also been influenced by rapid technological change and major global disruption.
These groups therefore bring different life and career experiences into the workplace. However, generational categories should be treated as broad patterns rather than precise descriptions of individual employees. Wiedmer (2015) argues that recognising generational differences can help managers understand changing employee expectations, while avoiding the assumption that age alone determines behaviour. This distinction is important for organisations seeking to create an inclusive workforce where experience, new ideas and different perspectives can contribute to shared objectives.

2.3. Characteristics and comparison of generations.
Generational groups can be compared through the experiences that shaped their early lives and careers. These experiences may influence attitudes towards authority, independence, communication and professional development. However, such comparisons should be used carefully because individual behaviour is also affected by personality, education, culture and career stage. Wiedmer (2015) notes that generational differences can provide a useful framework for understanding employees, but they should not become stereotypes.
Generation X is often associated with independence and practical experience. Many employees in this group began their careers when organisational structures were generally more formal and technology was less integrated into everyday work. As a result, they may bring strong organisational knowledge and established problem-solving approaches. Their experience can be particularly valuable when organisations need employees who understand how procedures and workplace practices have developed over time. Generation X employees may also have experience of adapting to major technological changes during their careers rather than entering employment with digital technology already fully established.
Millennials developed their careers during a period of rapid technological and social change. They are often associated with greater interest in professional development, feedback and opportunities to progress. Having entered the workforce during the expansion of the internet and social media, many Millennials are comfortable using digital communication and online resources. Their career expectations may also reflect a stronger interest in flexibility and maintaining a reasonable balance between professional and personal responsibilities. These characteristics can make Millennials particularly responsive to organisations that provide learning opportunities and regular communication.
Generation Z has developed within an even more digitally connected environment. Digital platforms, smartphones and instant access to information have been normal features of everyday life for much of this generation. They may therefore expect workplaces to provide efficient digital systems and accessible communication. Generation Z has also entered employment during a period marked by economic uncertainty, rapid technological development and changing ideas about work. These experiences may encourage a stronger focus on security, flexibility and meaningful employment.
The differences become clearer when the three groups are considered together. Generation X may contribute accumulated experience and organisational knowledge; Millennials may combine digital confidence with a strong interest in development; and Generation Z may bring technological familiarity and a readiness to adapt to new ways of working. At the same time, these characteristics can overlap. A Generation X employee may be highly confident with new technology, while a younger employee may prefer traditional face-to-face communication.

2.4. Workplace values, expectations, communication, motivation and technology.
Generational differences can become more visible in everyday workplace behaviour.
Generation X may place considerable value on independence, reliability and practical results. Having developed many careers in workplaces where face-to-face communication and established procedures were more common, some employees in this group may prefer direct conversations when dealing with important or sensitive issues. Their motivation can be connected to responsibility, professional autonomy and recognition of experience. At the same time, Generation X should not be viewed as resistant to technology. Many have adapted to several generations of workplace technology throughout their careers and can combine established working methods with digital tools.
Millennials often place greater emphasis on development, feedback and flexibility. They may expect managers to communicate regularly and provide opportunities to learn rather than simply give instructions. Digital communication is generally familiar to this group, making email, collaborative platforms and online resources natural parts of working life. Flexibility can also influence motivation, particularly where employees want professional achievement without allowing work to dominate their personal lives. Wiedmer (2015) suggests that understanding differences in expectations can help organisations develop more effective approaches to managing different generations.
Generation Z has entered employment with particularly high exposure to smartphones, social media and digital communication. Technology may therefore be viewed not simply as an additional workplace tool but as an expected part of efficient working. Quick access to information and communication can influence their expectations of managers and colleagues. Their motivation may also be influenced by opportunities for learning, meaningful work, flexibility and a workplace that recognises individual needs.
These differences can create misunderstandings. The solution is not to create separate rules for each generation. Organisations can instead provide different communication channels, flexible management approaches and opportunities for employees to learn from one another.
Technology can also connect generations rather than divide them. Younger employees may share knowledge of new digital tools, while more experienced colleagues can contribute professional judgement and knowledge of organisational processes. When this exchange is encouraged, generational diversity becomes a source of learning rather than a reason for workplace separation.

Conclusion
Emotional intelligence and generational diversity are closely connected to how contemporary organisations manage people, performance and workplace relationships. The analysis shows that EI can help employees recognise and regulate emotions, communicate more effectively, manage conflict and maintain resilience under pressure. Goleman’s, Mayer and Salovey’s, and Bar-On’s models provide different perspectives on these abilities, while also showing that EI should complement rather than replace professional knowledge and organisational support.
The analysis of Generation X, Millennials and Generation Z demonstrates that employees may bring different experiences, expectations and approaches to communication, motivation and technology. Combining emotional intelligence with an inclusive approach to generational diversity can support stronger collaboration, employee well-being and performance, while helping organisations develop a more adaptable and effective workforce.
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